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Introduction 

The NHS App was introduced in December 2018 as how patients in England can access a digital pathway into the NHS. This service allows for them to reorder repeat prescriptions, check in and book appointments, see parts of their health record and access information about health and care services (NHS England Digital, 2026). Digital innovation in the UK health service could not be more crucial right now as we are facing increased demand, workforce pressures and an increased focus on accessibility of services. The app is making the move from the previous predominantly in person and over the phone experience to a more digitised approach to health care. Based on data from NHS England, the app had more than 40 million registered users as at December 2025 (Sollof, 2025). However, while registration figures do suggest that a technology has been used, they do not prove that the technology has made us healthier, reduced health inequalities or saved NHS resources. This report will give a balanced view of the benefits and drawbacks of this NHS App technology to the patients and service users, workforce and delivery of services.
The NHS App development is part of the transition to digital healthcare enabling patients to take some personal responsibility for aspects of their care. The NHS App offers convenience and capacity management advantages, but this is contingent on sufficient access, digital capability, data security and integration with the NHS IT system. This report assesses the effects of NHS App on two aspects: the patient/service users and the demand on NHS capacity. (UK Parliament, 2022). It reports the benefits and disadvantages based on evidence from NHS blog posts and research and advances the thesis that although NHS App can contribute to the delivery of care, it cannot address capacity or inequalities issues alone.

The NHS App, first issued in England in December 2018, is one of the various digital innovations in the health setting, which has made a difference to how patients obtain health information and health services. It has also made a difference to health professionals and NHS organisations, although it still has its limitations which we should consider before determining whether it improved healthcare for every patient. We should remember to examine both the positive and negative evidence before jumping to the conclusion that, simply by introducing digital technology, we are leading to an improvement in healthcare.
The report will explore the effects of a digital health system on three key areas: Patients and service users - including convenience, digital access to health information, patient empowerment, privacy and digital exclusion (Shapoo et al., 2025). Workforce - including administrative burdens, communication, efficiency, training and additional workloads. Delivery of healthcare services - including service efficiency, costs, access to services, health inequalities and quality of care.



Workforce
The NHS App has an impact on different healthcare professionals, including GPs, nurses, receptionists and administrative staff. One of its main benefits is that it may help reduce some routine administrative tasks. (Admin_redmoorhealth_staging, 2024) For example, when patients order repeat prescriptions or access their health records online, staff may spend less time dealing with basic enquiries over the phone. This could give healthcare professionals more time to focus on patients who need medical advice or more complex care.
suggests that well-designed online services can help patients find the right service more easily and reduce wasted time for both patients and practice staff. However, this does not necessarily mean that every feature of the NHS App reduces staff workload, as the benefits may depend on how the service is used in practice.
It is also important to consider whether the app removes work completely or simply changes how it is carried out. For example, ordering a repeat prescription online may reduce telephone calls, but staff still need to process the request through the appropriate systems. They may also need to help patients who struggle to register, resolve technical problems or correct errors in their records. (England, 2019). This suggests that although the app can make some processes more convenient, it does not remove the need for administrative support.
Research into the initial NHS App pilot found that practice staff were generally positive about the technology. However, practices also needed guidance, preparation and support to introduce it successfully (NHS Digital, n.d.). This highlights the importance of providing staff with suitable training and enough time to adjust to new ways of working. Without these resources, introducing digital services could create extra pressure, particularly in GP practices that are already dealing with high workloads.
Another issue is that giving patients greater access to their health records may lead to more questions for healthcare professionals. Some patients may need help understanding test results, medical terminology or information that causes them concern. (Reynolds et al., 2018). Although this increased involvement in their care can be beneficial, it may also increase staff workloads if patients do not have access to clear explanations or appropriate professional advice. Hospitals tend to see the app as useful for efficiency and the benefit of engaging with patients directly however, they also tend to find the app more difficult to use and require a lot of additional resources to implement it successfully into their daily routines. (Marketing Teams, 2025).
In the longer term, the NHS App could help healthcare teams manage routine tasks more efficiently. However, the extent to which this happens is likely to vary between practices, depending on their staffing levels, existing systems and the needs of their patients.
Overall, the NHS App has the potential to improve efficiency for healthcare staff, but its impact should not be judged on the assumption that digital services automatically reduce workloads. While it may reduce some routine tasks, it can also introduce new responsibilities and challenges. Its effectiveness therefore depends on how well it is integrated into existing services and whether staff receive the training and support needed to use it effectively. (Shemesh, Coughlan and Horton, 2025).


Patients/ Services Users
One major benefit of the NHS App is improved convenience and access to healthcare information. Patients can use digital services without necessarily contacting their GP practice by telephone or attending in person. For example, repeat prescriptions can be ordered through the app, while eligible users can access their health records and manage appointments. These functions may reduce the time and effort required to manage routine healthcare needs. Evidence of substantial uptake supports the argument that the app brings a service people are willing to use. NHS England reported that 67.8 million repeat prescriptions were ordered through the app during the 12 months from December 2024 to November 2025 (England, 2025)
This shows that ordering prescriptions online has become a regular part of healthcare administration in the UK. Patients enjoy the accessibility and convenience they have to the app. They have been able to receive information and services right away which has significantly impacted their health positively. However, some are concerned about privacy and security issues, and the unreliability of the app itself. (Maans al., 2025)
Another key benefit of the NHS App is that it gives patients more control over their healthcare. By accessing their health records and medication information, patients can become more involved in decisions about their treatment. For example, they can prepare questions before appointments, check their records for mistakes and develop a better understanding of their medication. This supports person-centred care because patients are encouraged to take a more active role in managing their own health. (Digital.nhs.uk, 2025).
However, these benefits should be considered carefully. Being able to order prescriptions online does not automatically mean that patients will receive their medication faster, take it correctly or experience better health outcomes. In the same way, having access to medical records does not guarantee that patients will understand the information or know where to get professional advice. (Jervelund et al., 2025). Therefore, the NHS App should be seen to support patient involvement rather than a replacement for healthcare professionals.
A further limitation is that not everyone has equal access to digital services. Some patients may not have a suitable smartphone, reliable internet access or the skills needed to use the app confidently. We know from our experience that even with large improvement in NHS App uptake, 31% of the population are still not going online for health services. As indicated by our Digital Nation 2025 report, nearly 8 million people lack the skills to get the most out of the digital world and people who are digitally excluded are disproportionately likely to be over 65 (77%), have a disability or impairment (69%) or lack formal qualifications (47%) – the population groups most dependent on the NHS. (Goodthingsfoundation. Org, 2025). Others may find the app difficult to use because of disabilities, language barriers or difficulties understanding medical information. Older people may also need additional support, although it is important not to assume that all older adults lack digital skills (Patient views and experiences of Digital Health Tools Year 5 reports Contents, 2026) 
The main concern is that, while the NHS App can make healthcare more convenient for some patients, it may create additional barriers for others. If telephone and face-to-face services become less accessible as more services move online, some patients could find it harder to get the care they need. For this reason, the success of the NHS App should not be measured only by how many people use it or how convenient it is. It should also be assessed by whether it provides fair access to healthcare for people with different needs and circumstances. For Patients Users may be discouraged from using the app over concerns about the safety of their health data. If data privacy were breached, this could erode trust in the healthcare system. (Alhammad et al., 2023).

Conclusion
The NHS App is an important example of digital innovation in England’s healthcare system. Since its launch, it has provided patients with easier access to services such as repeat prescriptions and health records, while creating opportunities to improve communication and reduce some administrative tasks. Its widespread use shows that digital technology is playing an increasingly important role in how NHS services are delivered (Sollof, 2025).
However, the app does have limitations. Some patients may find certain features confusing or difficult to access, while others face barriers because of limited digital skills, disabilities or language difficulties ( The Patients Association, 2024). Healthcare staff may also need to provide additional support to patients who struggle to use the app (Pacheco and Burgess, 2024). Furthermore, high registration and usage figures do not necessarily prove that the app has reduced healthcare costs, improved patient outcomes or reduced inequalities in access to services.
Overall, the NHS App has the potential to make healthcare more convenient and improve access to information, but its benefits are not experienced equally by everyone. Its long-term success will depend on how effectively the NHS addresses digital exclusion, supports healthcare staff and ensures that information is accurate and easy to understand. Patients must also continue to have access to alternatives, such as telephone and face-to-face services. Ultimately, the app's success should be measured not simply by how many people use it, but by whether it improves patients' experiences, the quality of care and equal access to healthcare (Deniz- Garcia al., 2022).
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