Page 2 of 2




Component 1: Written Report
“A Critical Evaluation of NHS Digital’s Online Appointments and Services”
Student Name:
Student ID:
Module Name: Digital Transformation in the Health and Care Professions
Module Code: BMHP6026
Submission Deadline: Friday, 26th October 2025









Table of Contents
1.	Introduction	2
2.	Digital Transformation in UK Health and Social Care: NHS Digital	3
3.	Impact on the Workforce	4
3.1.	Changes in Job Roles and Digital Responsibilities	4
3.2.	Role Competency: Training and Digital Upskilling	5
3.3.	Workforce Pressures: Efficiency Gains vs Burnout Risks	5
4.	Impact on Service Delivery	6
4.1.	Daily Operations: Booking, E-Prescriptions, and Digital Triage Workflows	6
4.2.	Efficiency: Faster Access and Fewer Missed Appointments	6
4.3.	Continuity of Care and Critical Trade-Offs	7
5.	Impact on Patient	8
5.1.	Perceptions: Convenience, Self-Management & Access to Information	8
5.2.	Experiences: Barriers, Inequalities & Digital Exclusion	9
5.3.	Trust & Safety: Data, Accuracy & Impersonality	9
6.	Impact on Community	10
6.1.	Geographical, Rural-Urban Access & Family	10
6.2.	Public Health, Equity Considerations & Risk of Widening Inequalities	10
7.	Conclusion	11
8.	References	12






1. [bookmark: _Toc209796245]Introduction
The NHS App and associated online appointments/medicine services, introduced by NHS Digital, are among the most significant digital advancements in UK healthcare in the last decade. As of 2023, over 37 million users are registered for the NHS App, up from just 2 million in 2021 (Reidy et al., 2025). This allows patients to book GP and hospital appointments, order repeat prescriptions, view their prescriptions, receive test results, and access parts of their health records directly from their smartphones. Since July 2024, the growth of app services has resulted in nearly 1.5 million fewer missed hospital appointments, approximately 5.7 million staff hours saved, comprising 1.26 million clinical hours, and avoided a cost equivalent to £622 million to the system (GOV.UK, 2025). This report considers the workforce, service delivery, patient, and broader community impacts of NHS Digital’s online services.
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[bookmark: _Toc209593579]Figure 1 NHS App Users
Source: (Todmorden Group Practice, 2020)
2. [bookmark: _Toc209796246]Digital Transformation in UK Health and Social Care: NHS Digital
The UK policy framework has become highly conducive to digital transformation in health and social care over the past decade, with the COVID-19 pandemic significantly accelerating this trend. There was an agreement under the NHS Long Term Plan (2019) to digitally enable care, including online consultations, e-prescriptions, and access to health records. The pandemic precipitated sudden change, for instance, telephone or video appointments increased from 15% in February 2020 to 48% in April 2020, falling subsequently but significantly above pre-pandemic levels (NIH, 2023). In England in March 2025, GP surgeries and Primary Care Networks made approximately 31.4 million appointments, of which 63.9% were in-person, with the remainder being remote or by telephone (NHS England, 2025). One-third of GP appointments in England were conducted by phone or online, the most significant proportion since the outbreak began, indicating the extent and permanence of digital change in service delivery (Lovell, 2025).
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[bookmark: _Toc209593580]Figure 2 GP Surgeries Classifications
Source: (LenValley, 2018)
NHS Digital innovations include the NHS App, remote and video consultations, e-triage/symptom checker software, and e-prescribing. The NHS App had registered more than 33 million users as of December 2023 (Sentance, 2023). In previous years of reporting, it had facilitated over 16 million repeat prescriptions and more than 1.3 million GP appointments through the App (NHS England, 2023). However, serious concerns remain, including digital exclusion, continuity of care, data privacy and security, and whether remote services are always as effective as those delivered face-to-face.
3. [bookmark: _Toc209796247]Impact on the Workforce
3.1. [bookmark: _Toc209796248]Changes in Job Roles and Digital Responsibilities
The rollout of NHS Digital services, including the NHS App and online appointment booking, has changed jobs throughout the workforce. By June 2025, nearly 33.3% of appointments with GPs in England were made online or over the phone, up from less than 15% prior to the COVID-19 pandemic (The Health Foundation, 2023). This change required GPs and nurses to handle remote consultations, deal with e-prescriptions, and assist with digital triage, rather than being solely responsible for face-to-face care. Administrative personnel now manage online booking systems and digital prescription requests, reducing paperwork; 98% of personnel anticipate enhancing their digital skills within the next five years, which highlights how digital literacy competency is now perceived as a fundamental requirement for both clinical and non-clinical roles (NHS, 2025).
3.2. [bookmark: _Toc209796249]Role Competency: Training and Digital Upskilling
To meet these new needs, extensive upskilling initiatives have been introduced. NHS Property Services provided digital skills training to more than 3,000 non-clinical colleagues, resulting in an 89% improvement in confidence with digital systems and a 40% reduction in IT support requests (Upskill Universe, 2024). The broader NHS has also predicted the requirement for 32,000 extra full-time equivalent (FTE) DDaT staff by 2030, increasing the workforce to approximately 78,000 DDaT staff (HRD, 2024). Even with these investments, take-up is patchy, most frontline clinicians state that digital training conflicts with their clinical load, causing frustration.
3.3. [bookmark: _Toc209796250]Workforce Pressures: Efficiency Gains vs Burnout Risks
Digital transformation has brought efficiency gains as the NHS App, with more than 37 million registered users in 2023, allowed over 16 million repeat prescriptions and 1.3 million GP appointments to be organized digitally, freeing up staff time (BBC, 2024). The Department of Health and Social Care estimated that these services avoided some 1.5 million missed hospital appointments and released 5.7 million staff hours in 2024 (Rolewicz, Palmer and Lobont, 2024). These advantages come with new pressures, however as NHS workforce of 1.5 million FTE staff is being confronted with increasing digital administration workloads, increased screen time, and regular software updates (Powell, 2023).
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[bookmark: _Toc209593581]Figure 3 NHS Long Term Workforce Plan
Source: (NHS England, 2024)
4. [bookmark: _Toc209796251]Impact on Service Delivery
4.1. [bookmark: _Toc209796252]Daily Operations: Booking, E-Prescriptions, and Digital Triage Workflows
NHS Digital’s implementation of online appointment booking and e-prescribing services has reshaped daily operations for GP practices and hospitals. Since the accelerated expansion of the NHS App began in July 2024, 87% of hospitals now offer services through the NHS App (Healthcare Management, 2025). The Electronic Prescription Service (EPS) enables prescribers to send a prescription electronically to a chosen patient’s dispenser, eliminating paper forms and manual collection steps (Hareem et al., 2023). Remote triage has also become more prevalent as in June 2025, 33.3% of GP appointments in England were conducted by phone or online; a significant increase from 30.9% in June 2024 and 28.3% in June 2023 (Newton, 2025). These changes have resulted in many practices moving triage farther upstream in the process, taking the strain off reception staff and enabling appointment booking to occur more efficiently. However, this also demands sound systems and back-end workflow integration, which some practices find difficult.
4.2. [bookmark: _Toc209796253]Efficiency: Faster Access and Fewer Missed Appointments
The efficiencies brought by NHS Digital innovation are considerable. The NHS App expansion has helped avoid 1.5 million missed hospital appointments since July 2024, freeing up an estimated 5.7 million staff hours, including 1.26 million clinical hours (GOV.UK, 2025). GP appointment delivery increased year over year as GP teams in 2024-25 delivered approximately 383.3 million appointments, a higher number than the 375.7 million delivered the previous year (NHS England, 2025). Use of e-prescribing through EPS also streamlines turnaround and minimizes error in the prescribing process, although adoption and integration with pharmacies differ regionally.
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[bookmark: _Toc209593582]Figure 4 A third of GP appointments in June were over the phone or online
Source: (Yahoo News, 2025)
4.3. [bookmark: _Toc209796254]Continuity of Care and Critical Trade-Offs
While online platforms enhance access and enable remote monitoring and follow-ups, they also introduce compromises in continuity of care. With more than one system in place, resulting in patients having to repeat information or experiencing delays in switching records between systems. Remote consultations, which were quickly adopted during the COVID-19 pandemic, demonstrated usefulness but also highlighted issues of diagnostic uncertainty and the loss of non-verbal cues (Murphy et al., 2021). Overdependence on digital modes also threatens to leave out those with poor internet access or digital literacy. There are cost savings, but the NHS needs to protect against compromised quality of care in some instances and prevent digital provision from substituting for essential face-to-face contact.
5. [bookmark: _Toc209796255]Impact on Patient
5.1. [bookmark: _Toc209796256]Perceptions: Convenience, Self-Management & Access to Information
The NHS App has really transformed patients’ perceptions of convenience. As of December 2023, the NHS App had 33.6 million registered users, enabling them to order repeat prescriptions, book appointments, and view portions of their GP records online (UKAuthority, 2022). In a Digital Coalition survey (2024) involving more than 600 participants, 78% of participants reported using the NHS App, 81% of them reported that it was easy to use, and roughly 70% reported that it provided value (The Patients Association, 2025). Meanwhile, 23.5 million individuals can now access their test results and view consultation notes through the App, enabling them to better manage their health without needing to call surgeries or attend in person (NHS England, 2025). These functions facilitate empowerment and self-management, which many view positively, especially for stable, long-term conditions and regular repeat prescriptions.
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[bookmark: _Toc209593583]Figure 5  Public and Patient experience on the NHS App
Source: (Pressat, 2024)
5.2. [bookmark: _Toc209796257]Experiences: Barriers, Inequalities & Digital Exclusion
Despite the advantages, different patient groups have varied experiences. According to the “Inclusive Digital Healthcare” model of NHS England, older adults, socioeconomically disadvantaged populations, individuals with poor English skills, and rural dwellers are at a greater risk of digital exclusion (NHS England Digital, 2025). Almost half of respondents aged 75 years and older reported not having used the internet in the previous three months, and more than a third had never used it at all (NIHR, 2024). In the Digital Coalition poll, more than a third of people (36%) reported that they did not use the NHS App because they “did not see the benefit” or did not want to speak to someone (The Patients Association, 2025). In video-consultation pilots, digital exclusion was linked to predictors such as frailty as among a sample of 255 patients in South-West England, 10.7% of frail patients (CFS ≥4) reported total digital exclusion, in the sense that neither they nor their support system was able to use video consultations, and this impacts equality of access (British Geriatrics Society, 2023).
5.3. [bookmark: _Toc209796258]Trust & Safety: Data, Accuracy & Impersonality
Issues of trust and safety persist as ongoing problems. In the GP Patient Survey (2025), 49.0% of patients reported that it was easy to contact their GP practice using the NHS App, compared with 44.8% in 2024 (SMA, 2020). Trust in remote contact remains relatively high, with 73.6% of NHS App users having a good overall experience, compared with lower figures for telephone or other online methods (NHS England, 2023). Furthermore, digital healthcare services are subject to the General Data Protection Regulation (GDPR) and the UK Data Protection Act 2018, which rank health records as “special category data” needing the utmost protection (Kuan and Fulbright, 2025). GDPR requirements of lawfulness, fairness, transparency, and data minimisation are fundamental to patient confidence in innovations like the NHS App (GDPR, 2018). Integrating these regulatory norms ensures that digital transformation prioritises privacy alongside efficiency and accessibility. However, concerns exist as over one in four patients (23%) had experienced mistakes in their medical notes, which can erode confidence (Campbell, 2025). Precision may also be compromised when diagnostic decisions are made without a face-to-face evaluation, particularly for patients with complex or previously undiagnosed conditions.
6. [bookmark: _Toc209796259]Impact on Community
6.1. [bookmark: _Toc209796260]Geographical, Rural-Urban Access & Family
Digital transformation through the NHS App and online booking systems has mitigated travel burdens, particularly for rural dwellers. Urban dwellers are within a 20-minute walk of a GP, but in rural England, just 19% are (SMA, 2020). This disparity translates to being able to save significant travel time and transportation expenses for rural dwellers by having remote appointments or obtaining prescriptions online. As of December 2023, the NHS App had 33.6 million registered users, with over 3.6 million of them aged 66 or older, of these, 62% had used the App in the last three months (NHS England, 2023). Older patients and family carers benefit from this as it implies fewer journeys to the surgery, improved capacity to manage prescriptions and appointments, and reduced reliance on others. However, in rural locations, broadband or mobile internet problems can hinder access; still, many rural homes experience suboptimal connectivity, and therefore, digital health services can be less accessible or dependable.
6.2. [bookmark: _Toc209796261]Public Health, Equity Considerations & Risk of Widening Inequalities
At a population level, NHS Digital’s technologies have facilitated improved data gathering, earlier diagnosis, and possible public health benefits. The adoption of the NHS App has increased from approximately 2 million sign-ups in 2021 to around 30 million in 2023 (NHS England Digital, 2025). However, there are substantial disparities as a study of 6,356 GP practices in England reported that patients residing in the most deprived quintile are less likely to activate the NHS App than their counterparts from less deprived areas (Zhang et al., 2023). Digital exclusion is also prevalent as approximately 7% of households lack home internet access, and an estimated 10 million adults are without foundational digital skills (NHS England Digital, 2025). Minority ethnic groups also experience barriers as The NHS Race & Health Observatory’s report on “Digital Apps and Reducing Ethnic Health Inequalities” points to lower awareness, cultural or language barriers, and lower levels of app use in some Black, Asian and Minority Ethnic (BAME) communities (NHSRHO, 2023). Unless the inequalities are designed and policed with careful consideration, they stand to be exacerbated by digital health rollouts, where the very communities that might benefit most may end up being left behind.
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[bookmark: _Toc209593584]Figure 6 NHS Workforce Race Equality Standard
Source: (NHSEngland, 2023)
7. [bookmark: _Toc209796262]Conclusion
NHS Digital’s evaluation of online medicine and appointment services reveals improvements, alongside ongoing challenges, in the workforce, service delivery, patient care, and community engagement. Service delivery is quicker and more efficient; however, system fragmentation and over-reliance on digital channels threaten the continuity of care. Individuals appreciate the convenience of 24/7 access, self-management, and empowerment, but remain concerned about digital exclusion, accuracy of data, and impersonality of e-consultations. At a community level, digital health tools minimize travel and assist carers, also yielding important data for public health planning; yet unequal access risks exacerbating health disparities. NHS Digital highlights the balance between equity and efficiency, emphasizing the need for inclusive design, enhanced integration between systems, and ongoing research to solidify digital transformation as a unifying force, rather than a divisive one, for UK healthcare.
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