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Component 1 – Written Report - 50% weighting – 2,000 words (+/-10%)
·  
· Students are required to investigate one digital innovation (technology/device) that has been successfully implemented within Health and Social Care within the last 10 years. 
·  
· Students must critically evaluate how this digital transformation has been implemented within health or social care with consideration to the following:
·  
· Workforce (consider areas such as changes in job roles, role competency)
· Service delivery (for example, how does the day to day service change?)
· Patient/Service user (how do technologies affect the patient in relation to their perceptions and experiences of their care?)
· Community (consider this in terms of patient and service location, effect on family members, co-production and public health).
· Students can choose technological innovations from anywhere in the UK and must consider both positive and negative outcomes.
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NHS APP innovation 
[bookmark: _Int_6oT4ekdX]Digital innovation has became central to the transformation of health and social care services within the United Kingdom. These innovations can have both positive and negative impacts on health care services, influencing patient experiences, service delivery and workforce practices. A prominent example of an innovation used is the NHS app which was launched in 2018 and expanded significantly from 2020, due to COVID-19. The NHS app is significant because it has improved accessibility and patient autonomy, enabling service users to manage and access their own medical records, request repeat prescriptions, and digitally book appointments. The NHS app also allows the service users and healthcare providers to communicate online. According to the Department of Health and Social Care (2018), patients can secure GP appointments online without having to attempt to call the local surgery early in the morning each time, as the aim is to reduce the number of service users contacting GP at peak times.
This report will critically evaluate the impact of the NHS app on service delivery, workforce and service users, whilst exploring the benefits, limitations and larger implications with evidence and statistics provided where necessary. 
Workforce delivery (and the benefits and challenges)
[bookmark: _Int_RSluArYj]The implementation of the NHS app has significantly reshaped the workforce roles, skill requirements and organisational practices. Digital innovation within the NHS is part of the NHS England Long Term Plan (2019). As a result of this healthcare professionals would be required to understand digital literacy and develop their skills alongside the traditional clinical skills they have. For instance, GP practitioners already have experience with telephone-based booking systems, which would have to expand to manage online appointments and booking systems with digital queries to respond to on the NHS app. Making training for digital competence a necessity. The shift reflects the improvement of digital care and its effectiveness.
The NHS app launching has also benefitted the NHS by expanding their new roles to support the long-term plan and managing staff shortages, whilst also responding to the pandemic at the time of the launch. These additional roles and hybrid-based responsibilities include digital transformation managers, clinical informatics specialists and digital project managers alongside existing roles such as IT support specialists and patient experience leads. Although, the NHS bringing new roles is beneficial, the workload can still manage to increase again. Even with digital innovations that enhance effectiveness, it can have challenging aspects. For instance, it can expand or redistribute the existing issues in healthcare, the workload, high volume of bookings on the app, impacting the ratio of appointments to staff which will cause pressure upon the administrative side of it. This shows that not all innovations can automatically reduce problems but, if the NHS app works well, these issues will not arise. Besides this, a positive outcome of this innovation that Health Innovation Network (2024) stated is service users who book their own appointments would be less likely to miss them or constantly reschedule, compared to if a service provider booked the appointment. 
[bookmark: _Int_iQHttvZ9][bookmark: _Int_zRuLlQEL]In addition to the workforce delivery, a benefit is that both non clinical and clinical staff would be required to gain skills and knowledge on digital safety, if they're managing the NHS app appointments. This would be done with staff training on cybersecurity and data protection following the Data Protection Act (2018) under the UK GDPR regulations. A very beneficial training as sensitive patient information would be in the staffs' hands whilst regulating the app. 
[bookmark: _Int_3yl0KsOS]In summary, the NHS app has improved accessibility in receiving care. In 2024 between May and June over 18 million logins were made from service users who wanted access to their health records online. 4 million out of 26 million monthly repeat prescriptions have also been submitted digitally, saving the GP practice 3 minutes per request (Health Innovation Network, 2024). The statistics show the reduction in administrative burden and permits the staff to allocate time around complex tasks. 
Service delivery (and the benefits and challenges)
[bookmark: _Int_mt6bploj][bookmark: _Int_Qvf5Ym53]
The enforcement of the NHS app has considered changing within the daily clinical workflows and practice integration. Traditionally, the reception staff are the main point of contact at the desk and over the telephone for managing appointments and sorting out prescription requests along with communicating with the patients and other staff where needed such as clinicians, pharmacists, doctors and nurses. Whereas with the introduction of the NHS app, it has paved a way for improvement of services that the patients are being provided with. Making it more efficient and less time consuming, combining face-to-face appointments with digital interactions. This has the ability to enhance the continuity of care being provided to benefit the individual's person-centered care and needs. The NHS app has also contributed to quicker delivery of service, by the reduction of phone calls. Alongside the NHS app, to reach some GP’s for an appointment now it is advised by the NHS (2023) for you to fill in an online form which can be found on the NHS app or directly from your GPs website, instead of filling out the form or speaking over the phone to save time. When the form has been filled in or you have made an appointment on the NHS app, a doctor or nurse will get back in contact with you after reviewing your form, regarding your appointment (NHS 2023). The timing of a call back may be the same day, the next day or the following week, depending on the urgency of the matter. 
Administrative inefficiencies within the NHS have previously contributed to the irritation of service users. Kings Fund (2025) stated that the results of a carer-based survey showed the impact of poor administration within the NHS made them feel. 56% of carers believed that their time was being wasted, 61% of carers expressed that they felt as if the NHS money was going to waste. This is why the NHS app is in place to avoid an increase in administrative delays. The app seeks to address these major and minor concerns and make the care more responsive and reliable. 
Although, there are many beneficial factors of the digital innovation for service delivery, there are also challenges that transpire with it. Technical issues being one of them as it may possibly occur. For example, someone trying to access their health records but not being able to due to internet or the app itself being down and the website crashing. Meaning this would affect those who are also seeking to request medication. Another major challenge is the financial cost of running the app. In terms of the maintenance and investment of data usage, software licensing storage and cybersecurity (Sky News, 2025). Sky News (2025) had also reported within just over five years, digitising the NHS, would cost approximately £21 billion. Due to costs, this raises concerns on whether the NHS will be able to manage the expenses to keep the app going in the future and improving it as the Health Foundation declared it would require “significant investment”.
In conclusion, the NHS app has significantly managed to transform the service of delivery by including digital processes into their routine. The NHS app illustrates how digital innovation has the power to enhance service delivery, but with the careful implementation of outweighing the negatives such as minimising costs where possible. Along with reducing pressure on the receptionists with improved care satisfaction for service users. 
Patient/service user (and the benefits and challenges)
Having the NHS app benefits the service users who have different circumstances and aren't able to make it to face to face appointments. For instance, those who work full time, have carer responsibilities or have mobility that limits them to attend as well as those who don't live close enough to a GP surgery. This provides them with greater flexibility and reduces the waiting times. Also supporting them with being able to update their details, ask for appointment queries in real time, from whatever location they are in, which is one of the aims of the NHS Long Term Plan (NHS England, 2019). 
Data governance is an important consideration when it comes to service users. The NHS app operates with frameworks of data protection legislation, where service users can control how their confidential information is used and can opt out if wanted. With their data, they can also have access to it if they request so and cannot be refused if needed. NHS Digital (2024) have even reported that with the personal data it is to remain private and if it is necessary for one organisation to be sent your personal data then it is to be communicated with the patient with a data sharing agreement in place. This is so they are aware of what is happening with their information and which appropriate staff it is being shared with. All of this will promote trust between the service user and staff.
Within a service users' perspective, the NHS app promotes both opportunities and concerns in relation to access, fairness, digital literacy and privacy. With digital access being able to improve autonomy of numerous patients, evidence suggests that there are still certain groups that suffer from unfair and disadvantaged treatment. Data reported by the Kings Fund (2025) indicates these individuals are usually of ethnic minority backgrounds, with long term conditions and those experiencing financial hardship. These individuals would receive the most difficulties when seeking access within healthcare services not just in person but digitally too. This suggests that digital innovation does not promote care equally to everyone. 
[bookmark: _Int_6ciMHhA5]A challenge that can transpire regarding the NHS app for service users is the fairness to access, the access to the app may not be suitable for the elderly, especially those 75 and above. They are the ones who are more likely to use the healthcare services, therefore for them to not be able to use it due to lack of digital literacy skills means there can be delays in receiving care. The introduction of the app for the elderly would require giving them support on how to navigate the switch of the face-to-face appointments to the app (Reidy et al., 2025). In this case, the best possible outcome would be for them to continue receiving in-person care. 
Expanding the challenges, service users who have no access to phones and technology or geographic isolation due to where they live, are limited to using this innovation, which can also delay their care being given in an orderly manner too. Although digital healthcare assumes widespread internet use and affordability, access to reliable broadband is not a universal thing. Recent data indicated that 7% of households within the UK do not have internet access and around one million people have cancelled their broadband packages due to the increase in prices (NHS England, 2023). As a result, the financial barriers can prevent service users from engaging with the app-based healthcare service as it would be impractical for them. 
To conclude, the NHS app can improve flexibility but only depending on the person's lifestyle, for example if they are busy, mobility issues, lack of internet access, elderly etc, then the NHS app would be very impractical for them compared to someone who doesn't have any issues with these factors. 
Recommendations
[bookmark: _Int_WkMMLLx2]The NHS app overall represents a significant digital innovation that is used in the UK health department, however with many things that should be considered to improve the app and how people access it. Firstly, digital literacy training for older adults and vulnerable groups needs to be done. This will help encourage them to use the app if they have knowledge on how to program the app. Secondly, support needs to be put in place for those who struggle financially with paying for internet in order to have access to the app, as without internet it will not work. A recommendation would be for the app to be accessible even when offline. With all challenges being resolved, this will ensure that accessibility remains effective for everyone with no issues. This will also be beneficial in the long run due to the Long Term Plan (2019) wanting to make this NHS innovation successful in the future. 
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