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IBM AI-powered Triage and Navigation 

Service Overview 
 

Features 

• Co-design of patient triage and navigation journey using AI triage and complexity data 

• User-centred design, research, service and content design 

• Business analysis, product and delivery management  

• Mapping patient need to local services 

• Technical integrations as required (e.g. integration with clinical review points) 

• Governance and value analysis 

• Benefit tracking and realisation  

 

Benefits 

• Increase in clinical throughput 

• Reduction of re-triage, increase in triage review efficiency, direct access to services, 

moving towards automated triage as assurance allows. 

• Reduction in waiting times at A&E and GPs 

o Reduced inappropriate attendances due to signposting to most appropriate 

service pre-presentation. Enables neighbourhood care to be harnessed and 

realised. Up to 40% diversion from GPs and A&Es. 

• Increase in patient safety and satisfation 

o More thorough triage, incorporating complexity, enables shorter and more 

efficient patient journeys. 

o Digitised journey improves overall patient satisfaction. 

• Incorporates continuous improvement and a feedback loop 

o Deploys a flexible triage model that can be upgraded as technology evolves. 

Incorporates a learning loop (clinician acceptance or rejection of an outcome) to 

aid continuous learning of the tool and enables regular evolution as diseases 

change. 

• Supports increased self-care and use of neighbourhood services 

o Increases confidence in self-care and low acuity dispositions, improving the use 

of neighbourhood care and supported self-management.  

• Cash releasing 

o Eventual reduction of spend on clinical review – divert spend into patient care or 

release cashable benefits.  
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Key Differentiators 

• Unique expertise:  

o IBM is NHS England’s partner for the NHS App and First Contact, including the 

creation of the Intelligent Navigation / AI triage vision. We have worked closely 

with health systems to design, pilot and initiate scale of AI triage and navigation 

within the NHS App. 

• We combine top-level clinical leadership, influence with user-centred design expertise 

and digital know-how 

• AI ethics:  

o IBM is one of the forefathers of AI, and has written international guidance on 

ethical and safe adoption of AI. 

• End-to-end delivery expertise:  

o IBM can support from design to delivery, run and maintain. 
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IBM AI-powered Triage and Navigation 

Our Offering 
 

The government’s 10-Year Plan for Health and the medium-term planning guidance highlight the need for 

improved patient navigation through a unified digital access point to reduce the chance of patients 

presenting at services which are inappropriate for their needs. 

  

 

 

This offering covers the implementation of AI triage and intelligent navigation to match 

patients to services more efficiently and effectively, harnessing the full suite of 

neighbourhood services. This will improve patient flow into NHS services, reducing burden 

on traditional entry points (GP and A&E) by adding further understanding of patient need 

(complexity) and acuity, and automating navigation where applicable.  

 
Further Description of Service Offering 

• Patient Navigation Process re-design incorporating of AI-triage and clinical datasets  

• Stakeholder engagement and co-design activities 

• Patient research and consultation 

• Continuous improvement and feedback 

• Change management enabling patient access to services through NHS App  

• Incorporating clinical review and feedback to improve navigation and triage  
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• Iterative deployment of new process for triage and navigation across the system 

• Support with adoption and patient experience optimisation 

• Value measurement, analysis and release of benefits 

• Alignment with national activities (e.g. My NHS GP, NHS App) to ensure system can 

derive benefits from national digital investment 

 

 

Table of key capabilities we can deploy       
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About IBM 
Supporting Government  

 

We help government  

organisations in the UK and 

worldwide deliver and 

transform essential public 

services – our teams are 

passionate and proud about helping you to  

make a real difference to people’s lives.  

 

 

 

Government Services Supported by IBM  

 
 

Defence and Intelligence 

 

 

Public Safety and Policing 

 

 

Healthcare 

 

Life Sciences 

 

 

Tax and Revenue 

 

National Infrastructure 

 

 

Social Care 

 

Education 

  

 

 Work and Pensions  

 

The problems we solve for clients are 

complex and cannot be satisfied with 

technology alone. They require a partner 

that can also offer deep industry expertise  

and a relationship of trust.  

IBM combines the portfolio, people and 

sense of purpose necessary to meet today’s 

enterprise demands. 

 

Every day, we support 

and manage complex delivery for 

government clients where the impact of 

delivery has wide-reaching impact on 

citizens and national services.  

We bring access to the industry experience,  

insight and technology capability to deliver 

and operate secure, scalable, optimised and 

available services for government.  

 
       We support you by bringing: 

 

• Industry expertise – Professionals who 

understand and are passionate about 

delivering quality public services and can 

bring industry insights and apply 

innovation to your business processes 

• Trust and security capabilities – Protecting 

valuable data and insights and deploying 

new innovations responsibly 

• Innovative technology – Expertise in areas 

such as AI, blockchain, 5G, Automation, 

IoT, cybersecurity and quantum, delivered 

in a Hybrid Cloud environment 

• Experienced Services professionals to 

support strategy, innovation and deliver 

transformation and change to processes, 

applications, and cloud infrastructure 

• Global alliances – valuable partnerships 

with the world’s leading vendors  
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