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Component 1: Written Assignment 


An Evaluation of the Impacts of the NHS App on Service Users and Healthcare Service Delivery in the UK.


1. Introduction

Within the United Kingdom, digital innovation has become increasingly important, with technology being a huge part of the improvement of user access to services, support, communication, and an increase in efficiency. One example of these digital innovations is the National Health Service (NHS) App, which was introduced in the UK in 2019 as a digital platform that allows service users to access NHS services through laptops, smartphones and web browsers (NHS England, 2019). This app enables patients to be able to order or reorder prescriptions, access health information, book or manage GP appointments, and access their own personal health records. The purpose of this development reflects a wider policy objective and that includes the modernisation of healthcare and giving service users more control over their healthcare.
The NHS app has experienced rapid and substantial growth in its use, with reports of over 39 million users registering by December 2025, which demonstrates its importance as a digital access point for healthcare in the UK (NHS England, 2025a). The Department of Health and Social Care and NHS England (2022), recognise the NHS App as a central part of the determination to make patient services more of an accessible route into the NHS. However, the introduction of these digital innovations does not automatically result in better healthcare outcomes. With its effectiveness depending on staff capability, accessibility, reliable information, and the needs for diverse patient groups.
This written report critically evaluates the impacts of the NHS App by focusing on two principal areas which include service users and patients, and healthcare service delivery. It outlines the potential benefits of the improved convenience, administrative efficiency and independence whilst also considering its limitations involving service integration, privacy, digital exclusion or particularly for those who have trouble attending appointments due to mobility or financial difficulties or those who regularly use NHS services and are managing long-term health conditions.
This digital intervention therefore supports patient empowerment by putting individuals at the centre of their own care, giving visibility and control over selected aspects of their healthcare. Rather than completely relying on paper correspondence and telephone calls, patients are now able to access information independently. Which reflects on a wider policy ambition giving individuals greater control over their health, making services easier to navigate (Department of Health and Social Care and NHS England, 2022). This is consistent with person-centred care, which emphasises independence, participation and involvement in decision making affecting health and wellbeing.

2. How does this impact healthcare service delivery?

2.1 improved access, patient independence, and convenience 
One significant benefit of the NHS App is that is enables service users to access a variety of selected healthcare services without the need to telephone or visit their GP practices. For example, patients can order/reorder prescriptions, manage appointments and view their health records all through a single digital platform. This is valuable for patients as this reduces effort, time and inconveniences associated around routine healthcare tasks.
The NHS App pilot research discovered that many patients valued prescription ordering and having personal access to their medical records. Research has also identified that 64% of users registering during the pilot had not previously registered for an online service that is connected to their GP practice (NHS England Digital, 2019). This suggests that this app has encouraged many users to sign up and engage with digital healthcare services for their first time. However, this research should be interpreted carefully because patient participation with the pilot does not demonstrate sustained use or better healthcare outcomes for service users.
However, the relationship between empowerment and digital access should not be overstated. Access to information does not automatically mean that a patient can understand it or act upon it appropriately. For example, medical terminology (Jargon), unfamiliar abbreviations, and complex test results can be difficult for a patient to interpret without a professional explanation. Research has found that without implementation and a national rollout of the NHS App it is identified that instances where information appeared fragmented or included jargon was not easy for patients to understand and navigate (Qualitative evaluation of the implementation and national roll-out of the NHS App in England, 2025).
This factor can create a potential risk that increased access to information may produce confusion and uncertainty rather than empowerment. For example, a patient how may receive abnormal results without the correct explanation may incorrectly assume that urgent action may be require leading to anxiety in service users. Patients may fail to identify the significance of the information provided because the meaning may be misunderstood. Therefore, the value of this digital intervention depends not only on whether information is available, but also whether its accurate, understandable, timely and accompanied by professional support.
Which shows the NHS App can therefore improve conveniences and support service user participation, but rather than replace physical face-to-face communication with healthcare professionals it should complement those using the digital services. Digital access is more beneficial in the strengthening of patient-professional relationships rather than transferring all the responsibility entirely upon the patient.

2.2 Digital exclusion and unequal access.
Despite the positives, the NHS App can also have its disadvantages especially towards individuals who cannot access digital technology. Digital exclusion can be involved with many barriers in which include, limited digital skills, unaffordable internet accesses, lack of devices, low confidence with online servers and limited digital skills. Good Things Foundation (2024) recognises these barriers are important and that they should be taken into consideration for the healthcare organisations introducing digital online services.

Elderly individuals, people with disabilities, those with limited digital knowledge, and individuals experiencing poverty may face difficulties. However, not all digital exclusion should be highlighted as affecting every member of a group in similar ways. For example, a person may own a smartphone but struggle understanding medical terminology, difficulties with account verification or navigating complex websites. These barriers are important because having access to healthcare is essential rather than optional. If service users are encouraged to use digital services without receiving the correct support, the existing inequalities may become more pronounced. Some patients who are confident using technology may benefit from convenient access, whereas others may experience difficulties managing appointments, prescriptions, and information.

The Good Things Foundation (2024) argues that digital inclusion requires more than just providing internet access. Confidence, skills, trust, accessibility, and the appropriate support can also influence whether individuals benefit from these digital services. This creates a challenge with the assumption that increasing the number of registered users represents a successful transformation. As this does not establish that service users can actively use the app or understand how it functions.

The government's digital health and social care plan identifies the need to maintain a range of access channels rather than just relying exclusively on digital provision (Department of Health and Social Care and NHS England, 2022). This is essential because a digital-first approach could unintentionally become digital only in practice if face to face or telephone alternatives are more difficult to access.

A more all-inclusive approach would retain these traditional services whilst providing practical support for service users who still want to use the app. Local community organisations or GP practices could provide further assistance on how to register and access features safely on the app. The NHS could also assess potential barriers further and use the evidence to improve the support and design of the app. Therefore, the NHS App's success should not only be judged based off the number of users, but also whether it can improve access to healthcare services without disadvantaging patients who cannot use it.

2.3 Trust, privacy, and patient confidence 
However, the NHS App also raises concerns about the confidentiality and security of patient personal health information. Medical records can contain personal, sensitive information and patients need to feel confident that their information is handled safely, securely, and lawfully. The NHS England's privacy notice expands on how personal information is processed when patients use the app and recognises the responsibilities of the relevant data controllers (NHS, 2026).
However, the UK General Data Protection Regulations and Data Protection Act 2018 provide organisations with a legal framework for handling patients information. In practice, organisations must ensure that personal information is processed safely, lawfully, transparently and for an appropriate purpose. Whilst also maintaining the suitable security measures by respecting individual privacy rights
Digital access may help service users review their information, but can create concern and worry about account security, unauthorised access, or the privacy of shared devices. Some patients may be uncomfortable sharing a phone with other household members that contains sensitive information. Others may be concerned about how their data is being shared or accessed between services. If these raised concerns are not accessed thoroughly, patients may be reluctant to using these digital services.
Privacy concerns should not be treated as evidence that the app itself is unsafe. Instead, this app demonstrates the importance of effective safeguards, accessible support, and clear explanations. Service users should be able to understand what information they are viewing correctly.
Overall, the NHS App demonstrates that it has potential to improve on patient participation and convenience. However, these positives depend on accessibility and public trust, as digital empowerment is only beneficial when users can confidently use the services, understand its limitations and retain to appropriate alternatives.

3. How does this impact service users

Administrative efficiency and access to services 
NHS App has the potential improve overall access and support more efficient services, but its value may depend on inclusive implementation and the continued availability of non-digital alternatives. There are many debates that the NHS App can improve service delivery by allowing individuals to manage appointments, prescriptions and access their medical health records. This can also be beneficial for staff as it reduces routine telephone enquiries and demand for services allowing practitioners to focus on individuals with more complex needs. NHS England (2025) had reported increased use of the app for managing appointments and accessing records, suggesting that digital services are becoming an important part of healthcare delivery. 
 However, the increased usage of the app does not automatically prove improved efficiency staff will still be required to respond to digital enquires, solve technical issues and support service users who cannot function the app independently. Furthermore, this app relies on healthcare organisations having appropriate staff training and reliable systems. This means its effectiveness depends on how well the digital processes are integrated into existing services.
NHS England (2026) provides further details of the NHS apps influence in healthcare delivery, with reports of millions of monthly logins and repeat prescription orders. NHS England (2025b) outlines that prescription tracking can help to reduce unnecessary telephone calls and enquiries to pharmacies, which allows practitioners to dedicate more time to patient advice. However, these positives can depend on patients being able to access and navigate the features effectively, but the reduction of telephones enquires does not prove overall better service efficiency.

4. Conclusion

Overall, the NHS App represents an essential digital innovation that potentially can improve the quality of healthcare access and service delivery in England. It allows patients to manage appointments, access selected medical health records and order prescriptions, which increases convenience and supports patients' involvement in their healthcare. It can also reduce the high demand on current healthcare staff, allowing more time to be directed towards patients with more complex needs.
However, not all service users experience the positives of the app. Privacy concerns, digital exclusion and differences in the digital capabilities of healthcare organisations can limit its effectiveness. Furthermore, the increase in usage does not demonstrate improved health outcomes or reduced staff workloads, which outlines the importance of evaluating the accessibility and quality of digital services rather than only relying on usage statistics.
In conclusion, the NHS app should complement rather than replace traditional services. By still maintaining face-to-face, telephone alternative, improving staff training and providing digital support can help to ensure that service users benefit regardless of their circumstances. The NHS Apps success depends on whether it improves the efficiency of patient experience and accessibility across the NHS.
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