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Introduction 

Digital transformation has already become the defining feature of the modern healthcare, and 

organisations can make the healthcare more efficient, accessible, and quality through the 

application of innovative technologies. The introduction of the NHS App in the United Kingdom 

may be regarded as a big step to the digitalisation of health services and provide patients with 

the opportunity to take the responsibility of their health (NHS, 2023). Developed and introduced 

during the National Health Service (NHS), the app allows its users to make appointments, check 

medical history, order prescriptions, and communicate with healthcare providers remotely. 

The NHS App is relevant to modern health and social care due to the ability to enable patient-

centred care, improve coordination of services and increasing demands on health care systems. 

It seeks to enhance the interaction between the patient and the reduced workload on the staff 

by making necessary services online. 

This report will critically review the roll out of the NHS App in healthcare organisations across 

the UK (NHS, 2023). In particular, it shall look at its effects on the workforce, service delivery, 

and patient/service user experience. The report will start with the overview of the innovation and 

then examine these three areas in more depth and finally conclude key findings and 

recommendations on how the practice can be done in the future. 

 

Figure 1 NHS App 

(NHS, 2023) 
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Impact on Chosen Areas 

It is the critical part of the paper that highlights the effect of the NHS App on three domains, 

namely, workforce, service delivery, and patient/service user experience (Reidy et al., 2025). 

The discussion reflects on the positive and negative results and measures how far the 

innovation has gone in facilitating better healthcare practice in the UK in the National Health 

Service (NHS). 

Impact on Workforce 

Roles and Responsibility Change 

The emergence of the NHS App has brought immense changes regarding the roles and 

responsibilities of the healthcare professionals (NHS website, 2021). Employees will now have 

to be more active with online systems, such as processing online booking requests, that is, 

answering electronic questions, and assisting the patients to utilize online services. The 

functions of administration have more and more been transferred to the digital coordination, 

whereas the clinicians are supposed to implement the app-based data in the clinical decision-

making. Also, medical workers should be able to display digital competence, such as the skills 

of simple troubleshooting and data management. NHS Digital or supported by training 

programmes have also been implemented to improve the confidence of their staff to use digital 

platforms. 

Benefits for the Workforce 

Improved efficiency is one of the biggest advantages of the NHS App. Booking appointments 

and ordering repeat prescriptions are currently partially automated and therefore reduced the 

workload of receptionists and administrative employees (Abdullah and Abdulhadi, 2024). This 

will enable professionals to pay more attention to direct patient care. Moreover, electronic 

access of patient records has minimized chances of errors in documentation and enhancement 

of continuity of care. There is also improved co-ordination between the departments whereby 

information can be extracted faster and communicated safely across services. 

Besides, the application has facilitated flexible work processes especially remote consultations 

and follow-up. This has been appreciated more than ever after the COVID-19 pandemic, where 

digital working was the only necessity. This leads to the fact that a large number of professionals 

note that their productivity and their time management are more effective. 

Challenges and Limitations 
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Although there are these advantages, the implementation of the NHS App has also been faced 

with issues (Johns et al., 2023). Change resistance has been a major challenge especially to 

the staff who are not so comfortable with digital technologies. Other professionals feel that the 

digital systems add to their workload not lessen them, particularly when there are any technical 

complications or the patients need more guidance on how to use the application. 

The constant communication digitally and demands of quick answers have also added to work-

related stress in certain environments. Moreover, there is still a skill shortage especially among 

staff members who are old or those with limited access to training. Poor digital infrastructure in 

certain health facilities also has reduced the successful use of the app. 

Critical Analysis 

It has been proposed by research that with proper training and organisational support, digital 

health technologies can be used to improve the efficiency of workforce. Nevertheless, it is also 

noted that digital innovations can cause frustration and job dissatisfaction unless they are 

accompanied with the adequate investment in the staff development. The NHS App has 

enhanced coordination and minimized administrative costs in most settings; however, its 

performance in different areas varies. This indicates that leadership, provision of training, and 

infrastructure are critical in the provision of workforce benefits. On the whole, the innovation has 

already impacted positively on the workforce practices, but its potential has not been fully 

realised because of current structural and skills-related constraints. 

Impact on Service Delivery 

Changes in Practice 

The NHS App has brought about a revolution in service delivery through digitalisation of a 

number of key processes (Reidy et al., 2025). Online booking of appointments, prescription 

services and access to medical records are now undertaken to a great extent. There has been 

an increase in communication between patients and healthcare providers in the digital platform, 

which is minimizing the use of face-to-face communication. There has also been an 

improvement in the record-keeping practices because patient information is electronically stored 

and is updated on a real-time basis. 

Service interconnection has also been promoted, especially in the primary care, where the 

application links general practice, pharmacies, and special services. This has helped in the 

facilitation of more simplified workflow and enhanced coordination among various levels of care. 
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Service Delivery Benefits 

Among the most valuable advantages of the NHS App, one can mention the accelerated access 

to services (NHS, 2025). Patients will be able to make appointments and request a prescription 

without going to GP surgeries, which will minimize waiting time and administrative delays. This 

has enhanced responsiveness in services and congestion in health institutions is minimized. 

Another important benefit is that there is improved coordination. Healthcare practitioners are in 

a position to have updated patient data, and thus, they make better clinical judgments. 

Enhanced patient safety is also associated with the app as it helps to minimize errors in taking 

medications and support the correct maintenance of records. Accessibility to the digital records 

has increased continuity of care in emergency or urgent care situations. 

In an organisational sense, the digital service delivery has lowered operational expenses that 

were incurred in paper-based system and hardcopy storage. These savings can ultimately help 

in enhancing financial sustainability. 

Challenges and Risks 

Although these are the benefits, there are still a number of challenges. Digital infrastructure 

costs a lot to install and maintain, especially where under-resources are involved (Orji and 

Perumal, 2025). There are technical issues that can interfere with service delivery, including the 

software bugs or system failure, which lowers the confidence of staff and patients. 

Another significant issue is cybersecurity. Since the digital storage of sensitive health data is 

available, there has been a rise in the risk of data breaches. However, in spite of strong security, 

high-profile incidents may affect the confidence of the population. There is also the problem of 

reliability especially when in the rural regions where the internet connectivity is poor. 

Evidence and Evaluation 

According to reports made in the UK, the NHS App has led to better access to primary care 

services and less strain on the administrative side of the matter in most practices (Spaltro, 

Whitman and Richards, 2025). Nevertheless, there have been also indications that digital 

services might not necessarily be effective when used to substitute traditional care especially in 

cases of complicated or vulnerable patients. 
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Most importantly, the efficiency of services has been raised in most cases, although quality 

improvement cannot be considered ubiquitous. Other studies believe that online consultations 

can undermine the relational dimensions of care, and empathy and communication. 

Sustainability is also unpredictable, because the continuous investment is needed to revise the 

systems and respond to the new security threats. Thus, despite the fact that the NHS App has 

already improved the process of service delivery in numerous aspects, its long-term success will 

be achieved through ongoing assessment and resource distribution. 

Effect on Service User and Patient Experience 

Modifications in Patient Experiences 

The NHS App has transformed the relationship between patients and the healthcare services 

dramatically (Hughes, Oskrochi and Micklewright, 2025). The app has brought a lot of 

convenience and saved the necessity to visit the office by allowing access to appointments, 

prescriptions, and medical records digitally. Patients are now able to take care of most of their 

care all on their own encouraging more engagement and self-management. 

Transparency has also been enhanced by the availability of test results and health information 

which helps the patient to make better sense of their conditions and treatment plans. In case of 

people with long-term conditions, this has eased greater participation in their self-care. 

Benefits for Service Users 

Among its advantages is the fact that it becomes more accessible (Nwagu et al., 2024). Patients 

are also able to receive services at any time or place, a factor that is very useful to patients with 

locomotionary challenges or those on work commitments. Remote access has also facilitated 

faster diagnosis and follow up where test results and referral could be reviewed online. 

Patient empowerment through the app has been achieved because people have been 

empowered to be more responsible about their health. Online regrets and individually tailored 

data assist in following treatment regimens. Also, the decreased travel and waiting periods have 

improved the overall patient satisfaction. 

Challenges and Barriers 

These advantages notwithstanding, the issue of digital exclusion is very pertinent. The elderly 

population, low digital literacy and those who lack access to smartphones or quality internet 
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might find it difficult to make the app useful (Jung, You and Kim, 2025). This poses a threat of 

enhancing health disparities. 

There are also large concerns of privacy and protection of data. There are patients who raise 

their concerns with regard to the storage and sharing of their personal information. Distrust of 

the digital systems is a potential deterrent. Moreover, the low level of digital literacy may cause 

the misinterpretation of medical data, which may influence the health results. 

Critical Evaluation 

The literature points to the fact that the use of digital health tools can enhance the patient 

engagement in case users have sufficient skills and resources available. Nonetheless, the 

studies show that digital platforms can also marginalise the vulnerable groups when other 

access channels are not preserved. Although the NHS App has made life more convenient and 

powerful to numerous users, its advantages are not spread equally. 

There is no resolution of ethical issues concerning data security and informed consent. The key 

to success in the long-term is thus inclusive design, strong data protection, and sustained 

support of digitally disadvantaged populations. In sum, the NHS App has been helpful in 

enhancing patient experience amongst a large number of service users, yet more needs to be 

done to achieve a fair, trustful, and universal availability. 

Summary of Section 

In conclusion, NHS App has influenced the workforce practices, service delivery, and patient 

experiences significantly. It has increased efficiency, coordination and accessibility as well as 

created new issues associated with skills, infrastructure and equity. Even though the innovation 

is a big leap in the digital healthcare, its usefulness differs depending on the context. This 

requires further investment, training, and reviewers to ensure the long-term benefits are best as 

possible and the outcomes intended are minimized. 

Conclusion and Recommendations 

Conclusion 

The report set out to critically review the application of the NHS App in the National Health 

Service (NHS) of the UK, the effects it has on the workforce, service delivery, and patient 

experience. The review showed that the app has enhanced efficiency, accessibility, and 
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coordination of care, and assisted more patient engagement and self-management. 

Nevertheless, there are still difficulties, especially concerning digital skills gap, technical 

reliability, cybersecurity, and digital exclusion. Despite the fact that the innovation has played a 

positive role in modernising the healthcare services, it has been found to be effective and differ 

depending on geographical areas and population groups. Altogether, the NHS App is a 

significant move in the digital transformation, and its successful implementation over the long 

run is defined by sustained investment, assessment, and inclusion. 

Recommendations 

 Training and Workforce Development: Healthcare organisations ought to offer 

ongoing training on digital skills to ensure that the staff remains confident and less 

resistant to technological change (Starke and Ludviga, 2025). 

 Reducing Digital Exclusion: Digital excluded patients should be provided with targeted 

support programmes, such as face-to-face instructions and other methods of access. 

 Infrastructure and Cybersecurity Investment: The policy makers need to allocate 

more finances towards the provision of effective digital systems and reinforcement of 

cybersecurity tactics to safeguard patient information. 

 Monitoring and Evaluation: To be able to maintain the technology in terms of safety, 

inclusiveness, and sustainability, regular service reviews and patient feedback systems 

need to be introduced. 
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