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Individual Report
Full Report: Issues with Online NHS Booking Systems for GP Appointments
Online booking systems in the NHS have  a major part of how people access healthcare. Many GP practices now encourage patients to book appointments online through the NHS App or practice websites. The systems were introduced to make healthcare more efficient, reduce pressure on phone lines, and give patients more control over their appointments. However, while online booking can be helpful for some, it also creates many challenges for others. This report explores the issues linked to online NHS booking, especially when booking GP appointments. It also reviews information sources, explains research methods, and discusses how data could be collected to study this topic.
Online booking for GP appointments is a growing issue because not everyone finds digital systems easy to use. NHS England reports that millions of people now use the NHS App, but this does not mean the system works well for everyone. One major issue is digital exclusion. Some people do not have smartphones, internet access, or the digital skills needed to use online booking. This affects older adults, people with disabilities, and low‑income groups the most. When GP practices rely heavily on online booking, these patients may struggle to get appointments at all. Another issue is limited appointment availability. Many patients log in early in the morning only to find that appointments disappear within minutes. This can cause stress and frustration, especially for people who need urgent care.
Technical problems are another common issue. The NHS App or GP websites sometimes crash, freeze, or fail to load. Patients may be logged out or unable to complete their booking. These problems can make people feel helpless, especially if they are unwell and need to see a doctor quickly. Confusing systems also make online booking difficult. Different GP practices use different platforms, and some require multiple steps, passwords, or verification codes. For people who are not confident with technology, this can be overwhelming. Language barriers also affect many patients. People who do not speak English well may struggle to understand instructions or navigate the system. This can lead to missed appointments or delays in getting care.
Another issue is that some GP practices reduce phone access once online booking is introduced. Phone lines may be open for fewer hours or become harder to reach. This leaves digitally excluded patients with fewer options. If they cannot use the online system and cannot get through on the phone, they may not be able to book an appointment at all. These issues matter because they can stop people from getting timely medical help. If patients cannot book appointments, their health may get worse, and pressure on emergency services may increase. Fair access to GP care is essential for a healthy population, so understanding these problems is important for improving NHS services.
I chose this topic because online booking has become a normal part of NHS services, but many people still struggle with it. I have seen people find it difficult to get GP appointments, especially when the online system is confusing or when appointments run out quickly. I am interested in health and social care, so I want to understand how digital systems affect different groups and how they can be improved. This topic also links to important themes such as equality, accessibility, and patient experience.
One useful source for this topic is the NHS England (2024) NHS App: Statistics and Usage Report. This source provides official statistics about how many people use the NHS App and what they use it for. It is reliable because it comes directly from the NHS. The report shows that online booking is becoming more common, but it also highlights that not everyone uses the system equally. This supports my research by showing the scale of digital healthcare and why it is important to study the issues. Another helpful source is The King’s Fund (2023) Digital Transformation in the NHS: Opportunities and Challenges. The King’s Fund is a respected organisation that researches health and social care. This report explains both the benefits and the problems of digital systems. It discusses digital exclusion, staff training, and the need for simple, user‑friendly systems. It is credible because it is based on expert research. It helps my topic by showing that online booking can improve services but also create barriers for some patients. A third useful source is NICE (2022) Digital Health Technologies: Evidence Standards Framework. NICE provides national guidance for the NHS. This document explains what digital tools must do to be safe, effective, and accessible. It is trustworthy because it is based on strong evidence and expert review. It supports my research by showing the standards that online booking systems should meet, such as being easy to use and accessible for people with disabilities.
There are still gaps in research about online GP booking. For example, not enough research focuses on patients who struggle with digital skills. There is limited information about how online booking affects people with disabilities, such as visual impairments. There is also not enough research on how GP practices can balance online and phone booking fairly. Few studies explore how online booking affects patient stress, anxiety, or satisfaction. There is also limited research on how language barriers affect digital access. More research is needed to understand how to make online booking fair and accessible for everyone.
To study this issue, it is important to understand different research methods. Quantitative research uses numbers and statistics. For example, a researcher could count how many patients successfully book GP appointments online each week. Qualitative research explores experiences and opinions. For example, interviewing patients about why they find online booking difficult. Mixed‑methods research uses both numbers and personal experiences. For example, a study could include a survey to collect statistics and interviews to understand feelings and challenges. For this topic, a mixed‑methods approach would be the best choice. This is because online booking is both a practical and personal issue. Quantitative data can show how many people use online booking and how often it fails. Qualitative data can explain why people struggle, what they find confusing, and how the system affects their ability to get care. Using both methods gives a fuller understanding of the issue.
Data collection is also important. Primary data is information collected directly by the researcher, such as surveys, interviews, or observations. Secondary data is information that already exists, such as NHS reports, academic articles, or government statistics. For this study, primary data would be the best choice. Surveys and interviews with patients would provide real experiences about online GP booking. Primary data is useful because it provides up‑to‑date information and helps understand the specific problems people face. However, collecting primary data takes time and planning. Some people may not want to talk about their difficulties with technology. Despite these challenges, primary data is still the most suitable option for this topic.
In conclusion, online booking systems for GP appointments are becoming more common in the NHS, but they also create significant challenges. Many patients struggle with digital skills, technical problems, and limited appointment availability. These issues can make it harder for people to access the care they need. This report has explained why the issue matters, reviewed credible sources, and discussed suitable research methods and data collection approaches. Understanding these problems is important for improving digital healthcare and making sure that online booking systems are fair, accessible, and effective for everyone.
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