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1. Introduction 
[bookmark: _Toc209601711]Overview of digital innovation 
Digital innovation contributes to the transformation of health care services by allowing patients access to diverse choices regarding medical attention. In healthcare, digital innovation can be referred to as remote patient monitoring, digital point-of-care tools and predictive analytics. Digital breakthroughs in the health sector are to enhance patients’ well-being and participation in accessing affordable health care services. In this regard, the report intends to evaluate specific health care issues (equitable health care costs) that will be addressed by the National Health Service (NHS) application, which was launched in 2018.
[bookmark: _Toc209601712]Identification of a prominent health care challenge 
Absence of equitable and affordable access to health care services leads to challenges in patient safety. For instance, a data breach hinders operational continuity in health care and results in the loss of patient information. In addition, persistent paper-based record keeping in the health sector results in such integrity issues and puts pressure on resources (England.nhs.uk, 2025a). This, as a result, also increases waiting time and service delays within the domain of healthcare service provision. In this context, digital innovation with AI-driven NHS applications has the potential to address the issue of paper-based records and establish a comprehensive repository of patient data (England.nhs.uk, 2025a). Similarly, digital record keeping and data-driven health care operations support the net-zero commitment of the UK.
[bookmark: _Toc209601713]Identification of key areas of evaluation 
Based on the above-identified issue of inequitable patient health care access, the National Health Service (NHS) application has the potential to reform job roles and competencies based on insights obtained from AI-driven predictive data analytics software. The incorporation of artificial intelligence can be beneficial to transform the traditional approach of healthcare service provision as per patients' demand and preferences. Leveraging AI, the NHS app has ensured equitable health access, which has a significant impact on overall community well-being and social care.
[bookmark: _Toc209601714]2. Chosen Healthcare Issue 
[bookmark: _Toc209601715]Identification of a prominent health care issue
Lack of equitable patient access is a prominent crisis in the UK health care service delivery. In the post-pandemic period, ethnic minority communities and people from deprived regions have witnessed a decrease in life expectancy in comparison to other European nations (Khan, 2023). The above-mentioned fact reflects community and region-specific disparity within the UK health care system.
[bookmark: _Toc209601716]Background of the chosen issue 
Inclusive access to patient care remains a core issue in the UK, where at every point, patients struggle to get timely and affordable medical care. This is evident in the higher number of patients who have been waiting for treatment. For example, in June 2023, the number of people waiting to receive healthcare was 12% more than in June 2022 (Cqc.org.uk, 2025). In June 2023, the share of patients waiting for planned hospital treatment reached its peak at 7.6 million. Out of this population, 41% of patients have the opinion that their health conditions got worse during the waiting period before the actual hospital admission (Cqc.org.uk, 2025). Hence, lack of timely access to healthcare services leads to avoidable deaths and health emergencies among people in the UK.
[image: ]
Figure 1: Number of patients on waiting list for planned hospital treatment (April 2021-June 2023)
(Source: Cqc.org.uk, 2025)
[bookmark: _Toc209601717]Impact of the chosen issue on community well-being 
With respect to the above-mentioned issue, long waiting lists for patients affect overall community well-being. Prolonged waiting times create general dissatisfaction that leads to unmet health care needs of the community (Oecd.org, 2025). The delay causes avoidable death incidents and hindrances in patient-centric service provision. For example, 49% of deaths among disabled people were avoidable in comparison to 22% deaths in general patients with timely health care intervention (Cqc.org.uk, 2025). Thus, prolonged waiting times affect patients’ health conditions and increase the risk of cardiovascular diseases.
[bookmark: _Toc209601718]3. Solution through Digital Innovation 
[bookmark: _Toc209601719]Overview of the chosen digital innovation 
The National Health Service (NHS) application was launched in 2018 to facilitate equal access for patients to health care services, leveraging a phone or any digital device. The newly launched AI-driven application directly impacts core service provision, in which patients have the option to directly log in and acquire required health care services (Nhs.uk, 2025a). Moreover, the application has a communication platform through which patients can directly contact the NHS for any query related to healthcare service (Nhs.uk, 2025a). However, there are age restrictions, such as only patients above the age of 13 or 15 years can log into the NHS application or official website.
[bookmark: _Toc209601720]Implementation process and strategies 
The National Health Service (NHS app) was launched to provide safe and secure patient access to health care in the UK. With the help of this app, patients will have the advantage of ordering repeat prescriptions and accessing online medical query facilities. The implementation process and strategy of the new app involve secure data sharing, transformative organ donation and end-of-life care delivery to the patients (Gov.uk, 2025a). The funding strategy involves a weekly boost of 394 million GBP as the NHS starts operating in its 70th year. The app was launched under the #SmarterGiv campaign, aiming to boost innovation, save time and cost for the patients to improve healthcare services. 
[bookmark: _Toc209601721]Relevant examples 
The innovative breakthrough of the National Health Service (NHS) in providing equal patient access to health care has had a prominent impact. For example, it has the provision where patients will be able to cancel their appointments with the ‘8 am scramble’ option. Similarly, patients will have the option to avail non-urgent care or advice on a 24/7 basis (Gov.uk, 2025b). It has been reported that with the facility of digital appointment, there is a potential for the NHS to save up to 200 million GBP in a span of three years (Gov.uk, 2025b). The optimisation will not only save time or reduce the waiting list, but at the same time results in cost effectiveness.
[bookmark: _Toc209601722]4. Outcome of Workforce
[bookmark: _Toc209601723]Impact of innovation on solving workforce-related challenges 
The workforce in the UK health care sector has been increasing over the years. However, the growth of the secondary workforce has not been sufficient to meet patients’ demand. At present, there are almost 10700 secondary care vacancies in England, which accounts for 6.2% of all medical posts (Bma.org.uk, 2025). This staff shortage issue can be effectively addressed by incorporating AI-driven data analytics and by providing patients with access to online health services or consultations via the NHS app.
[image: ]
Figure 2: Secondary care medical vacancies in England
(Source: Bma.org.uk, 2025).
[bookmark: _Toc209601724]Comparison between pre-innovation and post-innovation workforce situation
In the pre-innovation phase, the health care delivery was dependent entirely on its staff, which led to a risk of staff shortages and unmet patient care needs. However, in the post-innovation phase, NHS applications have been able to reduce staff crisis with digital consultations to patients and virtual monitoring of health vitals (England.nhs.uk, 2025b). The post-innovation phase facilitated staff flexibility by rationalising estate requirements. 
[bookmark: _Toc209601725]Unexpected workforce outcomes 
The impact of digital innovation on NHS applications in UK health services has significant outcomes. The positive aspect of digital intervention involves the reduction of workload among healthcare staff. Recent highlights have predicted a shortfall of 9% in all NHS workforce posts between 2030 and 2031 (Evidence.nihr.ac.uk, 2025). In this respect, the use of NHS applications facilitates a technology-assisted workforce solution both for reducing staff burden and improving the health outcomes of patients. Application of TAM or the technology acceptance model may help the NHS to predict and understand the adoption and acceptance of their NHS application among UK patients. This theory may also be helpful for the NHS to trigger cognitive responses of the patients by enhancing perceived usefulness and ease of use. 
In addition to the positive outcomes, there are certain challenges. For instance, companies involving Amazon, Facebook or Samsung often provide health care solutions based on storing and analysing health data of patients (Pmc.ncbi.nlm.nih.gov, 2025). It raises ethical issues related to privacy, data protection and informed consent of patients.
[bookmark: _Toc209601726]5. Service Delivery Outcomes 
[bookmark: _Toc209601727]Impact of Innovation on Service Delivery 
Health care service delivery in the UK is characterised by several challenges. At present, health care service delivery lacks real-time improvements based on shared priorities of managers, frontline staff and senior executives in hospitals (England.nhs.uk, 2025b). In this context, the intervention with NHS digital innovation enables collective service delivery and shared partnerships to address gaps in health care service delivery.
[bookmark: _Toc209601728]Analysis of measurable service improvements
Ensuring a significant digital intervention with the AI-driven NHS app can improve the efficiency in service delivery by spreading awareness and educating the local community. The innovation-led capabilities result in higher improvement in health care delivery with the deployment of IT infrastructure aimed at minimising energy usage and reducing operational costs (England.nhs.uk, 2025a). With PCN (Primary care networks), health care agencies such as the NHS can undertake regulatory control over advertising private services.
[bookmark: _Toc209601729]Identification of potential and negative impacts
The impact of digital innovation in service delivery enhances data security and privacy by reducing the risk of manual errors. NHS digital innovation enables service delivery based on a care service catalogue for better risk management (England.nhs.uk, 2025a). However, digital service delivery has certain limitations involving decreasing trust of patients, security and privacy concerns of patients’ medical records (Akhtar et al., 2022).
[bookmark: _Toc209601730]6. Patient and Service User Evaluation 
[bookmark: _Toc209601731]Impact of innovation on patients and service users 
The digital innovation with the NHS application in the UK health care service delivery impacts patients in a significant manner. A prominent domain in this regard is NHS dental care, which has witnessed an investment of 3 billion GBP for incorporating changes for developing the dental workforce (Cqc.org.uk, 2025). Thus, digital innovation positively impacts patient and service use delivery in the health sector. In the UK, the digital divide is a massive issue within UK societies. Nearly 28% of the households in the UK are having difficulties affording communication services and broadband connection (Theguardian.com, 2025). Approximately 38% of the people in the UK have poor online skills, and 17% of the people with kids lack functional skills such as online payments and creating email accounts.
[bookmark: _Toc209601732]Comparison of care perception in pre- and post-innovation situations 
In the innovation phase, health care services relied on physical prescriptions and appointments at specific health care locations. However, in the post-innovation phase with NHS application, several patients receive appointments and invitation screening with a total 50 million GBP upgrade investment (Gov.uk, 2025c). Moreover, care perception has evolved with digital intervention. With new investments in care delivery, 270 million messages are expected to be sent with the app in 2025, leading to cost optimisation of 200 million GBP (Gov.uk, 2025c). Hence, care perception has significantly evolved in the post-innovation phase with the NHS application in health care.
[bookmark: _Toc209601733]Identification of positive and negative outcomes 
Digital innovation with NHS applications in health care has positively impacted care delivery for patients, with a go-to method of communication between health care organisations and patients. It reduces the need for 50 million letters to be delivered via the postal system, leading to time and cost effectiveness in health care service (Gov.uk, 2025c).
[image: ]
Figure 3: Experience of patients in relation to NHS dental services
(Source: Cqc.org.uk, 2025).
For example, in a survey conducted in 2023, out of all respondents, 18% stated that they had a poor experience while using the NHS online dental service (Cqc.org.uk, 2025). However, despite the innovation and investments, patients are not always facilitated by the desired outcomes through digital apps.
[bookmark: _Toc209601734]7. Outcomes of community and public health intervention
[bookmark: _Toc209601735]Impact of Innovation on community and public health 
Digital innovation with NHS applications has led to better community care and management. For example, integrated care boards (ICB) on NHS applications have been able to meet the physical and mental health needs of local populations with sufficient access to care homes and community health services. As a result of using AI in the NHS app, support for adult social care has increased by 3% between 2020-21 and 2021-22, with timely responses to approximately 2 million requests (Cqc.org.uk, 2025).
[bookmark: _Toc209601736]Implications of an innovative solution on addressing the specific needs of the community 
The NHS application has a roadmap for partnering with people and communities for sustainable use of resources and the well-being of patients. The integrated services have devised strategies, including podcasts and guidelines, to engage patients with health care services. Integrated care boards of the NHS work in association with the local communities to update their services based on the changing healthcare needs. NHS partners with local UK authorities, social care service providers and the voluntary social enterprise sector (England.nhs.uk, 2025c). Hence, the innovative breakthroughs facilitate addressing specific patients’ access needs in the UK health care sector.
[bookmark: _Toc209601737]Analysis of positive and negative outcomes
The digital innovation with the NHS application has integrated patient care needs with healthcare services in the UK. However, technical issues like login difficulties, problems with analytical cookies disrupt care-giving services and raise privacy concerns among patients in the UK (NHS.uk, 2025b). Hence, innovative breakthroughs in the health sector have both positive impacts and challenges.
[bookmark: _Toc209601738]8. Conclusion 
[bookmark: _Toc209601739]Key Findings of the report 
Based on the overall research understanding, it has been inferred that digital innovation has a significant impact on the evolution of health care service delivery in the UK. In the specific context of the NHS application launched in 2018, the above discussion has demonstrated its impacts on innovation, workforce and patients' well-being by ensuring patient-centric service provision.
[bookmark: _Toc209601740]Merits and demerits of the digital innovation 
It has been analysed that the digital intervention with the NHS application has led to cost and time effectiveness in patient access to healthcare. Prominently, patient waiting time has witnessed a significant reduction with the advent of online appointments and virtual consultations leveraging the AI-driven NHS app. Similarly, hospital staff have experienced optimisation in their task burden due to online health services access. Despite the benefits of digital intervention in health care, NHS application use among patients faces certain challenges. The challenges involve the risk of privacy and data breach of patients’ records and technical anomalies, as the application is powered by digital connectivity.
[bookmark: _Toc209601741]Recommendations for further development
In the NHS, there can be effective digital regulations to prevent online data breaches or theft of patient records. In addition to this, a technical backup program for incidents of power cuts and glitches can be considered to prevent healthcare service disruption. UK healthcare staff require training for effectively use the NHS healthcare system and application. For instance, UK hospitals are required to elaborate on the benefits of using the NHS application regarding health-related inquiries and consult with GPs. The majority of UK individuals use social media platforms, where the NHS can create marketing campaigns through images and video content to educate patients. 
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