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‌Foreword: NHS Confederation

‌Foreword: NHS Confederation

Matthew Taylor, Chief Executive 

NHS Confederation 

At the NHS Confederation, we see the occasion of the NHS’s 75th 

birthday as an opportunity to develop a more ambitious national 

social contract for healthcare that – as well as investment and 

tackling the social determinants that drive health inequality 

– resets a range of relationships. This includes a new social 

contract with the public and patients, where people are partners 

in healthy, active, economically productive communities, and not 

just consumers of NHS services. This report contributes to our 

understanding of what this may look like.

We are grateful to Google Health for funding this work and to Ipsos 

for their research. This report is part of that discussion, showing 

people’s appetite for using technology to self-manage their long-

term conditions, and more broadly, to take greater responsibility for 

their health and that of their families.

This report asks who is responsible, in control and empowered to 

improve our health. At the NHS Confederation, we see resetting 

the relationship between the centre and the NHS, and between all 

organisations involved in health and care as critical to creating a 

sustainable service that is oriented towards empowering people.
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‌Foreword: NHS Confederation

From wearables to hospital at home, digital healthcare can help us 

keep people healthier, intervene earlier and offer treatment which 

is more personalised and humane. As we get better at collecting, 

analysing and sharing data, we can ensure that services are 

designed around people’s risks, needs and preferences. The recent 

commitment to accelerate and widen the use of the NHS App can 

help people see the benefits of digital engagement. The Our Future 

Health UK1 project is also showing the insights that can arise by 

accessing patient data and the willingness of the public to share 

this when they see potential benefits.

The decisions we make as a society over the coming period will 

determine whether technological change enables continuous 

improvement in the offer we make to everyone through the NHS, or 

whether it will divide ever more widely the ‘healthy haves’ from the 

‘unhealthy have nots’. Can we change the model of healthcare from 

one in which we incentivise activity levels, measured by treatments 

delivered to patients as largely passive consumers, to one in which 

health and care outcomes are co-created by the service and the 

people we serve?

In the coming period, technology will offer us ever more 

opportunities to take more control of our health. Sufficiently funded, 

properly supported, devolved, preventative, empowering, our health 

service can be ready to grasp these opportunities and transform. 

The idea at the core of this research is that understanding public 

attitudes, expectations and behaviours is vital to transformation, 

and the sustainability and success of the health service. This report 

starts by asking how we can enable people to make the choices 

that are right for them and good for all of us.
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‌Foreword: Google Health

‌Foreword: Google Health

Susan Thomas, UK Director  

Google Health 

As Matthew sets out, meeting the increasing demand on health 

services – due to people living longer lives with more conditions 

– is ever more challenging. The pandemic has acted as a catalyst 

for persistent pain points in the NHS; widening the gap between 

patient and care and placing increased stress on the healthcare 

system and those who work within it. Rightly, the task today is to 

set this straight.

The NHS Long Term Plan emphasises the need to boost out-

of-hospital care and to close the divide between primary and 

community health services. What has been less well articulated to 

date is how people’s expectations of how they access services – 

including healthcare – have now fundamentally changed, and what 

role these expectations might play in changing the model of care 

for today, and for tomorrow.

Technology has allowed us to take more personal control of many 

aspects of our lives – our banking, our travel and our shopping, for 

example. Yet digital innovation has yet to be fully adopted across 

the NHS. This research is an important step in highlighting the 

consumer perspective on how people want to access healthcare 

services and the role technology could and should play. 
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‌Foreword: Google Health

We’ve been struck by what we’ve heard: the need to place the 

risk of digital exclusion front and centre of any service redesign, 

the desire to have better access to personal health information via 

the NHS App, and the fact that, across the board, people would 

willingly use technology if it helped avoid hospital admissions.

Google Health has been privileged to partner with NHS 

Confederation and Ipsos to drive this piece of research; the 

findings have resonated with our mission to help everyone, 

everywhere be healthier through products and services that 

connect and bring meaning to health information.

We very much hope that this initial set of insights can spark a 

much larger conversation and we’re excited about the role Google 

can play to support the NHS at this critical moment.
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Key points

Key points

•	� Much has changed in the 75 years since the NHS was founded 

– from shifts in NHS staffing, lifespans and disease burden, 

to public expectations and technological innovation. With the 

health and care sector at a crossroads, the time has come for 

an ambitious new social contract that empowers the public to 

take greater control of their own health and experience of care.

•	� Technology holds promise for the future of healthcare. It 

can prevent illness, enable early diagnosis, empower health 

management and support general wellbeing. But how might 

people use technology to have more control over their health 

and wellbeing? And do they want to? 

•	� To uncover the answers to these questions, the NHS 

Confederation, in partnership with Google Health, 

commissioned Ipsos to explore people’s behaviours, attitudes 

and beliefs about responsibility and control when it comes to 

their health, the role that health technologies play in this, along 

with their expectations about the future of healthcare. 

•	� A survey of more than 1,000 adults in the UK – a third of whom 

live with one or more long-term conditions (LTCs) – and interviews 

with individuals with LTCs and who have frequent interaction with 

the health system, form the centrepiece of this report.
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Key points

•	� While individuals feel accountable for their health and wellbeing 

and want to be empowered to improve it, what became 

evident is that, frequently, they lack the confidence, tools and 

technologies to take control as much as they would like. 

	 –	� We heard that people want more control over their health but 

need their actions, and the tools they can use, to be endorsed 

by healthcare professionals. They also want to make better use 

of health technology, but not at the expense of face-to-face 

contact with their doctor or other healthcare worker.

	 –	� While the vast majority of people use some form of health 

technology and find that useful, they are not totally satisfied 

by what is currently on offer. 

	 –	� Across all age groups more than 7 out of 10 (72 per cent) 

would use technology to avoid a hospital admission, with a 

similar proportion happy to use technology to monitor their 

health and share information and data with their doctors.

	 –	� Many individuals are not confident about using technology to 

manage their health, leading to a fear that they may be locked 

out of healthcare if they cannot access or use digital tools.

	 –	� People think there is a larger role for health technologies in 

the future; many are not confident in using them now.

•	� Three areas emerged as necessary building blocks that could 

enable greater patient empowerment: digital access and 

inclusion, patient satisfaction, and user confidence.

•	� This first report concludes that the health service must design 

services in collaboration with patients to address these issues 

and empower patients. The next phase will explore health 

leaders’ and practitioners’ experiences and views and identify 

practical examples that speak to resetting the social contract 

between the public and the NHS.



10 – Patient empowerment: what is the role of technology in transforming care? 

Introduction

Introduction

As the NHS marks its 75th anniversary, it faces unprecedented 

challenges. Even before the COVID-19 pandemic, the health and 

care system was under significant pressure. NHS staff vacancies 

stood at 90,000, with a further 120,000 in social care.2 Both have 

since risen. Waiting lists have grown to a record high of 7.3 million, 

up from 4.6 million in February 2020.3 And year-on-year demand 

has followed an upward trend. These changes, both in demand for 

services and capacity to deliver them, have increased pressure on 

the system, with public satisfaction at a 25-year low.4 

When the NHS was founded in 1948, the prevailing model was 

one of delivering episodic care,5 largely provided through patients 

being admitted to hospital or visiting their GP. This approach has 

remained largely intact to the present day. However, a combination 

of shifts – in NHS staffing, in lifespans and the disease burden, in 

public expectations and technological innovation – means the NHS 

needs to shift to a new service model, fit for the 21st century. 

The question of accountability is central not just to alleviating these 

pressures but to meeting population health needs and expectations, 

as the NHS Confederation’s Matthew Taylor recently explained:6 

“ While there is an inevitable hierarchy in the NHS as a 
publicly funded, politically overseen system… the current 
model of accountability remains overwhelmingly about 
what each level owes upwards to the layer above. 
Instead, we need to see accountability as something 
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Introduction

we owe outward and downward, just as much as 
upwards… ultimately [this] means a service that is 
orientated to empowering and enabling patients and 
communities to improve their health and wellbeing.”

In empowering patients and forging a new social contract with 

the public, expanding the use and range of digital alternatives 

alongside face-to-face care – including telecare, virtual wards, 

remote monitoring, wearables and hands-free tech, among others 

– presents a range of opportunities. These technologies can help 

to support citizens and communities in prevention, early diagnosis, 

long-term condition management and general wellbeing. 

Context

The NHS Long Term Plan set out the NHS’s aspirations for a digitally 

transformed and sustainable health and social care system.7 This 

included taking a leap forward in its digital ambitions, transforming 

the way care is delivered by organisations and experienced by 

patients and populations. Supported by the merger of NHSX and 

NHS Digital into NHS England, integrated care systems (ICSs) have 

been charged with planning and delivering joined-up health and 

care services in their area, including developing a system-wide 

local digital strategy. Meanwhile, national policies, through the What 

Good Looks Like framework,8 have provided ICSs with guidance on 

co-designing digital-first approaches with their local population. 

Despite some good progress, in early 2023 the House of 

Commons Health and Social Care Committee’s evaluation of 

government commitments on NHS digitisation concluded that this 

progress has not been made in all areas.9 It warned that delegating 

responsibility for local digitisation without clear expectations or 

sufficient resources risks increasing variability in digital capacity 

and capability. Tackling this will be critical if ICSs are to fulfil their 

potential to both empower local communities, reduce health 

inequalities and drive digital transformation. 

https://transform.england.nhs.uk/digitise-connect-transform/what-good-looks-like/what-good-looks-like-publication/
https://transform.england.nhs.uk/digitise-connect-transform/what-good-looks-like/what-good-looks-like-publication/
https://publications.parliament.uk/pa/cm5803/cmselect/cmhealth/780/report.html


12 – Patient empowerment: what is the role of technology in transforming care? 

Introduction

The extent to which ICSs are able to drive a digital-first approach 

and, more broadly, to which accountability is truly driven ‘outwards 

and downwards’, will determine whether we succeed in shaping 

a more ambitious national social contract for healthcare that can 

both empower and engage people, while ensuring the health and 

care system is sustainable for another 75 years. All of this needs to 

happen while integrated care boards manage the impact of running 

cost allowance cuts on their capacity to deliver this work.

While there is a need to reform the existing service model to 

better manage demand, change must be premised on creating a 

service oriented towards empowering people. The digital revolution 

– evident across banking, retail, education and transport – has 

brought advantages to many who have been able to embrace 

technology for greater convenience. But there are some groups 

in our society for whom such a transition within healthcare is not 

easy. Some, for example, trust and rely on the same practitioner to 

dispense their medication’.

The building blocks for patient 
empowerment 

Over the past decade, the NHS has taken deliberate steps towards 

a new model of care that focuses on prevention and managing 

care in the community. This shift has increasingly placed patients 

at the centre of their own care, enabled and empowered by 

technology. This approach has had some success to date and 

many examples of good practice exist, but further and faster 

progress is needed to embed this service model across the entire 

system. This will require greater focus on individuals’ ambitions and 

needs as well as creating sustainable services.

That’s why the NHS Confederation has partnered with Google 

Health to explore the role of technology in patient empowerment. 

We commissioned Ipsos to undertake research to understand 

people’s attitudes to responsibility and control over their health; 

Change must 
be premised 
on creating 
a service 
oriented 
towards 
empowering 
people.
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Introduction

to uncover their expectations, wants and needs from the health 

system and technology; and to understand their hopes for the 

future. By putting people at the centre, our hope is that the insights 

support the co-design of solutions that meet people’s needs and 

ensure the sustainability of the health service. 

What this work highlights is that the public wants to embrace 

technology – as they have done in many other areas of their lives – 

allowing them to take greater control of their health and wellbeing.

The research has identified three main building blocks that any 

redesign will need to incorporate and build on if the shift to patient-

centred care is to be successful: 

1.	 ensuring digital access and inclusion

2.	 driving patient satisfaction; and, 

3.	 increasing user confidence.

The insights from the research that make up these building blocks, 

along with the potential implications, are explored in detail later in 

the report.

The public 
wants to 
embrace 
technology.
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Research methodology

Research methodology 

We commissioned Ipsos to undertake quantitative and qualitative 

research to: 

•	 uncover the public’s understanding, attitudes and beliefs about 

responsibility and control over their health 

•	 explore the impact of health technologies and citizen 

expectations, needs and ambitions 

•	 understand attitudes and future needs with respect to health 

data and privacy. 

Ipsos conducted an online survey among 1,037 adults (18+) in the UK 

(see figures 1 and 2 for the breakdown by age and gender). Around a 

third, 332 of these respondents, have been diagnosed with a long-

term condition; of those, 92 respondents had a long-term health 

condition resulting in them interacting with the health system four 

or more times a year. In addition to the online survey, qualitative 

interviews were conducted with seven respondents with long-term 

health conditions and frequent interaction with the health system. All 

fieldwork took place between March and April 2023.

The quantitative research provides clear insights into how both 

the general public and, more specifically, those with long-term 

health conditions think about managing their health today. The 

data encompass the sense of responsibility they feel for their 

wellbeing, how this aligns with their feelings of control over their 

health, and how they hope to see healthcare delivered in the  
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future. Selected findings from the research are included in this 

report; where appropriate these are presented using a Top 2 

Box (T2B) score.i

The qualitative interviews provide clarity on the experiences of 

those people living with long-term conditions, drawing on lived 

examples of the distinct ways in which they interact with the health 

system, use technology to support their health and wellbeing, and 

their viewpoint on the future of the NHS. Patients came from a 

range of ages, ethnicities and socio-economic backgrounds. Each 

has a long-term condition and interacts with the health system 

regularly. All use technology related to their health condition.

A detailed breakdown of survey and interview findings can be 

found in our data pack.10

i.	 The Top2Box (T2b) is an industry standard where the top two results (for 

example, strongly agree and slightly agree) of a five-point scale are combined.

Research methodology

https://www.nhsconfed.org/system/files/2023-06/Google%20ConFed%20Clean%20Databook%20.pdf
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Figure 1.  

Age breakdown (1,037 respondents) 

Figure 2.  

Gender (1,037 respondents)

18–25 (n=79) 

26–35 (n=111) 

36–45 (n=127) 

46–55 (n=126) 

56–65 (n=140) 

66–74 (n=83) 

75+ (n=37) 

6%
12%

20%

12%

16% 18%

16%

Female (n=353) 

49%

Male (n=346)  

51%

‘A’, white male over 70; type 2 diabetes, high cholesterol, high 
blood pressure; has had a gastric bypass. Annual household 
income £70,000–£99,000. Technology use: high.

‘B’, black female (between 36–54); multiple sclerosis, type 2 
diabetes and arthritis. Annual household income £15,000–
£19,999. Technology use: low. 

‘C’, Asian female (between 19–35); depression, stress and 
anxiety. Annual household income £40,000–£49,000. 
Technology use: moderate. 

‘D’, white male (between 19–35); high cholesterol, high blood 
pressure, type 2 diabetes and depression. Annual household 
income £15,000–£19,999. Technology use: moderate. 

‘E’, black male (between 55–69); type 2 diabetes, high blood 
pressure and an underactive thyroid. Annual household 
income £30,000–£39,000. Technology use: low.

‘F’, black female (between 36–54); high cholesterol and high 
blood pressure. Annual household income £60,000–£69,000. 
Technology use: moderate. 

‘G’, white female (between 36–54); type 2 diabetes. Annual 
household income £100,000–£149,999. Technology  
use: moderate.



Survey findings 
at a glance

97%
Almost all individuals surveyed (97%) 
consider themselves responsible for 
their health; 93% ranked themselves 
most responsible. This was mirrored 
in individuals with long-term 
conditions (LTCs). Just under half 
of participants feel the NHS and 
doctors hold ‘some responsibility’.

7 out of 10
Across all age groups more than 7 out 
of 10 (72%) would use technology to 
avoid a hospital admission, with a similar 
proportion (71%) happy to use technology 
to monitor their health and share 
information and data with their doctors. 

71%
of patients with long-term conditions 
prefer to get advice directly from their 
doctors before turning to technology, 
although the same proportion — 89% 
— do use some form of technology for 
health management. (Base =92).

82%
of UK GPs surveyed for Ipsos’ Digital 
Doctor study believe that the use of 
connected devices and wearables will 
enable patients to proactively manage 
their health while also providing 
greater ownership of their personal 
health information.11

6 in 10 (63%) 
feel they have a great deal or total 
control over their health and wellbeing. 
A higher proportion desire total control 
of their health (18% current vs. 35% 
desired). This is more marked in the 
LTC group where there is a 21% gap 
between current and desired control. 

74%
of individuals who feel empowered 
through using more technology are 
more likely to believe they have 
control of their healthcare than those 
who do not feel empowered by health 
technologies (64% vs 55%). (Base=655).

8 in 10 (83%) 
use technology for their health 
management. Online search is the 
most prominent (63%) followed 
by wearable/apps (34%). Using 
technology to monitor and support 
health is seen as having real personal 
value by the majority of individuals. 

Nearly 4 in 5 (79%)
would be happy to use technology to 
manage their health if recommended 
by the NHS; this increases to 89%  
of the over-75s. 

53%
of individuals with long-term 
conditions are using the NHS App to 
access personal health information, 
compared with 33% of the general 
population. (Base =92).

68%
believe that healthcare in the future 
will include more technology and less 
reliance on healthcare professionals; 
58% are concerned that without 
access to the right technologies, their 
access to healthcare may be limited.

Survey findings at a glance
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Technical note: Ipsos was commissioned as part of this work and 
conducted an online survey among 1037 adults (18+) in the UK. 332 
of these respondents have been diagnosed with a chronic health 
condition; of those, 92 respondents had a long term health condition 
resulting in them interacting with the health system 4 or more times 
a year. In addition to the online survey, qualitative interviews were 
conducted with 7 respondents with long term health conditions and 
frequent interaction with the health system. Fieldwork took place 
between March and April 2023.
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Ensuring digital access and inclusion

Ensuring digital access  
and inclusion

There are disparities in how digital technologies are accessed 

and used in health, relating largely to age and socio-economic 

status. Adopting a digital-first approach therefore risks 

excluding groups of individuals from the care they need. 

All technology solutions focused on empowering people to take 

more control of their healthcare will need to have digital access 

and inclusion front and centre of the design. 

What we discovered

63 per cent of adults over 55 years see healthcare professionals as 

their first port of call when it comes to managing their health, with 

more than a quarter (29 per cent) of 66–75 year olds typically using 

no technology in the day-to-day management of their health, rising to 

more than one third (35 per cent) of the over 75 year age group. With 

this reliance on face-to-face contact and lack of technology use, we 

can see that older adults are at significant risk of digital exclusion. 
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Figure 3  

Survey participants were asked: Which, if any, do you typically 

use to take care of your health and wellbeing?. Their answer 

was “None of the above”.* (n=1037).

Fieldwork data and source: Ipsos 

The lack of usage by older adults is seen across a 

wide range of technologies – from online searches and 

seeking health information podcasts through to the use 

of wearables – with their younger counterparts being 

far more likely to use these different technologies. 
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Age range

0%

5%

10%

15%

20%

25%

30%

35%

40%

75+66–7456–6546–5536–4526–3518–25

Ensuring digital access and inclusion

*Survey respondents were asked to select from the following responses: online 
searches to access reliable health information; use wearable tech or apps to 
monitor my health information to support fitness or physical health; access health 
records online via the NHS app / website; watch videos online about different health 
topics; use wearable tech or apps to monitor my health information in order to 
support my mental health; listen to podcasts on different health topics; use online 
translation tools to better understand health issues; no health technology usage.
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Listen to podcasts on 
di�erent health topics

Use wearable tech or apps to 
monitor my health information in 
order to support my mental health

Watch videos online about 
di�erent health topics

Access health records online 
via the NHS app / website

Use wearable tech or apps to 
monitor my health information to 
support fitness or physical health

Online searches to access 
reliable health information

Percentage

18–25 (n=129) Over 75 (n=67)

Figure 4 

Survey participants were asked ‘Which, if any, do you typically 

use to take care of your health and wellbeing?

Fieldwork data and source: Ipsos 

Older people rely heavily on friends and family – including the 

younger generation – for support around technology. We heard 

from one of our focus group participants of their reliance on their 

grandson for help:

“My wife and children and grandchildren encourage my 

technology use – my 11-year-old grandson is better at it than me.” 

Male, 75 years old, hypertension, type 2 diabetes, depression

Older adults remain more inclined to seek the advice of a healthcare 

professional before considering the use of technology, whereas 

younger adults typically exhaust online information before accessing 

help from a healthcare professional (61 per cent of 18–35 year olds 

vs 34 per cent of the over-75s).

Ensuring digital access and inclusion

Older adults 
remain more 
inclined to seek 
the advice of 
a healthcare 
professional 
before 
considering 
the use of 
technology.
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What might this mean? 

While our research has provided helpful insights, it is limited in what 

it has told us about some of the main consumers of health services, 

such as those with dementia, people experiencing homelessness 

or addiction issues, people with learning difficulties and those who 

would need the questions translating into another language among 

others. We also know that these groups, along with older adults, 

frequently live with long-term conditions and are among those who 

need the most access to health and care services. Given this, any 

proposals that come from this work will need to be broadened to 

include the views and needs of these individuals.

Opportunities to build approaches to increase digital access did 

start to emerge from the research. We found that older adults 

really take note of what their doctors say: 81 per cent of the over-

75s surveyed said doctors would have the greatest influence in 

encouraging them to use health technologies; and 9 out of 10 (89 

per cent) would be willing to try technology if recommended by the 

NHS. It is clear, therefore, that any pathway redesign that includes 

older patients cannot just be digital; the personal connection with a 

healthcare professional remains critical. 

There will need to be further exploration of the reasons different 

groups are not currently using technology to support their health 

– for instance, a greater reliance on other sources of information 

such as healthcare professionals, friends or family, or the lack of a 

smartphone, or a lack of trust or confidence in the technology. 

Ensuring digital access and inclusion

9 out of 
10 (89%) 
would be 
willing to try 
technology if 
recommended 
by the NHS.
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Delivering patient satisfaction

Delivering patient satisfaction

The majority of individuals – especially those with long-term 

conditions – use some form of health technology currently and 

would be happy to use more, particularly if this enabled them 

to self-care and avoid hospital admissions. Ensuring individuals 

have tools that are fit-for-purpose and fulfil their needs is clearly 

important; there is significant scope to increase satisfaction 

and drive sustained usage.

What we discovered

8 out of 10 (83 per cent) adults use some form of technology to 

manage their health, increasing to 9 out of 10 (89 per cent) of 

individuals with one or more long-term condition. Despite this level 

of usage, only half (52 per cent) are satisfied with the technologies 

and tools currently available for them to use; however, it is clear 

from our focus groups that when the right technology is provided, 

it can be hugely helpful: 

“Technology empowers you! When you have the right kind  

of technology it helps a lot and makes you feel like you’re 

taking control!”.  

Female, 46–55 years old, hypertension

83% 
of adults use 
some form of 
technology  
to manage 
their health.
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The highest levels of satisfaction with what is currently available are 

seen in the employed population (56 per cent) dipping down to 41 per 

cent in the unemployed, 32 per cent in home-makers and 43 per cent 

in the student population. This may reflect the cost of technologies 

that are not currently available via the NHS; there is a risk that these 

high levels of dissatisfaction exacerbate the likelihood of digital 

exclusion in these groups who potentially have greater needs. 

Nearly three-quarters (73 per cent) of patients want their doctors to 

provide them with the “best technology available”, with three-fifths 

(58 per cent) wishing “their doctor provided them with technology to 

monitor their health”. Ease of appointment booking and the ability to 

communicate via messaging services with healthcare teams are also 

high on the wishlists of individuals surveyed. 

Delivering patient satisfaction



Delivering patient satisfaction
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Figure 5 

Survey participants were asked: To what extent, if at all, 

do you agree or disagree with the following statements 

regarding the relationship between you and your healthcare 

professional.’ All respondents (n=1037)

Fieldwork data and source: Ipsos

The individuals who took part in the focus group discussions, all of 

whom are managing long-term conditions and some of whom are 

very proactive in doing so, are acutely aware of how dependent they 

are on access to appointments, tests and accurate information. Most 

raised issues around waiting times and difficulties seeing the same 
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GP. A smoother and more straightforward approach to booking 

appointments – both in primary and secondary care – along with 

simple prompts like appointment and prescription refill reminders were 

all cited as things that would improve the ability of individuals to better 

lead fuller lives without their long-term conditions dominating. 

What might this mean? 

Over two-thirds (69 per cent) of people would like to be able 

to access reliable health information online or via an app; and 

approximately the same number (66 per cent) want one tool to 

bring all health information together in one place. The NHS App 

and NHS website clearly have a role to play here. The NHS App 

is one of the most downloaded health apps, in large part due 

to the COVID-19 pass. With a redesign of the app underway to 

improve user experience, there is an opportunity to meet these 

ambitions. The recent move to ensuring personal health information is 

available on the app, along with the new appointment booking feature 

announced in May 2023, are tapping into the user needs we heard. 

It will be important to explore in more detail the lower rates of 

satisfaction among respondents who were unemployed and 

to what degree this may or may not relate to their ability to 

access good technology or technology at all. We know from the 

quantitative research that there was a desire for GPs to be able to 

provide better technology to people to enable them to take control 

of their health and wellbeing. 

Comments made in the qualitative interviews reflect that there 

would be a greater willingness to use technology, such as blood 

pressure monitors, were they provided by their local surgery. This 

warrants further exploration, as well as how technology can be 

improved to support ease of use, and what ways technology can 

practically and realistically be made available to patients. 

Delivering patient satisfaction

https://digital.nhs.uk/news/2023/nhs-app-hits-over-30-million-sign-ups
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Building user confidence

Building user confidence

There is widespread acceptance of the need to use health 

technologies. To increase the actual usage of digital tools, 

there is a need to ensure confidence in how individuals’ 

personal health information is used. Many individuals also lack 

confidence in how to use technology. There is an opportunity 

for trusted healthcare professionals to guide and train patients 

to use digital tools effectively. 

What we discovered

With the increased use of technology, there is a need to provide 

individuals with confidence around how their personal health 

data is used and shared. 59 per cent of individuals expressed 

concern about their health information remaining private – a figure 

consistent across all ages – while accepting that collection of 

personal health information is inevitable. Just over half of people (47 

per cent) say they don’t mind their data being collected if they can 

see a personal benefit, but this leaves just under half who do not 

agree with this sentiment. This underlines the need for continued 

assurance around data use and the safeguards that are in place to 

protect patient confidentiality.
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Figure 6 

Survey participants were asked to what extent they agree 

or disagree with the following statement: ‘I don’t mind my 

information being collected if I see a personal benefit’.  

All respondents (n=1037)

Fieldwork data and source: Ipsos 
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As well as wanting to know that personal data is secure, individuals 

also want reassurance and guidance on how to use digital 

tools and technology properly. Having the right technology is 

empowering for the majority of individuals; however, there is a 

marked variation relating to age, with only 48 per cent of over-55 

year-olds feeling that way compared with 68 per cent of the 18–

25–year old age grouping.

Having ready access to different technologies in the future – from 

wearables to reliable online information – increases the confidence 

of individuals to better self-manage their health. This is much 

more pronounced in younger age groups, with smaller increases in 

confidence predicted by older age groups. Combined with the lack 

of technology usage discussed earlier by older adults, this could 

clearly contribute to the risk of digital exclusion discussed earlier.

Building user confidence
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digital tools 
and technology 
properly.
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Figure 7 

Survey participants were asked: ‘Thinking ahead to the future, 

to what extent, if at all, would each of the following affect your 

confidence in taking the management of your health into your 

own hands if it was readily accessible to you?’ 

Fieldwork data and source: Ipsos
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The intervention of a doctor has the greatest impact on persuading 

individuals to test and adopt technologies – 55 per cent compared 

with the influence of friends at only 14 per cent. This influence is 

most pronounced in the over-75 age group at 81 per cent. This level 

of influence is clearly linked to the personal connection with the 

individual’s healthcare professional, with less than 25 per cent of 

individuals being influenced by the broader category of ‘the NHS’.

Figure 8 

Survey participants who, when asked who or what would be 

the greatest influence when it comes to using technology for 

health, said doctors. (n=1037)

Fieldwork data and source: Ipsos

As well as healthcare professionals having a role in increasing 

patients’ confidence levels, developers of health technologies also 

have significant responsibilities in developing intuitive and easy-to-

use interfaces, ensuring easy integration for healthcare professionals 

and in assuring data protection. 
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There is also a need to work with doctors to increase their 

confidence in how their patients use technology. In a separate 

study by Ipsos, the Ipsos Digital Doctor Study 2023, the top concern 

expressed by the GPs surveyed, at 49 per cent, was that patients 

may misinterpret dataii, with the second ranked, at 28 per cent, 

that there will be excess patient generated data. Doctors, other 

healthcare professionals and patients are going to have to work in 

partnership to alleviate the fears on all sides.

What might this mean? 

We saw that 63 per cent of individuals use online searches to find 

out health information, with younger adults in particular exhausting 

this as a route before seeking health interventions (61 per cent). 

Having access to authoritative, high-calibre information is extremely 

important; we know that information is a determinant of health. The 

publication, in 2022, of two documents – the position paper from the 

Academy of Medical Royal Colleges on the principles and attributes of 

ensuring the credibility of health information on social media12, along 

with the NHS Standard for creating health content13 – has helped to 

start driving up the quality of both written and video content. 

It will be important to explore all the ways in which individuals’ 

confidence can be enhanced to enable them to make the most 

of the opportunities technology can provide. This may, in part, be 

support the NHS can provide.

ii.	 Q9a. Of the concerns you have selected around the use of connected health 

devices and tools, please select your top three that cause you the most 

concern. Base: W3’23: All respondents (n=78)

Building user confidence
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Making progress

Making progress 

Understanding the operating context 

Delivering healthcare has always been complex; this has never 

been more true than now, given the challenges health and care 

leaders face in the aftermath of the COVID-19 pandemic. At the 

NHS Confederation, we represent the whole health system and are 

able to facilitate the cross-system conversations that are needed 

to decide where resources should be focused. 

We know digital transformation and the right use of technology are 

at the heart of the solution to improve outcomes for patients and 

deliver a sustainable health service. The recent review of integrated 

care systems by former health secretary and integrated care board 

(ICB) chair Patricia Hewitt, talks about the role of data and digital 

tools to support the prevention of ill health, including establishing 

minimum data-sharing standards. We are now working with our 

system leaders and NHS England to support them in how they can 

implement these recommendations and make a real difference to 

patients and the services they receive. 

The NHS Confederation has a strong focus on digital, data and 

innovation, and we have been working with our members following 

the government’s publication of ‘A Plan for Digital Health and Social 

Care’14 2022, bringing together digital transformation ambitions for 

both health and social care. This includes our report last year on 
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what our members need to deliver system-wide digital ambitions,15 

and our recent report exploring the critical success factors for 

realising the ambitions of the virtual wards programme.16

Last year we also launched our Digital ICS support programme17 

in partnership with NHS Providers and Public Digital, with the 

support of Health Education England, as well as running our ICB 

digital leaders forum to share best practice and provide a cohesive 

view on system-wide digital challenges and opportunities. We 

have worked with our mental health members on digital inclusion 

to increase choice and improve access to digital mental health 

services. We have set up a data and digital design group for our 

primary care members to share and promote the use of digital 

technology in the delivery of patient care.18 We have shared best 

practice and case studies, supporting members as they seek to 

adopt and maximise the opportunities to improve patient care 

through collaboration, innovation and technology.

Issues for the health system 

If we are to empower people to gain control over their own health 

and wellbeing as this research has identified many want, we will 

need to engage broadly with communities and patient groups to 

co-design future solutions. 

Nearly three-quarters (73 per cent) of survey respondents wish 

their doctors had the best technology to better support them. We 

need to explore what this means in terms of the technical expertise 

needed within the healthcare profession. It is clear that for many 

people this is not a case of either/or – technology or engaging with 

health-care professionals – but the right combination of both. 

How much could and should healthcare professionals be expected 

to show patients how to use certain technologies? What does this 

mean for digital skills training across the health and care sector? 

And more fundamentally, how does the NHS think about budgeting 

Making progress
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for a digitally-enabled care model, when many of the benefits are 

potentially years down the line? These are just a small example of 

the challenges the government, NHS England and our members 

will have to wrestle with. 

Next steps

In the next phase of this work, the NHS Confederation, supported 

by Google Health, will work with healthcare leaders, practitioners 

and patients to explore their experiences and views of how we turn 

these insights into real change. At the heart of this work will be the 

search for practical ideas and examples that speak to resetting the 

social contract between the public and the NHS. 

We will engage with a wide group of our health and care leader 

members to seek their views on their experiences to date of working 

with patients using technology to access healthcare, manage 

health conditions and keep well. We will explore what this additional 

research might mean for their patients as well as the services they 

currently provide; and understand what healthcare professionals will 

need in the future, as well as what patients will require. The majority 

of our members are already on a digital transformation journey; we 

will continue to support them to help create sustainable services 

that use digital technology to give patients the control over their that 

they desire and which provides long-term successful outcomes for 

both the NHS and our society. 

Making progress
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