


Introduction 
Wysa is a mental health app that launched in 2016 to solve mental health challenges that uses artificial intelligence (AI) to talk to users who are suffering from mental health issues and overcomes the barriers to accessing support (Population prevention - Wysa - Everyday Mental Health, 2025). It guides them through this difficult stage by being mindful in its responses to the user as well as using cognitive behavioural therapy (CBT) approaches (Buskirk, 2023). Some NHS Talking Therapies services already use Wysa to give people help sooner and to organise information details before an appointment.
This is important in health and social care because mental health concerns are on the rise. Also, staff time is limited therefore not everyone can be seen or heard when they need it most and because of this people are having to wait longer in seeking professional help. Wysa can open a “digital front door” so that more people get support quickly and clinicians can focus on those who need more urgent care. However there some concerns regarding safety, privacy, extra monitoring work for staff, and people without the right devices or skills can’t use Wysa.
This report examines the introduction of Wysa and its impact on the Workforce and Patient/Service Users. Both benefits and challenges will be evaluated and analysed that will be supported with evidence. 
Workforce
Wysa is a digital mental health app that combines an AI chatbot with human support. It is now used in some NHS Talking Therapies services that help patients when they are vulnerable. Because of this, the workforce that supports Wysa is broader than a traditional therapy team. Alongside therapists and psychological wellbeing practitioners, services now involve digital mental health coaches and clinical safety officers. This is because of new national guidance that places digital tools within stepped care and requires clear roles for safety, supervision, and outcomes (NICE, 2023).
Staff now operate in a hybrid manner which means that many users first interact with the AI and then professionals who escalate cases that needs a human input. This demands new skills such as reading digital risk signals and using structured safety cases documenting risks areas and areas of improvement (NHS England, 2023a).
Teams need new skills regarding digital literacy, interpreting outcome measures, remote engagement, and knowing when to hand off a patient to human care after using Wysa. This service changes existing workflows to include checking Wysa summaries before sessions, documenting decisions from digital data, and managing crises all within the new set procedures. Training covers data privacy, clinical safety, and stepped care pathways so AI support works with traditional therapy rather than replacing it. 
The main gain for this service is efficiency. Wysa gives people early access to self-help allowing clinicians to focus their time on higher complexity work. The “right person, right step, right time” approach is consistent with NICE’s Early Value Assessment for digitally enabled therapies (NICE, 2023).
Wysa uses a standardised conversation approach with the users with built in safety processes which allows them to keep and maintain the right help. This will also help to identify and process errors for example, missing early warning signs because activity is logged and monitored for supervision and quality improvement. The NHS Long Term Workforce Plan argues that digital tools can boost productivity when combined with the right skills and ongoing training (NHS England, 2023b).
Some clinicians worry about reliability, accountability, or the human quality of care. NHS guidance stresses the need to build staff confidence and trust in the AI system (Understanding healthcare workers’ confidence in AI, 2022).
While the AI is used to replace humans at the first interaction stage there is potential to increase workloads if not supported by proper implementation. Increasing complexity of clinical systems by AI increases risk if not clearly understood (NHS England, 2023c). 
Staff may be reluctant to adopt AI technologies if they feel threatened, if they are worried about the risks, or if they do not see enough evidence of effectiveness. They need to be brought onboard so that those who are worried feel empowered to shape how the technology can used to support them (NHS England, 2025).
The workforce behind Wysa is moving from a purely human therapist led model to a more hybrid team. With the right training Wysa can help towards gaining more efficiency, consistency and earlier risk detection. However, the workforce can be unwilling to change and with added workload pressure might not be fully committed to using AI. These drawbacks from the workforce can be manageable when the organisations invest in skills training and safe implementation creating a culture where AI can be of assistance to them. As long as this culture is in line with NHS guidance and national strategy.
Patient/Service User
The Wysa app can be used privately on a phone at any time which is a key benefit for the patients and service users. This includes usage while waiting for an appointment or between sessions resulting in making support feel more immediate and is convenient for patient and service users. Wysa can gather history and red flag information before the first clinical contact which makes the appointment more focused and efficient (NICE, 2025). Patients and service users can now get coping tools and clinicians get clearer information sooner. 
It is important to understand that Wysa is not a diagnostic tool. Instead, it helps people recognise symptoms earlier as well as practice self-help and organise what they want to share with a professional. NICE positions these tools as digitally enabled therapies that complement rather than replace practitioner led care. NHS guidance on the use of AI focuses on safe and lawful use of digital tools, that support clinical decision making and ensure that escalation to human care happens when needed (NHS England, 2023d). For patients, this means the app should make the pathway smoother without taking the place of a therapist. 
Due to Wysa being used in sensitive contexts privacy and safety is central. NHS England’s information governance guidance on AI sets expectations for the lawful and safe use of data and makes clear that services need transparent processes and clear escalation pathways to human support. The UK Information Commissioner’s Office (ICO) provides detailed guidance and an AI and data protection risk toolkit covering fairness, transparency and safeguards for vulnerable groups (ICO, 2023). These are standards that directly apply to conversational mental health tools. For service users, this should translate into clear information about what data is collected, how they are used and what their rights are. 
[bookmark: _Hlk212237907]A further issue is digital literacy and fairness of access. Users lack the digital skills or confidence to navigate the app safely and not everyone has a suitable device to use it (Ofcom, 2022). If Talking Therapies services keep multiple ways open such as phone, web and paper people are unlikely to be disadvantaged by introducing Wysa. For patients, services should offer non digital options and digital skills support therefore they can gain quicker access.
There are key improvements being made to the patient/service user experience with Wysa in the NHS. Access has improved because support is available 24/7 and referral information can be captured sooner. Also, the convenience for patient and service users has improved resulting in people being able to practice coping strategies between sessions and arrive at assessments better prepared (Coventry, 2025). Another big improvement is Wysa can support with quicker recognition of problems, even though it does not give a diagnosis it will enable more focused clinical decision making once a human clinician is involved. Wysa’s role should remain as a useful add on which helps patients sooner while keeping clinicians at the centre of care. 
Early studies in healthcare workers show Wysa is acceptable and can support wellbeing, but the quality of this service requires refinement and must stay human centred. Wysa has many positives however, there have been reports of generic or impersonal replies at times. This is why services need clear escalation criteria and supervision and by keeping the model hybrid AI supports, but does not replace, clinical judgement.
User feedback shows that the AI interface is positively received by users, they say it’s easy to use, useful, and fits well with their care. A real world study found that using the app can improve depression and anxiety. It shows that the AI tool reduces these symptoms, it could lower the 441,775 referrals each year that are triaged but never get face-to-face support. Since each triage takes about 97 minutes and costs around £105 per person, that could mean big savings for the NHS (Wysa - AI-Powered Mental Health Support for Building Resilience - NHS Innovation Accelerator, 2025).
Conclusion
Wysa has changed how NHS Talking Therapies teams work by bringing together an AI chatbot to mental health issues and treatment. Due to Wysa there is now faster access, more consistent pathways and fewer missed warning signs. Patients get support anytime and arrive at appointments better prepared. However, some staff worry about trusting the AI in certain issues and its accountability. Reviewing dashboards and escalations can add to workload which may leave some of the workforce reluctant to the change. These issues can be improved with good training, clear roles, and sensible rotas. All of which can aid to support the AI implementation and in return the AI chat bot will support the workforce.
Focusing on an innovation from the last ten years is important because it reflects today’s reality. Wysa matters because it makes mental health help easier and more available for patients and service users. 
The recommendations would be to keep it hybrid as Wysa supports care and clinicians. Wysa is able to check in and flag any concerns while clinicians make the right decision and set the plan for the patients and service users (NICE, 2025). In addition to this, teams should be trained on noticing warning signs in digital chats and documenting clear safety steps (NHS England, 2023a). To achieve this short and practical workshops should be provided. Another recommendation would be to plan rotas accordingly and cover for monitoring and out of hour’s needs, making sure there is enough staff and give them the time that is needed to schedule their workload properly. Patient and service users should know what data is collected, why and who sees it and to run routine checks to make sure policies are being followed (ICO, 2023). Fix any issues fast and share with others what has been learnt. Finally, non-digital routes should be kept and offer digital skills support so that more people can feel confident when using digital tools if they choose to.
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