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Introduction

Digital transformation has become a central priority within health and social care, driven by advances
in technology and the growing demand for more accessible, efficient and person-centred services.
Across the United Kingdom, the NHS has invested in digital innovation to improve patient access,

enhance service delivery and support more integrated models of care. The NHS Long Term Plan



identifies digital technology as a key enabler of healthcare reform, emphasising the importance of
empowering patients while improving the sustainability of healthcare services (NHS England, 2019).
Similarly, the World Health Organization (2021) highlights that digital health technologies have the
potential to improve health outcomes, strengthen healthcare systems and increase equity when

implemented effectively.

One of the most significant digital innovations introduced by the NHS is the NHS App. The App
enables patients to access a range of healthcare services, including viewing medical records,
requesting repeat prescriptions, managing appointments and receiving health information through a
secure digital platform (NHS, 2026). However, the implementation of digital technologies involves
more than introducing new software. Their success depends on organisational readiness, workforce

capability, patient engagement and equitable access to technology (Greenhalgh, 2020).

This report critically evaluates the implementation of the NHS App as a digital innovation within
health and social care. It examines its impact on the workforce, service delivery, patients and service
users, and the wider community while considering both the benefits and the challenges associated
with digital transformation. The discussion draws on current evidence to assess whether the NHS App

has contributed to improving healthcare whilst supporting safe, inclusive and person-centred care.

The NHS App as a Digital Innovation

The NHS App represents one of the most significant digital innovations introduced within the English
healthcare system, reflecting the NHS strategy to modernise healthcare delivery through technology.
Rather than functioning solely as a mobile application, it provides a secure digital platform that
enables patients to access a range of NHS services, including viewing medical records, ordering
repeat prescriptions, managing appointments and receiving personalised health information (NHS,
2026). Its introduction reflects a broader shift from traditional, provider-centred models of care

towards a more patient-centred and digitally enabled healthcare system (NHS England, 2019).

However, digital innovation should not be viewed simply as the introduction of new technology.
Greenhalgh (2020) argues that successful digital transformation requires changes in organisational
culture, clinical practice, workforce capability and patient engagement. In this context, the NHS App
represents a transformation in the way healthcare is accessed and delivered rather than merely a

technological improvement.

The national implementation of the NHS App has required substantial investment in digital
infrastructure, interoperability between healthcare systems, cybersecurity, identity verification and

workforce training. Reidy et al. (2025) found that the success of its implementation depended not only



on the technology itself but also on collaboration between healthcare professionals, organisational
leaders and patients. This demonstrates that digital transformation is a complex organisational process

rather than a simple technological upgrade.

Although the NHS App has improved convenience and accessibility for many users, its
implementation has also exposed important challenges. Differences in digital literacy, access to
technology and variation in local NHS services mean that not all patients experience the same
benefits. Consequently, the effectiveness of the NHS App should be evaluated not only by adoption
rates or the number of registered users, but also by its ability to improve healthcare quality, patient

experience and equitable access to services.

Impact on the Workforce

The implementation of the NHS App has significantly influenced the roles and responsibilities of
healthcare professionals across the NHS. Rather than replacing the workforce, digital technologies
have altered how staff communicate with patients, manage information and deliver care. Topol (2019)
argues that digital innovation should support healthcare professionals by reducing administrative
burdens and allowing them to spend more time on direct patient care. Similarly, Greenhalgh (2020)
suggests that successful digital transformation depends on organisational change, staff engagement

and continuous professional development rather than technology alone.

The NHS App has reduced the volume of routine administrative tasks, such as booking appointments,
requesting repeat prescriptions and providing access to test results. As a result, administrative staff
can focus on more complex patient enquiries, while clinicians have quicker access to accurate patient
information through integrated digital systems (NHS England, 2019). This has the potential to

improve efficiency and support better clinical decision-making.

However, the implementation has also created new challenges for the workforce. Healthcare
professionals have required additional training to develop digital competencies and adapt to new ways
of working. The Topol Review (Health Education England, 2019) highlights that digital literacy has
become an essential professional skill, requiring continuous education as technologies evolve.
Furthermore, staff have faced increased responsibilities related to data security, information

governance and supporting patients who experience difficulties using digital services.

Reidy et al. (2025) found that successful implementation of the NHS App depended heavily on
collaboration between healthcare professionals, digital specialists and organisational leaders.

Consequently, while the NHS App has improved efficiency and modernised service delivery, its long-



term success relies on sustained workforce investment, effective leadership and ongoing professional

development.

Impact on Service Delivery

The NHS App has transformed service delivery by providing patients with faster and more convenient
access to healthcare services. Features such as appointment booking, repeat prescription requests and
access to medical records reduce reliance on face-to-face and telephone interactions, supporting a
more efficient and responsive healthcare system (NHS, 2026). This aligns with the NHS Long Term
Plan, which promotes digital technology as a means of improving access while making better use of

limited healthcare resources (NHS England, 2019).

Digital service delivery has also improved communication between patients and healthcare providers.
By allowing individuals to manage aspects of their care independently, the NHS App encourages
greater patient participation and supports a more person-centred approach. This increased accessibility
can improve patient satisfaction and reduce delays associated with traditional administrative

processes.

However, greater digitalisation does not automatically result in better healthcare. The effectiveness of
digital services depends on reliable technology, well-integrated information systems and staff who are
confident in supporting digital care. Greenhalgh (2020) argues that digital transformation should be
understood as organisational change rather than technological implementation alone. Technical
failures, inconsistent integration between NHS organisations and limited staff capacity may reduce the

intended benefits of digital services.

Furthermore, not all healthcare services are suitable for digital delivery. Patients with complex
conditions, communication difficulties or limited digital skills may continue to require face-to-face
support. If digital services become the default without appropriate alternatives, existing health
inequalities may widen rather than improve. The King's Fund (2023) emphasises that digital
transformation should complement, rather than replace, traditional models of care to ensure equitable

access for all patients.

Overall, the NHS App has contributed to a more efficient and accessible model of service delivery.
Nevertheless, its long-term success depends on maintaining a balance between technological
innovation and personalised care, ensuring that improvements in efficiency do not compromise the

quality or inclusiveness of healthcare services.

Impact on Patients and Service Users




The NHS App has significantly changed how patients interact with healthcare services by providing
greater access to personal health information and enabling individuals to manage aspects of their care
independently. Through functions such as viewing medical records, ordering repeat prescriptions and
receiving test results, patients can play a more active role in managing their health. This reflects the
wider shift towards person-centred care, where individuals are encouraged to participate in decisions

affecting their treatment (World Health Organization, 2021).

Improved access to healthcare information can increase patient confidence, support shared decision-
making and enhance communication with healthcare professionals. The ability to access services at
any time may also reduce unnecessary delays and improve convenience, particularly for patients

managing long-term conditions or requiring regular contact with healthcare providers.

Despite these advantages, the benefits of the NHS App are not experienced equally across the
population. Older adults, people with limited digital literacy, individuals with disabilities and those
without reliable internet access may face significant barriers when using digital health services. The
King's Fund (2023) argues that digital exclusion remains one of the greatest challenges facing
healthcare transformation, as unequal access to technology may reinforce existing health inequalities

rather than reduce them.

Patient trust also plays an important role in the successful adoption of digital healthcare. Concerns
about privacy, data security and the confidentiality of personal health information may discourage
some individuals from fully engaging with digital services. Although the NHS has invested in secure
identity verification and data protection measures, maintaining public confidence remains essential for

the long-term success of digital innovation (NHS, 2026).

Overall, the NHS App has strengthened patient autonomy and improved access to healthcare for many
users. However, digital transformation should be evaluated not only by the number of people using
digital services, but also by whether those services remain accessible, inclusive and responsive to the
needs of all patients. Ensuring that digital healthcare complements traditional methods of care is

essential to achieving equitable health outcomes.

Impact on the Community

The NHS App has influenced the wider community by changing how healthcare services are accessed
and by supporting a more connected healthcare system. Digital access enables many people to obtain
health information, manage appointments and request prescriptions without travelling to healthcare
facilities, reducing pressure on GP practices and improving convenience for patients and their families

(NHS England, 2019).



The App also contributes to public health by providing trusted health information and encouraging
greater engagement with NHS services. Easier access to healthcare can promote earlier intervention,
improve self-management of long-term conditions and support preventative healthcare. These
outcomes have the potential to improve population health while reducing demand on overstretched

healthcare services.

However, the benefits of digital transformation are not shared equally across all communities. People
living in areas with poor digital infrastructure, low-income households and individuals with limited
digital skills may struggle to access online healthcare. The King's Fund (2023) argues that unless
digital inclusion is addressed, technology may widen existing social and health inequalities rather than

reduce them.

Digital transformation therefore requires more than technological investment. Governments and
healthcare organisations must also invest in digital literacy, accessible services and community
support to ensure that vulnerable groups are not excluded. A digitally advanced healthcare system can
only be considered successful if it improves access for the whole population rather than benefiting

those who are already digitally confident.

Overall, the NHS App has the potential to strengthen community health by improving access and
supporting preventative care. Nevertheless, its long-term contribution depends on ensuring that digital

innovation promotes inclusion, equity and equal access to healthcare for all members of society.

Critical Discussion

The NHS App demonstrates both the opportunities and the limitations of digital transformation in
health and social care. While it has improved access to services, increased administrative efficiency
and encouraged greater patient participation, these benefits depend on effective implementation rather
than technology alone. Digital innovation should therefore be understood as an organisational and
cultural change, requiring investment in workforce development, leadership and integrated digital

infrastructure (Greenhalgh, 2020).

Evidence suggests that the NHS App has enhanced patient convenience and supported more efficient
service delivery. However, improvements in efficiency do not necessarily translate into better health
outcomes for all users. Persistent challenges, including digital exclusion, unequal access to technology
and variations in digital literacy, mean that some groups remain at risk of being disadvantaged. As
highlighted by The King's Fund (2023), digital transformation must promote inclusion if it is to

reduce, rather than reinforce, existing health inequalities.



The implementation of the NHS App also demonstrates that technological success cannot be
measured solely through download numbers or user registration. Reidy et al. (2025) found that long-
term success depends on sustained organisational support, staff engagement and patient confidence.
This suggests that digital transformation is a continuous process requiring ongoing evaluation and

adaptation.

Overall, the NHS App represents an important step towards a more modern and person-centred
healthcare system. Nevertheless, its long-term value depends on balancing innovation with equity and

ensuring accessible healthcare for all.
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