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[bookmark: _Toc232090858]1.Introduction
For the health and care professions in the healthcare organisations rapidly changing digital transformation has become a key driver of change. Through the adoption of different innovative technologies it helps healthcare organisations in  improving accessibility,  efficiency and quality of care (Stoumpos, Kitsios and Talias, 2023). In the last decade, Remote consultation technology is considered as one of the most significant digital innovations within the UK healthcare sector specifically in the NHS. Telehealth/Virtual Consultations allows healthcare professionals to deliver care through telephone and video appointments (Haleem et al., 2021). From the time-period of Covid-19, the use of Remote consultation technology has transformed the way services are accessed and provided. This report examines the implementation of remote consultations and evaluates their impact on the workforce, service delivery, patients/service users, and communities. 
[bookmark: _48b69qlen6il][bookmark: _Toc232090859]2. Selected digital innovation and its impact
Remote consultations as a digital healthcare innovation helps healthcare professionals in providing clinical advice, assessment and follow-up care. It is done through telephone or video appointments rather than traditional face-to-face interactions.  During the Covid-19, as a result of the lockdown situation the demand for Remote consultations in the NHS has increased. Healthcare delivery in the NHS has transformed and improved through this innovation. It also enhances the overall healthcare accessibility by reducing travel requirements, and supporting continuity of care. NHS (2025), indicates that 4.4 million online consultation requests were submitted to NHS GPs in 2024 which increases and becomes 6.5 million in 2025. The telehealth market in the UK is expected to reach a projected revenue of $9,563.0 million by 2033 with a CAGR of 9.2% from 2026 to 2033 (Refer to Figure 1). 
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Figure: UK Telehealth Market
(Source: Grand View Research, 2024)
Several factors influence the overall success of remote consulting for practices (Refer to Figure 2). Practices need to work collaboratively with their local population and the individual needs of their patients to ensure the right clinicians are seeing the right patients in the right way (NHS England, 2023).  
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Figure 2:  Factors influencing remote consultations 
(Source: NHS England, 2023) 
For both the healthcare providers and patients, the impact of remote consultations is significant. Effective remote consultations services help in increasing service efficiency, reduce waiting times, and improve access for individuals with mobility limitations or those living in rural areas (NHS, 2025). However, besides having advantages, challenges like digital exclusion, technological difficulties, and limitations in conducting physical examinations are there. As a result of rising demand for convenient healthcare services, the growth potential of remote consultations remains high. It focuses on ongoing NHS digital transformation strategies, and advancements in communication technologies. Therefore, effective remote care will continue to play an important role in future healthcare delivery. 
[bookmark: _ha2y21uvtal][bookmark: _Toc232090860]3. Workforce: changes in job roles, role competency
Workforce practices within the NHS have transformed significantly as a result of the implementation of remote consultations. Increased flexibility in service delivery is considered as the key major advantage of remote consultations. It helps healthcare professionals to conduct consultations from different locations while maintaining continuity of care (Ladds et al., 2023). Productivity can be improved through remote consultations by reducing time spent on non-clinical activities like preparing consultation rooms and managing patient flow. During the COVID-19 pandemic, NHS England used online and video consultations that deliver the best care to patients (NHS, 2021). Shift in general practice to delivering a ‘total triage’ model of care enabled by online, video and telephone consultations (NHS, 2021). 500,000 NHS staff benefit from telecom deals which also help NHS staff, care homes and care providers upgrade existing connectivity during COVID-19 response (NHS, 2021). In professional roles and competencies, remote consultations adoption has also required changes. Effective digital skills, including the use of video platforms, electronic health records, and virtual communication techniques needs to be aware by healthcare staff. In modern healthcare practice, these competencies are known as effective essential components. However, to assist clinicians and patients with technology-related issues, some organisations have introduced digital support roles. It creates new employment opportunities within the healthcare workforce. Receiving ongoing training of healthcare professionals in digital technologies, virtual communication, and remote clinical assessment, helps in the successful implementation of remote consultations. Staff confidence can be improved through continuous professional development. It also helps in safe decision-making by ensuring the effective delivery of digital healthcare services.
However, besides the opportunities remote consultations also consist of challenges. Without physical examinations, Healthcare professionals may find it more difficult to assess patients (Alharbi et al., 2025). This can increase the risk of missed clinical signs and diagnostic uncertainty. As mentioned by CQC (2025), there is a growing concern among clinicians for the limitations of remote assessments for complex or high-risk conditions. Furthermore, due to the effective changes in digital care the demand for training for staff with limited technological experience has increased. Managing large volumes of virtual appointments and responding to digital communications also raises the workload pressure. Chaloner et al. (2025), suggested that although remote consultations improve efficiency in some settings, it can create additional administrative tasks. This ultimately creates a digital fatigue among healthcare professionals. Therefore, despite having advantages, remote consultations face issues on which adequate training, technological support, and appropriate clinical governance is needed to ensure safe and effective practice.
[bookmark: _qg7gsxjncvz9][bookmark: _Toc232090861]4.Service Delivery: Changes in Day-to-Day Healthcare Services
In healthcare organisations like the NHS, day-to-day delivery of healthcare services has changed due to the introduction of Remote consultations. The use of remote consultations in the NHS helped patients to access care through telephone or video appointments rather than attending healthcare facilities in person (Higgs, 2020). While managing growing patient demand, this transformation has increased service accessibility and allowed healthcare providers to maintain continuity of care. During the COVID-19 pandemic in 2020, eConsult in the NHS was available through the app to more than 2,200 practices, covering 20 million patients (Higgs, 2020). Remote consultations remain an established feature of NHS services despite face-to-face appointments. Capability in improving efficiency is a primary advantage of remote consultations. In the NHS, from remote consultations, without travelling to healthcare settings patients receive medical advice, prescription reviews, follow-up appointments, and management of minor conditions. This helps in reducing waiting times, minimise missed appointments, and enable healthcare professionals to manage larger patient volumes. By enabling faster access to healthcare services, these efficiency gains can improve patient outcomes. It also helps in reducing delays in diagnosis and treatment. More effective management of acute and long-term health conditions can be supported by earlier intervention and improved continuity of care. According to Khanji et al. (2023), remote consultations were particularly effective for routine follow-up care and administrative consultations, contributing to more efficient use of clinical resources.
However, the impact on service delivery also faced some challenges. Complex health conditions need physical examination which makes remote consultations less suitable for diagnosing those illnesses or assessing symptoms that depend on visual or tactile assessment. Overall service delivery can be disrupted due to technical issues such as poor internet connectivity, software failures, or difficulties accessing digital platforms which further affect the quality of care (Kim, Coiera and Magrabi, 2020). Furthermore, Chaloner et al. (2025), suggests that when clinicians are unable to gather sufficient information remotely, remote consultations may lead to additional follow-up appointments. This potentially reduces anticipated efficiency gains. Therefore, effectiveness of remote consultations depends on appropriate patient selection, reliable digital infrastructure, and the continued availability of face-to-face care.
[bookmark: _pllahqu6m42u][bookmark: _Toc232090862]5. Patient/Service User: Perceptions and Experiences of Care
In the healthcare sector, patients’ perceptions and experiences have improved due to effective accessibility and convenience. Nowadays patients can receive medical advice without travelling to healthcare facilities, through telephone and video appointments. This  reduces both time and financial costs. For the individuals with mobility limitations, long-term health conditions, and those living in geographically isolated areas, these benefits are particularly valuable. As per NHS England (2020), 436,788 online consultation requests across 44 practices the median time to respond was 38 minutes during core hours (NHS England, 2020). 76% of patients said the online system was better than the previous system (based on 22,528 responses) (NHS England, 2020). As a result of effective flexibility and efficiency, many patients perceive remote consultations positively. During the COVID-19 pandemic, NHS England reported high levels of patient satisfaction with remote healthcare services (Coleman, 2021). Approximately 83% of service users indicate a positive experience. Patients benefit mostly from good access to healthcare providers, spending less time waiting in line and being able to go to their appointments from home. Chronic disease consultations with a remote provider could help to ensure sustained communications with the health care provider and ongoing monitoring of chronic conditions.
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Figure 3: Patient Journey in the NHS
(Source: NHS England, 2020) 
Remote consultations have a negative impact on patient experiences in certain situations. The development of trust and rapport between patients and healthcare professionals, might be reduced due to the absence of face-to-face interaction. For some patients remote appointments are less personal and due to this they feel that the quality of communication is reduced. According to ONS (2021), 6.3% of adults in the UK had never used the internet in 2020 and older adults are the most common proportion of this group. However, some individuals may face barriers while accessing digital healthcare services. Moreover,  in remote care, concerns on privacy, confidentiality, and the inability to conduct physical examinations sometimes reduces patient confidence. It highlights the mixed impact of this innovation on patient experiences.
[bookmark: _vc4fv5q44iti][bookmark: _Toc232090863]6.Community impact on Patient and Service Location, Family Members, Co-Production, and Public Health
Through changing the way healthcare services are accessed across different geographical locations, Remote consultations puts a vital impact on communities. Remote consultations helps to reduce barriers associated with distance, transportation, and travel costs for patients living in rural or underserved areas. This helps individuals to access healthcare services more conveniently and enhances overall engagement with healthcare providers. Digital healthcare technologies are identified as an important strategy by the NHS Long Term Plan which further helps in increasing access to care and reducing geographical inequalities in service provision (NHS, 2021). The innovation has also an impact on the family members and informal carers. Through the help of remote consultations, relatives and carers participate in appointments from different locations. It helps to improve communication and support shared decision-making. For older adults and individuals with complex health needs who may require assistance in understanding treatment options or managing long-term conditions it is very effective (Allcock et al., 2024). Through these involvement principles of co-production  reflects, where in planning and delivering care, patients, families, and healthcare professionals collaborate. As per the viewpoint of a public health perspective, during the COVID-19 pandemic remote consultations helps to maintain healthcare access. This also reduces the risk of infection transmission. NHS Online will provide a huge boost to patient waiting times, delivering the equivalent of up to 8.5 million appointments and assessments (NHS England, 2025). Besides that, environmental sustainability goals within the NHS are maintained as reduced travel to healthcare facilities contributes to lower carbon emissions.  Therefore, to address digital exclusion, healthcare organisations should provide digital literacy support by improving affordable internet services access. Also, maintaining an alternative face-to-face care options for individuals who are unable to engage with digital technologies will also be helpful.
However, there are some community-level challenges. Individuals from lower socioeconomic backgrounds, and those with limited access to digital technologies, can be affected by digital exclusion. According to Improvement Service (2020), 6.3% of adults in the UK have never used the internet, within older age-groups this figure is much higher; 11.4% for the 65-74 population. It highlights ongoing barriers to digital healthcare access. Conversely, remote consultations may also widen existing inequalities for groups who are unable to engage effectively with digital services despite improving healthcare accessibility and community participation.
[bookmark: _z5zr9vz1qqd][bookmark: _Toc232090864]7. Conclusion and Recommendation
Within UK health and social care the development of Remote consultations is considered as a significant digital innovation. This innovation helps in transforming the way healthcare services are delivered and accessed. Particularly for individuals in rural areas and during periods of service disruption like COVID-19 pandemic, Remote consultations have enhanced accessibility, improved service flexibility, and enabled continuity of care. Workforce efficiency, service delivery, patient convenience, and community engagement are some of the benefits of using this technology. But some challenges include digital exclusion, barriers to physical assessments, need for additional training, and issues with possible quality of the patient–professional relationship. This demonstrates that non-uniform access to benefits from remote consultations.
· It is essential for healthcare organisations to invest in maintaining their digital infrastructure and cultivating their staff's digital competence, to make the best use of digital consultations. 
· They also must have a strong clinical governance structure. This is also the push for disadvantaged populations to be digitally literate and have access to technology. 
· [bookmark: _g44u4aazal9d]A balance of remote and in-person services will support equitable, safe and patient-centred health care delivery.
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