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A Strategic Deconstruction of the UK National
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To: Ingrid Murray, Strategy Consultant From: jamHut Strategic Analysis Unit Date: 14 July
2025 Subject: An operational and strategic analysis of the UK National Health Service (NHS)
to identify structural fragilities and viable pathways for transformation.

This report provides a root-cause analysis of the UK’s National Health Service (NHS). It
moves beyond political narratives and headline statistics to expose the system’s core
operational logic, its deep-seated and often contradictory beliefs, and the high-leverage
points for meaningful transformation. The analysis is grounded in current data, focusing on
the interconnected financial, operational, and market pressures that define the NHS’s

present state and future viability.

The Core Deception: A System at War with Itself

The NHS is caught in a strategic impasse, operating under a series of distorted beliefs that
mask fundamental and unsustainable contradictions. It is tasked with radical transformation
while being denied the capital, workforce stability, and modern infrastructure essential for
such change. This conflict between political ambition and operational reality is the central
challenge.

¢ The Myth of a Funded Mandate: The government’s financial settlement is explicitly tied
to achieving an ambitious 2% annual productivity gain, a target historical performance
suggests is highly optimistic, particularly as it was previously achieved only through
suppressing staff numbers and pay. This funding is immediately eroded by systemic
costs. In 2023/24, NHS Resolution paid out a record £2.8 billion for clinical negligence
claims, with the total provision for future liabilities now standing at a staggering £69.3
billion. " This financial drain, coupled with an estimated £8.3 billion spent on temporary
agency and bank staff in 2024-25, illustrates a system where new funds are consumed

by past failures and immediate crises, not invested in future efficiency. ' **

¢ The Illusion of Digital Transformation: A significant capital injection of up to £10 billion
is earmarked for technology by 2028/29. "' ' However, this digital ambition is set
against the backdrop of a physical estate with a maintenance backlog exceeding £13.8
billion—a sum greater than the entire annual capital budget. ' Staff describe the
infrastructure as being "held together by an elderly gerbil." Furthermore, the flagship
Federated Data Platform (FDP) is being rejected by local data leaders who state their
existing systems are superior, a clear indicator of a top-down strategy clashing with
operational reality. m As of May 2025, only 79 of a targeted 240 trusts are live with the

FDP, with progress slowing.

¢ The Workforce Plan Fallacy: The NHS business model is critically dependent on its 1.7
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million employees, yet it is failing to retain them. The cost to train a single doctor is
estimated to be over £230,000, but in 2019, only 34.9% of junior doctors proceeded
directly to specialty training, a collapse from 71.3% in 2011, representing a catastrophic
return on investment. ' With only 26.4% of staff believing there are sufficient numbers
to do their jobs properly, the system is scaling through unpaid overtime and the
goodwill of a burnt-out workforce.

The Market Reaction: A Flight from a Failing System

Faced with systemic friction, patients are actively redesigning their own healthcare pathways,
creating a fragmented market defined by need, distrust, and affordability. This is not a simple
switch to private care; it is an unbundling of the entire concept of healthcare delivery.

¢ The Switch to Private is a Reaction to Failure: The UK private healthcare market is

to 3.4%. ' This growth is not a vote of confidence in private medicine but a vote of no
confidence in the public system. Nearly half (45%) of users cite difficulty accessing the
NHS as the primary driver. In 2024, private hospital admissions reached a record

939,000, up 20% from pre-pandemic levels. " This churn is driven by service collapse,

exemplified by users who felt "untreated, abused and neglected" by the NHS.

¢ The Unbundling of Care: A critical behavioural shift is the unbundling of the patient
journey. Users now purchase specific services, like diagnostics, from private providers
to bypass NHS waits before attempting to re-enter the public system for treatment. "
This redefines the market from one of holistic care providers to a fragmented
ecosystem of productised interventions alongside a public safety net.

¢ The Trust Deficit: Public satisfaction with the NHS is at its lowest point in over 40
years, with just 21% satisfied in 2024. "” The narrative that the private sector "cherry-

picks" profitable cases fuels this distrust, creating a perception of systemic unfairness.
" This is compounded by a deep trust barrier regarding data; 48% of the public would

opt out of the FDP if run by a private company.

Pathways to Viable Transformation: A Strategic Re-
engineering

A credible strategy for the NHS cannot be based on incremental improvements or distorted
beliefs. It requires a fundamental re-engineering of its core operating model.

1. Re-engineer the Financial and Capital Model: The practice of raiding capital budgets to
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cover operational deficits must end. A multi-year, protected capital investment plan is
the non-negotiable prerequisite for any productivity gains. This plan must be focused
on clearing the £13.8 billion maintenance backlog and modernising digital infrastructure,
thereby unlocking the efficiency of the workforce.

2. Abandon Monolithic IT for a Platform Ecosystem: Instead of imposing a single,
centralised data platform like the FDP, the strategy must pivot to enforcing radical
interoperability standards. This allows local systems that work to be retained while
ensuring seamless data flow. The NHS's role should be that of the platform owner and
standard-setter, creating a competitive ecosystem of suppliers who can innovate on a
common data layer, rather than being the sole software provider.

3. Redefine the Public-Private Partnership: The current outsourcing model is perceived as
parasitic. It should be replaced with integrated pathway contracts where private
providers are commissioned to manage the entire patient journey for specific conditions
(e.g., from diagnosis to rehabilitation for hip replacements), including both simple and
complex cases. This aligns financial incentives with system-wide efficiency and
prevents the cost-shifting of complex patients back to the NHS.

4. Treat the Workforce as a Strategic Asset: The unit economics of the NHS are destroyed
by high staff churn. A credible strategy must prioritise retention by resolving pay
disputes and demonstrably improving working conditions. The "cost" of a settlement is
significantly lower than the financial and operational cost of ongoing industrial action,
high locum spending, and the loss of experienced staff. The focus must shift from pure
recruitment to improving the lifetime value of every clinical employee. "

5. Embrace the Unbundled Market: Acknowledge that patients are already unbundling the
service. The NHS could strategically leverage this by focusing its resources on being the
world's best provider of complex, acute, and emergency care—its core, non-replicable
function—while creating a regulated, interoperable marketplace for elective diagnostics
and procedures where patients can use their "right to choose" more effectively. '

Operational Friction: The Anatomy of a System Grinding to a Halt

The strategic challenges facing the NHS manifest as severe operational friction. These are
not isolated issues but symptoms of a system whose fundamental processes are brittle,
inefficient, and overwhelmed.

¢ Process Brittleness and Manual Breakpoints: The NHS is burdened by outdated, manual
processes. A 2025 survey revealed that 95% of NHS staff face process inefficiencies,
with top obstacles being manual, repetitive tasks and the need to access multiple
legacy systems to handle the same information. This inefficiency is estimated to cost
staff an average of five hours per week, equating to 7.5 million hours of lost
productivity across the workforce weekly. The system's reliance on "ingenious
workarounds for collapsed ceilings, flooding and sewage leaks" is a stark indicator of
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process fragility extending from the administrative to the physical.

¢ Burnout Loops and Staff Overload: The human cost of this friction is a workforce in
crisis. The 2024 NHS Staff Survey revealed that 30% of staff report feeling burnt out,
with the figure rising to 40% among ambulance staff. This is a direct consequence of
systemic overload; only 34% of staff believe their organisation has enough people for
them to do their jobs properly. This burnout loop is self-perpetuating: a 2023 survey
found that 22% of managers reported their administrative workload had caused staff to

quit.

¢ Pervasive Integration Friction: The digital landscape is a patchwork of disconnected
systems. A 2016 survey found 33% of hospital trusts could not electronically access
patient data from outside their own organisation. "* This persists today, with data
chiefs highlighting that linking primary care data to the broader health system remains
a significant challenge, complicating the very idea of integrated care. This "siloed"

approach leads to poorer outcomes and systemic inefficiency.

¢ Chronic Delivery Gaps and Escalation Loops: The most visible symptom of operational
failure is the elective care waiting list, which stood at 7.36 million cases in May 2025. "
Only 60.9% of patients are treated within the 18-week target, against a 92% standard
that has not been met since 2015. This is a delivery gap. The problem is compounded by
poor administrative processes; a 2025 survey found that nearly two-thirds (64%) of
patients had experienced issues like having to chase test results or receiving
appointment letters after the appointment date. This poor communication forces
patients and staff into "escalation loops," wasting time and eroding trust. 45% of

patients admitted that poor admin had been a drain on team morale.

Key Actors & Market Dynamics

The UK healthcare market is not a monolith but a complex ecosystem of competing and
collaborating actors, each with distinct playbooks and sources of leverage.
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