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INTRODUCTION 

This report will look at the Digital NHS App innovation The National Health service (NHS) has invested heavily in digital technologies to enhance patient access, improve efficiency, and support workforce productivity. It was introduced in 2019, the app was designed to improve access to primary care enabling users to improve access to primary care but enabling users to book GP appointments, order repeat prescriptions, view test results, and access elements of their health record (Reidy et al, 2025).

The NHS App was deigned to make everyday healthcare tasks as simple as online banking, and it continues to expand as part of the NHS’s long term digital plan. The policy paper it set out four goals of reforms transform performance, personalise health and social care and reduce health disparities, prevent people health and social care needs from escalating, and improve the experience and impact of people providing services (NHS England, 2022).

Its implementation forms part of the uk government wider digital transformation strategy aimed at improving healthcare accessibility, efficiency, and patient engagement. The two areas that will be focusing on are the workforce and patient /service user it will find out benefits and the challenges face and evaluate the strengths and the weaknesses. 
                                                                                                                                
WORKFORCE

The workforce perspective, the NHS App has been introduced so it will improve the efficiency and productivity and reduced administrative workload (NHS England, 2026). The digital services it allows patients to do routine tasks independently, so this put less pressure on staff who are in the front line such as receptionists, nurses, and General Practitioner.

With the NHS App it has been able to free about two million hours of staff time and 890,000 hours of GP time in the year 2023 to 2024 by allowing patients to use the NHS App digitally (NHS England, 2024). There was an increased in workload because patients would turn to the reception team for help in registering for the NHS App.

The government’s digital health and social care strategy identifies three principal barriers that continue to impede progress towards system‑wide digital transformation. First, decision‑makers across the health and social care sectors report that existing national guidance is fragmented and lacks coherence, making it difficult to understand how different documents align to provide a clear strategic direction. As a result, local leaders require greater clarity regarding what they are expected to deliver, what will be delivered nationally, and the associated timelines. Second, industry innovators have emphasised the need for organisations, enabling the development of digital solutions that can be adopted consistently across the system. Third, finance leaders have highlighted concerns about limited local control over digital investment and the absence of long‑term funding certainty. This final barrier has begun to be addressed through the Who Pays for What framework, which outlines the delegation of greater digital funding to Integrated Care Systems (ICSs) (Department of Health and Social Care, 2022).

To accelerate progress towards system‑wide digital transformation, the policy document addresses the first two barriers identified by sector stakeholders: the need for clearer strategic guidance and improved collaboration between innovators and health and care organisations. Its purpose is to support Integrated Care Systems (ICSs), local partners and technology suppliers in making informed digital decisions that align with national priorities. 

The strategy sets out an ambition that, by 2025, the foundational digital infrastructure required to transform services will be embedded across the health and social care system, enabling earlier adopters to progress further and ensuring that the benefits of digital transformation can be realised equitably across all regions. Section 1 outlines the national actions underway to ensure that digital technologies become integral to the entire system by 2025, while Section 2 presents a vision of a digitally enabled future. This vision is illustrated through the projected care journeys of three individuals in 2028, demonstrating how a connected, improve access and support personalised care. The intention is that this shared vision will guide ICSs in shaping local digital strategies that reflect the specific needs of their populations (Department of Health and Social Care, 2022).

The Data Protection Act 2018 establishes the legal framework governing how personal information relating to individuals is collected, processed, stored, and shared within the United Kingdom. GDPR sets out seven key principles which are Lawfulness, fairness and transparency, Purpose limitation, Data minimisation, Accuracy, Storage limitation, Integrity and confidentiality, and Accountability. [image: ]It sets out the statutory responsibilities of organisations, including those in health and social care, to ensure that personal data is handled lawfully, fairly, and transparently. The Data Protection Act requires that data is collected for explicit and legitimate purposes, is limited to what is necessary, and is kept accurate and up to date. It also places obligations on organisations to implement appropriate technical and organisational measures to safeguard data against loss, misuse, or unauthorised access. Importantly, the legislation provides individuals with enforceable rights, such as the right to access their data, request rectification, and challenge unlawful processing.

In sectors handling highly sensitive information, such as health and social care, the Data Protection Act plays a critical role in ensuring that data processing supports care delivery while maintaining public trust and protecting individual privacy (Data Protection Act 2018).

PATIENT/SERVICE USER

The NHS App has improved convenience and patient engagement, the overall service user experience varies depending on accessibility, digital literacy and health care infrastructure. This improves patient experience, giving them greater choice and flexibility over how and when they book appointments and the ability to reschedule them if needed, while also freeing up admin and clinical time so that patients can be seen and treated more quickly (NHS England, 2025).

Improved patient experience single digital ‘front door’ to the NHS which can be beneficial to patients, as well as the NHS (NHS England, 2025). Patients are able to see all of their healthcare messages easily in the NHS, text messages or email which ensures that they have a convenient, timely, secure and accessible experience (NHS England, 2026). There is also a substantial cost that the NHS save by sending patients texts, emails and reminders to the NHS app rather than through physical letters. This cost for the NHS to send out letters is cut and the amount can be redistributed to trusts and integrated health care boards (NHS England, 2026). With digital-first messaging, the amount of patients who do not attend is reduced as they are more likely to be reminded through notifications being turned on and receiving push notifications. In addition to this, there is a greater uptake of prevention services where patients receive reminders and information through the NHS app and then seek out advice for their issues (NHS England, 2026). For example, they are more likely to seek weight management and smoking cessation advice as face-to-face appointments or advice may make them feel embarrassed or judged while the NHS app is private and personal. Reduction in patient queries to hospital trusts and GP practices, as patients can view and manage their appointments via the NHS App.

The expansion of the NHS App in the North West has contributed to a significantly improved patient experience by providing a single, integrated digital “front door” to NHS services. This centralised access point enables patients to view and manage their hospital and GP appointments in one place, enhancing convenience and reducing the need to navigate multiple systems (NHS England, 2025). As a result, they were less likely to miss hospital appointments.

Evidence from the survey indicates that it is essential to maintain non‑digital methods of communication with healthcare professionals. Respondents emphasised that some individuals either choose not to engage with digital technologies or are unable to do so due to a range of factors, including financial constraints, limited access to devices, low digital capability or confidence, and concerns about data security. Consequently, participants stressed the importance of preserving alternatives such as telephone and face‑to‑face interactions for core activities, including booking appointments and ordering prescriptions (Digital Coalition, 2024).

Respondents who support others to use the NHS Apps including family members, friends, and community support workers reported that additional guidance and training resources are needed to help those they assist develop greater independence in using the NHS App. These individuals emphasised that improved support materials would enhance users’ confidence and capability, enabling them to engage more effectively with digital health services (Digital Coalition, 2024).

Survey responses indicated that individuals who do not use the NHS App, use it infrequently, or rely on others for support face several barriers that limit their engagement. These barriers can be grouped into three overarching themes (Digital Coalition, 2024). First, many respondents reported difficulties accessing the app or challenges related to the accessibility of information and services available. The second theme was that it varied depending on the extent to which their GP practice enabled specific app functions. Thirdly, a lack of digital skills, confidence, and motivation alongside broader concerns about engaging with digital healthcare further contributed to low or irregular use (Digital Coalition, 2024). Additionally, those who help others to use the app usually requested more support to enable those they help to use the app independently. They believe that better training materials and more support is required to enable them to engage with the app independently which would help to improve the accessibility of the app and therefore its use (Digital Coalition, 2024).

Collectively, these findings highlight the need for improved accessibility, consistency, and digital support to enhance equitable engagement with the NHS App (Digital Coalition, 2024).
Current literature commonly identifies four major industrial revolutions. The first was driven by mechanisation and the introduction of steam power; the second by mass production enabled through electricity; the third by the rise of computer‑based automation; and the fourth termed Industry 4.0 by the integration of digital technologies, artificial intelligence, and cyber‑physical systems (Schwab, 2016). 

These technologies are now reshaping the NHS through tools such as the NHS App, remote monitoring, digital triage, and integrated care systems, signalling a transition towards more personalised, data‑driven, and proactive models of care. Collectively, the four revolutions illustrate how technological change has continually transformed healthcare delivery and underpin the strategic direction of current digital transformation efforts across the sector.

CONCLUSION 

The NHS App has become an important digital tool improving access to healthcare services in the national health service. It allowed patient to book appointments, order repeat prescriptions and checked health records, and access trusted health information from their mobile phone. By doing that it has reduce the workload for GP surgery, so they have more time to be on hand for patients.

There is still a lot to do with the NHS App. There are still challenges limited digital; literacy among patients the older generation and some just don’t want to change they would prefer to speak someone face to face or ring up on the telephone and have an in-person appointment. They don’t have a smartphone, internet access, or digital skills may be excluded.


RECOMMENDATION
Improve digital accessibility the national health service should provide tutorials, community workshops there should support should be given to the elderly patients who are less tech savvy.

Provide more support options, such as printed guides, in‑app help and human support at GP practices.
Maintain non‑digital alternatives so people who cannot or do not want to use the App are not excluded.
Increase awareness and promotion so more people understand what the App does and how to access it.

Improves convenience for routine tasks.

Help users feel in control of the health care.

Supports self-management and reduces need for phone calls to GP practices.

Low digital confidence and skills so find the app overwhelming.

GP Practices continuing to restrict access to information, so you can’t see your results.

Over reliance on digital systems may disadvantage older adults, disabled people, or those with low literacy.
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