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[bookmark: _Toc209088928]1. Introduction
In the contemporary world, digital innovation is at the forefront of the healthcare system. According to the information from the World Health Organisation (WHO), digital technologies have become integral in individuals’ daily lives. This progress not only supports interconnectedness but also eases the healthcare access level, which was previously untapped by populations worldwide (WHO, 2025). Understanding this emerging scope of digital innovation, this report will draw attention to the context of implementing a digital solution in the UK health and social care system over the last 10 years. Through this focus, critical perspectives will be gathered by exploring aspects like workforce, service delivery, patient/service users and community-based outcomes of the digital innovation. 
[bookmark: _Toc209088929]2. Overview of the digital innovation introduced in the UK health and social care system
In this report, the NHS App, which was launched in 2019, will be investigated. As a digital transformation, the NHS App serves as a gateway to offer digital care solutions to UK patients and service users (England.nhs, 2020). The evidence reported that through a successful pilot testing with approximately 3000 patients and 30 General Practitioners (GPs), the NHS App has gained momentum in its public rollout. 
When focusing on the health and social care system, diverse aspects are recognised, which shape the contemporary UK care services. For instance, LGA (2025), mentioned that the Local Government Association (LGA) partnered with NHS Digital to grant funding for digital innovation across social care. This shows an effective dive into addressing challenges in adult care. At the same time, Allcock et al., (2024) men	tioned that in England, the implementation of digital technologies has transformed the health and social care landscape through a continuous exploration of innovation opportunities. 
Notably, the emergence of the NHS App has set a pace to meet diverse patient needs, as underpinned by the NHS Long-Term Plan. As part of the progress, evidence shows that nearly 28 million individuals in the UK are using the NHS App, while 40 million individuals have completed NHS login (Gov.uk, 2022). Through this focus, it is understandable that the NHS App serves as a centralised platform to improve patient/service users’ health in England, while being trusted by the majority of the UK population. 
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[bookmark: _Hlk211335231]Figure 1: Adoption rate statistics of the NHS App by UK people (Source: Sukriti et al., 2023)

[bookmark: _Toc209088930]3. Evaluation of impact on the workforce
Digital innovation is continuously reshaping the working scenario in organisations, especially in the health and social care system. Rout (2025), demonstrates that the advent of digital technologies is aligned with both job displacement and offering new roles with demanding technical skills. While this increases operational efficiency and remote work facilities, the outcome has equally enhanced the digital divide. 
Transition in job roles
Positive Outcomes:
Streamlining administrative process - Based on the information provided by Gov.uk (2024), receptionists across NHS hospitals and administrative staff, amid the adoption of the NHS App, are spending fewer hours on their routine tasks, for example, booking appointments or issuing prescriptions. This enabled the redeployment of complex service-specific coordination roles.
Digital Navigators - With the launch of the app, emerging opportunities with diverse job roles have been introduced, for example, digital facilitators (Wisniewski and Torous, 2020). As a potential job role, a digital facilitator supports patients to effectively leverage the app, particularly across community settings. 
Support for the remote triage system - As per the evidence provided by Gov.uk (2024), through the digital app, clinicians effectively preview the patient data, typically submitted using the app, for example, a questionnaire. This enables a focused consultation with efficient triage.
Negative Outcomes:
Risk related to role redundancy - With the implementation of the app, some existing admin roles become less effective (Zhang et al., 2025). This increased concern regarding job security as well as role erosion.
Increase dependence on technologies - Based on the information provided by Pavuluri et al., (2024) healthcare staff have become overreliant on app-specific workflow monitoring. This reduces the flexibility of staff when using face-to-face and offline systems as needed. 
Fragmentation of responsibilities - With the implementation of digital systems to handle the complete care pathway, it has been reported that care professionals often lack holistic oversight regarding patient journeys (Chen et al., 2024).
Role Competency & Training
Potential Outcomes:
Upskilling opportunities - The information provided by Audrin et al., (2024) explains that staff trained with enhanced digital proficiency, expertise in cybersecurity, as well as data governance enhance professional development, besides adaptability.
Interdisciplinary collaboration - The integration of the app in the secondary care system encourages a cross-functional team collaboration (Reidy et al., 2025). This involves the IT department, clinical staff and the administrative staff.
Evidence-Based Practice (EBP) - Another potential opportunity that a digital app like the NHS App offers is the real-time patient record, which supports informed decision-making (NHS, 2025). Besides, the approach also encouraged a personalised approach to care planning. 
Negative Outcomes:
Training gaps - With the newly established app, health and social care organisations are experiencing a significant dilemma in providing adequate training to staff. Evidence highlights that most staff fail to receive the necessary training, particularly within small practices (Navarro-Martínez et al., 2023). This increases inconsistency in terms of competence.
Digital fatigue - With a continuous adaptation to the new digital app in NHS-based hospitals and Trusts, staff experience a cognitive overload, with resistance from most workers (Supriyadi et al., 2025). 
[bookmark: _Toc209088931]4. Potential outcomes in service delivery
In the previous focus, it has been identified that a digital innovation like the NHS app heavily influences the workforce in the UK health and social care system. Amid the focus, further information has been explored to understand the way this app has been influencing the service delivery across the care system.
Positive Outcomes:
24/7 access to care services - The launch of the app in 2019 has become a potential digital initiative by NHS England. With its 24/7 facility, patient can easily book their appointments with GPs and other specialists, improve repeat medication purchases and real-time view of test results (England.nhs, 2020). This has reduced the delay in care access and continuous reliance on face-to-face interactions.
Reduction of administrative burden - As informed by Gov.uk (2024), the automated appointment process for booking & prescription requests reduces staff pressure and enables them to focus on more complex tasks. Additionally, with the reduction in paperwork, a positive streamlining of workflows is evident throughout GP practices as well as NHS Trusts.
Improvement in care continuity - The integration of the app with patient health records, such as EHR, has enabled clinicians to access huge patient data, thus increasing efficiency in patient outcomes (NHS, 2025). 
Negative Outcomes:
[bookmark: _teor4f7dxxf0]Digital Fragmentation - Despite its operational efficiency and service provision to patients and staff, the NHS App shows inconsistency in terms of availability to all NHS Trusts and practitioners (Hadjiat, 2023). This increases the dilemma in service provision. 
Challenges in access by non-tech-savvy users - While the ageing population in the UK is higher, the digital divide is a concerning situation. LSE (2022), informs that the digitally-excluded group, especially elderly people, experience significant challenges in tracking and tracing the NHS system, which has gone digital since 2019.  Hence, this creates health inequalities. 
[bookmark: _Toc209088932]5. Impact on patient/service users
In the context of understanding the influence of the NHS App, it has been established that the app has a greater influence on patients and service users in England (England.nhs, 2020). A detailed analysis has been established below.
Positive Outcomes:
Patient empowerment & autonomy - Based on the evidence gathered, an increased feasibility has been observed with patient access to medical records, prescriptions, and test results (NHS, 2025). This has positively created a “sense of control” over health conditions.
Increased convenience & accessibility - As already mentioned above, the introduction of the app and its 24/7 accessibility has increased interaction between patients and service providers/health professionals (England.nhs, 2020). This reduces mobility issues.
Increased Transparency - According to the information provided by LSE (2022), patients reported that the app increased their trust in healthcare services due to enhanced data tracing and tracking appointments through real-time engagement. At the same time, notifications as well as pre-consultation questionnaires are helping patients to experience a prepared and informed situation prior to clinical interactions. 
Improved Communication - Based on the evidence gathered from the article, Orionhealth (2024), the NHS App has diversified health and social care access with increased registration of nearly 34 million users across England since 2019. With enhanced visibility, a communication transparency has been established with greater streamlining of services by healthcare providers. This encourages users to enhance messaging as well as documentation access, thus lowering delays, besides missed communications. 
Negative Outcomes:
Digital Exclusion - It has been previously established that the digital divide is a real-time concern with the continuous upgrade of the NHS system to a digital level. As per the information provided by LSE (2022), the distinction in NHS service access has widened since the coronavirus pandemic, when tech-savy users are more inclined to internet access to facilitate healthcare service. While this supports the NHS Long-Term Plan in care continuity, non-users experience a dilemma in accessing the NHS app. Moreover, it is evident that practices across deprived areas highlight a reduction in registration rates by 25%. Hence, health inequality increases.
Fragmented Experience - A greater inconsistency in data availability across NHS Trusts and GP practice areas increases the delay in service provision (Hadjiat, 2023). This led to patients/service users’ built-up frustration with a depleted experience. Secondly, patients experience a dilemma with the over-coded system interface, which creates complexities in the interpretation of own records (Fiercehealthcare, 2025).
[bookmark: _Toc209088933]6. Evaluation of impact on the community
Apart from evaluating the impact of the NHS app on the workforce, service delivery conditions and patients/users, a further priority has been given to the effect on the community. 
Impact on the community based on patient & service location
Positive Outcomes:
Improved care access - As stated by Gov.uk (2025), patient experience feasibility in booking appointments and remote access to healthcare services. This addresses disparities across rural and underserved areas.
Location-specific service choice - With exclusive features such as “My Choices”, enable patients/service users to compare practitioners' abilities in terms of proximity, patient wait times, as well as outcomes (Gov.uk, 2025).
Negative Outcomes:
Digital divide - A repetitive dilemma continuously observed with the NHS App is the digital exclusion of groups, particularly non-tech users (LSE, 2022). Evidence shows that individuals without smartphones and a stable internet connection face exclusion from the service.
Fragmented Service - From a community-level focus, it has been established that GPs face significant issues in offering a complete app functionality to users, which, therefore, creates inconsistencies across regions (Fiercehealthcare, 2025).
Impact on the family
Positive Outcomes:
Carer empowerment - Evidence shows that family members support vulnerable patients by managing appointments, besides handling prescriptions effectively (England.nhs, 2020).
Stress reduction - Increased feasibility in access to patient records has alleviated anxiety among healthcare providers and families while managing critical illnesses (England.nhs, 2020).
Negative Outcomes:
Privacy concerns - This is a major issue when leveraging tech innovation in healthcare service provision (Grande et al., 2020). Leveraging shared devices and proxy access has increased challenges in terms of consent & confidentiality aspects.
[bookmark: _Toc209088934]7. Conclusion
Overall, the report provided a structured overview of the significance of a digital innovation, the NHS App, in the context of health and social service provision in the UK. Based on the evidence gathered through the analysis of the information, the NHS App has become a digital upfront in recent times that not only improves NHS healthcare access to patients and service users but also reduces job stress with increased feasibility in administrative operations for health and social care professionals. However, challenges are also underpinned by an evidence-based focus on innovation, although more research is required to particularly study the improvement areas for the NHS App. 
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