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Investigating the role of telemedicine services by the NHS to counter the increased customer waiting time in the healthcare sector of the UK
[bookmark: _Toc209012672]1. Background and Rationale
The topic of focus in the study is the contribution that NHS telemedicine can make to solving the problem of the prolongation of patient waiting times in the UK healthcare sector for both the elderly and adolescents (Gobburi et al., 2025). The research will assess the role of digital health solutions in reducing service delays and determine whether telemedicine can reach sustainability in improving accessibility and efficiency (Groom et al., 2021). However, the key rationale concerning long waiting times undermines patient outcomes as demand and the resources available to the NHS will primarily be considered in the research (Bates et al., 2021). The discussion of telemedicine may be critical to the modernisation of care routes (Valk-Draad and Bohnet-Joschko, 2022). The latest research identifies telemedicine and its ability to shorten waiting times and ensure a better utilisation of resources (Macwilliam et al., 2021).
[bookmark: _Toc209012673]2. Research Aim and Objectives
The aim of the research is to systematically review the role of telemedicine services by the NHS to counter the issues faced by customers due to increased waiting times in the healthcare sector of the UK, using a scoping review approach.
The research objectives are
· To review the key theories concerning the telemedicine services and customer dissatisfaction considerations in the healthcare sector of the UK
· To identify and categorise key themes concerning customer dissatisfaction and the application of digital healthcare systems involved in the NHS of the UK
· To highlight evidence gaps for future research concerning the telemedicine services and customer satisfaction in the UK healthcare sector
· To recommend and provide insights into practical applications within the digital health of the UK and the healthcare systems, considering the change in digital healthcare.
[bookmark: _Toc209012674]3. Methodology
[bookmark: _Toc209012675]3.1 Scoping review framework
The application of the secondary qualitative data collection, along with the thematic analysis, will be primarily included in the research. For that purpose, the enhanced application of the Levesque framework will be primarily applied to promote lucid enhancement of the research (Cu et al., 2021). The engagement of the necessary framework, like the inductive approach, along with interpretivism philosophy and experimental research strategy, will be primarily applied in the selection (Esmaeili et al., 2025). The application of empirical data findings will involve the proper application of descriptive research design and keyword analysis for the generation of the themes. The Thematic analysis based on codes will primarily apply for the enhancement of the key understanding and developed findings as well (Lim et al., 2023).
[bookmark: _Toc209012676]3.2 Research question 
What is the effectiveness of telemedicine in the digital care for reducing the long waiting time of service users in NHS under the healthcare sector of UK?
[bookmark: _Toc209012677]3.3 Inclusion and Exclusion Criteria
Inclusion: Peer-reviewed studies published in English, within the last 10 years, and focusing on telemedicine, digital health care, the NHS long-term plan, customer dissatisfaction, and healthcare infrastructure will be included in the generation of the findings.
Exclusion: Non-peer-reviewed articles, studies outside 10 years, and research focused on unrelated topics apart from the selected areas will be excluded from the research.
[bookmark: _Toc209012678]3.4 Data collection and analysis
Search strategy: The application of the key databases like PubMed, Springer, Google Scholar, and Elsevier, where open-sourced articles will be primarily researched using the keyword analysis processes. The application of Boolean operations on customer satisfaction and telemedicine will be included (Aveyard, 2023).
Analysis: The application of the thematic analysis, as considered by Aveyard, will be applied, which will include the following phases as depicted.
· Data familiarisation
· Code generation
· Theme search
· Reviewing themes
· Naming theme 
· Writing the report
[bookmark: _Toc209012679]4. Expected outcomes
The scoping review will consider the key issues faced by the UK service users in the healthcare processes, where the problems concerning the staff shortage and lack of infrastructure are affecting the problem. Critical analysis where the recommendations of telemedicine and its potential to counter the problem and provide a major change as per the NHS long-term plan of 2019, and its efficacy in the UK healthcare will also be considered.
[bookmark: _Toc209012680]5. Ethical considerations
The enhanced application of the GDPR and the Data Protection Act of 2018 will be considered in the process of administering the key research and findings generation (Carmi et al., 2022). Practices like data manipulation and other relevant processes will be discouraged while doing the research.
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