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The NHS App
[bookmark: _Int_BoobN6H3][bookmark: _Int_J26sohom]The NHS App (England) was launched nationally in 2019 and became popular during the Covid-19 pandemic. The app was designed as a ‘digital front door’ for service users to access services from the NHS. It enables individuals to book appointments with their GP, order repeat prescriptions, and proof of Covid-19 vaccination status. The app also enables users to access over services such as organ donation registration and helps individuals check their symptoms. The NHS App has become one of the biggest consumer apps in the public sector and has millions of users registered. 
[bookmark: _Int_JVf2yy1i]Within this report I shall be critically evaluating the NHS App as a digital innovation that has been introduced in the UK healthcare in the last 10 years. This report will examine the impacts of workforce, service delivery, and patient/server user experience. For each domain, this report will discuss both harms and benefits and will use peer-reviewed studies, NHS and government reports as well as UK case studies. The aim of this report is to move beyond the NHS’ app description and make judgement based on primary sources of qualitative and quantitative evaluations of the NHS app. 
Impact on the workforce
Positive effects
[bookmark: _Int_oct5QOig]The NHS App has created may positive effects on the workforce as the app centralises routine functions such as prescriptions on repeat, appointment booking etc. the app makes it easier for administration to cope with multiple patients and helps with prioritising workloads. The app also sends it automatic appointment reminders for service providers to service users to reduce wasting on GP time. With the reduction of clinical administration tasks there is more time for clinical work. The NHS App has good data management that has indicated rapid growth in ordering prescriptions and record views through the app. 
[bookmark: _Int_tib2DFGc]With the launch of the NHS App there was a lot of new digital roles and skills. The app required roles such as digital product teams, project managers, and digital analysts within the NHS. The NHS App created roles in national product governance and analytics and diversity in workforce that can be valuable longterm.
Negative effects & Critical issues
Some healthcare practices may have limited IT capacity or have older staff who may not be familiar with technology and may find it difficult working the app. smaller practices may find issues in resistant to change as staff may prefer face-to-face systems then digital. The NHS app reduces direct contact between service providers and users. A result of this is that healthcare professionals may feel like their work is more transactional. With how fast booking systems and digital flow works it can reduce staff breaks and add to the pressure of seeing so many patients possible which will also contribute to staff burnout.
With such sensitive patient information there is an elevated risk of a data breach. With the greater risk comes greater responsibility and accountability for keeping digital record and managing them. This adds legal and ethical pressure on healthcare providers as they must stay compliant with regulations e.g. General Data Protection regulations (2018).

Service delivery:
Positive impacts:
[bookmark: _Int_tNKwxp0C]With the help of remote consultations service delivery is more effective and faster. consultations reduce the need for physical appointments, saving time for both service providers and users. AI-driven Telehealth services have been proven that there are significant improvements in the NHS. An example of this is that the NHS has reduced waiting lists by over 50% in physiotherapy by using an AI physiotherapy service.
The NHS app has transformed service delivery by making it possible for patients to access healthcare services anytime and anywhere making it more convenient. An example of this is that patients can order repeat prescriptions and reduce the workload of GPs.
The NHS app supports self-care by giving direct access to health information to patients.
Negative impacts:
[bookmark: _Int_GYrVL9lq]Although there have been many benefits of the NHS app there are still a lot of challenges. One challenge is that not all General Practices are up to date and do not offer the same functionality. NHS App engagement can be reduced because of this as patients may have limited access to records.
Feedback from users highlighted that they often face technical issues when trying to operate the app such as login issues and reliability of the app. Many users feel frustration by security processes on the app e.g. two-factor authentication.
With the app being online it reduces face-to-face interactions leaving some app users feeling neglect as they cannot physically interact with healthcare professionals. This particularly will affect service users who need more personalised support. 
Patient and service use experience
Positive impact:
[bookmark: _Int_WLsknz32]The NHS app has helped service users control their healthcare needs to help them. With the help of the app individuals can make appointments, manage their prescriptions, access records, and monitor their health independently- promoting patient-centred care.
Research has shown that users the app is more accessible and convenient. According to Patient Association, 78% of users found that the app was ‘easy’ and ‘valuable’ in managing their health.
Negative impacts:
Even though the app was deemed easy to use by majority of its users there are still many individuals who still face difficulty such as: older adults, those without access to smartphones, low digital literacy users. There is a lot of digital inequality especially in rural and deprived areas. 
[bookmark: _Int_Yy3nkiUP]The more personal health data that is stored digitally patients often worry about the safety of their information. Confidentiality is something that the NHS prides themselves on but there is still room for data breach.  Patients still prefer traditional methods of communicating with service providers. 
Community:
Positive impact:
The NHS app supports more efficient and accessible healthcare delivery.by enabling access to services remotely it reduces the need for travel meaning that patients in rural areas do not have to worry about how they would get to appointments. The app supports many public health initiatives e.g.  the NHS COVID Pass, set up by the NHS in 2019 when the global pandemic hit. This pass proved Individuals' vaccination status , test results of Covid-19, allowed entry into international travel destinations. 
Digital tools on the NHS app also encourage co-production meaning patients can actively participate in managing their own health. By doing so it increases community engagement e.g. During Covid-19 by using the COVID-19 Pass by taking responsibility for event requirements or travel.  By proving vaccination, it encouraged individuals to take responsibility for public health.
Negative impact:
[bookmark: _Int_KGZEcSWN][bookmark: _Int_vhNAhXys]Despite the benefits, digital exclusion is still at large in communities across the UK. Certain groups will still face difficulty in accessing or operating the NHS App. The NHS has recognised this issue and have developed frameworks to promote digital inclusion to ensure that digital services are accessible to all and still offer non- digital alternatives. 
[bookmark: _Int_MBbs6JEh]There is also a risk of reliance on digital services that could reduce community and face-to-face interactions. This means that it weakens relationships between service providers and its users as they have not had any physical interaction and are expected to write their issues online and wait for a response from Artificial Intelligence and to wait for referral. 
Conclusion:
[bookmark: _Int_32keihqM][bookmark: _Int_wvBZ0uTE]Overall, the NHS App represents a significant digital innovation within health and social care in the UK. Transforming how services are delivered and accessed by service providers to service users. It has improved efficiency, enhanced patient autonomy and supported digital-first healthcare shift.
However, the implementation of the NHS App has highlighted challenges such as workforce adaptation, digital inequality, variability in providing services. Even though the app has potential to improve the outcomes of healthcare, its success depends on addressing the challenges and ensuring inclusivity to all individuals having access to the NHS App. 
Overall, the NHS App demonstrates both opportunities and complexities of digital transformation in health and social care. A balanced preach combining digital innovation with traditional care methods essential to maximise benefits and minimise risks. 
Recommendation:
[bookmark: _Int_2uOjLs1f][bookmark: _Int_6LNg8tPX]To maximise the effectiveness of digital innovations such as the NHS App several improvements should be made. First, digital exclusion needs to be addressed, the NHS should continue to provide non-digital options such as use of paper certificates and face-to-face services. Secondly healthcare professionals should have on-going training to confidently use digital systems and support patients confidently when showing them how to use the digital innovation. 
In conclusion, the success of the app has transformed healthcare delivery massively the success would still depend on inclusivity, system reliability, and patient trust. Implementing these recommendations will help ensure that digital tools benefit all user and support sustainable healthcare delivery.
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