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Component 1 Written Report: The NHS Application


Introduction:
In the UK, digital innovation has become extremely important in order to modernize and revamp the health and social care access for everyone. In order to go with the times and meet the increasing need for more health care services and accessibility, the NHS (National Health Service) has used different technologies to digitally help improve the high standards of care for patients and maintain accessibility and equality for everyone. The topmost significant digital innovation that has been introduced in the last 10 years in the health and social care sector has got to be the NHS application programme which was initially launched nationwide in 2019 (KC 2023). The NHS application functions as a great tool that can allow patients to access all of their appointments, manage messages, access different test results and even prescriptions amongst other things. 

Therefore, this report will critically evaluate the innovation of the NHS application in the UK health and social care field by examining its impact and effect on certain areas such as the workforce, patients and services and communities. In order to fully assess its effectiveness, the key discussions will focus on the advantages and limitations studied of the application. This will be followed by recommendations, suggestions and then the conclusion.


What is the NHS application:
No doubt within the NHS, there is a huge demand in services which will only keep rising. By providing digital delivery it can help to assist in healthcare provision for patients as it's extremely important that the NHS adapts and fits into the 21st century. The NHS application is a mobile phone application that can be downloaded and immediately used once signing in and verifying identity. The application has many uses and provides great advantages once logged on. It helps patients to view their medical records at their General Practitioner’s (GP), manage and book their GP appointments, register as organ donors, order any repeat prescriptions, check their health symptoms using the online NHS 111 guidance, check their health and symptoms using the A-Z list and patients can also choose their preferences for data sharing for any health research and planning (KC 2023).

According to the NHS Long Term Plan, the NHS aims to increase the use of digital information and technology to assist making access to healthcare services easier and more convenient for patients. In light of this, the NHS application was created, and it is the crucial key ‘digital front door’ to access NHS services in minutes with just a swipe or click. The application has been designed to help the patients control how they can use the NHS services available to them (Nelson 2020). Once they have the application on their phones patients can start accessing their digital healthcare straight away from anywhere which makes it convenient. It gives patients a sense of empowerment, confidence and enhances their autonomy. That is why by giving patients the power to manage their health and well-being through online services, the NHS is ultimately able to meet the needs of people (Beaney 2019).



Impact on the Workforce:
The first key benefit of the NHS application is that it helps the workforce and staff by improving their overall productivity and efficiency by saving their time and workload. For instance, reception and administration work in General Practice has always been cognitively demanding for staff (Burrows 2019). That is why the existence of digital tools such as the NHS application helps to decrease the huge burden of administration on staff members and workers by allowing patients to do things like making their own bookings, sending messages, checking test results and order their own prescriptions (Stockwell 2025). This will no doubt help staff members to free up their time from administrative duties and be able to attend to other clinical matters. 

Interestingly, according to Reidy 2025, a big drawback for the workforce and staff is that the NHS application creates extra work for them at the same time. This is because they are the ones who are expected to troubleshoot problems with the application, fix its online features, correct personal details, fix digital discrepancies, help patients register, manage access to proxy and correct any other issues related to the application. It is almost as if the workforce and staff members have become the first part of contact when a patient needs help or support using the application. This is all expected from staff to do on their own without much support, without digital technology training or even funding (Reidy 2025). This extra mental load due to the digital systems can interrupt their routine tasks and end up making them feel more tasked.

Furthermore, this is linked to another barrier that the workforce has suffered from, which is poor implementation support and lack of training and assistance when using the NHS application. Staff faced problems due to insufficient digital training and were unclear about the responsibilities when it came to helping patients use digital services. Staff felt they were unfamiliar with certain technology which undermined certain aspects of their professional identity (Oudbier 2024). General Practice staff have reported frustration due to little help and consultation, and they felt that new responsibilities were thrown on them from senior decision makers in the NHS (Reidy 2025). This can be a setback as it makes them feel almost abandoned as professionals by the system. In order to tackle this, it is extremely important that responsibility is shown by investing in digital facilitation and teaching staff how to easily manage and use the NHS application. Specifically General Practice staff and health workers can be supported by providing them with plenty of resources such as adequate digital training and guidance (Abel 2024).


Impact on Patients and Service Users:
The NHS application helps patients because it is quick, efficient and convenient and people have it with them at all times on their phones. With a swipe or the click of a button they can immediately access their health records, medicines, results and receive timely notifications so they are up to date and well informed of everything. The application has definitely opened the door to personalized patient access care. It helps patients go through an easy and quick online identity verification process using the National Citizen Identity tool and it helps to avoid in person trips to the General Practice Surgery (Beaney 2019). It is also easy to use because patients can read their messages from their General Practice and they are all kept in one place which can be helpful. These are things that could not have been done so easily before the application. Therefore, these services on the application will help patients feel at ease and have peace of mind as it is patient centered. 

However, according to KC 2024, the benefits from the NHS application are not the same for all of its users. This is because people who have registered with General Practices in more deprived areas are not as likely to register or login to the application, book their own appointments, book their repeat prescriptions and view their medical records. Furthermore, different people will use the application in different ways depending on certain factors such as age, size of practice GP, ethnicity, sex and whether they have any long-term health conditions. This suggests to us that if patients rely increasingly on digital Healthcare, then this can end up increasing health inequalities as some of these groups are not receiving enough support. 

In addition, patients have reported certain problems with the applications such as confusing information, language and accessibility barriers, missing features, technical issues and difficulties obtaining proxy access for family members or for carers (Reidy 2025). During one study, a mismatch was found between the application features and what patients actually need which causes dissatisfaction and low adoption. So, a redesigned version would no doubt help improve usability and patient experience (Okafor 2025). Interestingly, a study found that the application was not accessible for all and important cultural considerations such as language barriers and some restrictions in symptom checking for those with nonwhite skin (KC 2023). It is clear from these findings that the application must be tailored to suit the needs of patients otherwise it is not of use to them and will not adopt it.

Birati 2026 identifies another big problem for service users and patients- specifically the adults from the older demographic and people who will find it difficult to use digital technology, phones and applications. They may have poor memory, mistrust, poor motor or cognitive challenges and skills, privacy concerns, lack basic skills required to use digital technology, age related vision problems or simply live offline lives (Hepburn 2025). Older adults can also struggle because of the interface design of digital applications like text size, small screens and images. These reflect a lack of consideration of the difficulties of aging as older people get overwhelmed by new information (Wilson 2021). However, these challenges can be addressed in order to increase the engagement from older adults such as making the application more pleasant to use, more accessible having larger screens using a laptop or desktop or tablet, audio features and large font sizes (Wilson 2021). This way people from this demographic will feel included, heard and involved and will avoid isolation.


Impact on Community:  
The application has had a significant impact on improving access to healthcare across communities. Using the application can be beneficial for those living in geographically or rural isolated areas as it allows them to access health services without having to travel unnecessarily and this in turn can reduce travel time and financial costs and decrease the amount of pressure on their healthcare practices (Maita 2024). This aligns with the NHS Long Term Plan goals which identifies digital applications and technology as a method of improving access to care whilst reducing pressure on the frontline staff and services (NHS 2019).

Although the application aims to help everyone, there are certain patients who may not get much benefit from it. Patients whose care is more concerned with General Practice will find the application more useful than others as they can access their records, order prescriptions and get test results. But patients who are mainly managed in community services or hospitals will find it less useful because their results and records are spread across different settings (Reidy 2025). 

Family members and carers can also access the patients’ records, which can help and support in looking after them and keeping them on top of their health and management. The community effect of the application on family members exists but has not been directly studied; however, carers and family members can influence each other by using the application through word of mouth (Szinay 2019). This can promote collaborative care for patients. 

The use of the NHS application has been found to vary amongst different sociodemographic groups. It is particularly used considerably less by people who live in more socially deprived areas (KC 2024). Practices in the most deprived areas found that registrations for the application were 25% lower (KC 2023). During an analysis in a separate study, it was estimated that non-activation of the NHS application affected 4.27 million patients in England. This raises the concern that digital rollout could widen and lead to health inequality if left unaddressed (Zhang 2023). That is why it is important that people in these areas are guided and helped with accessing, downloading and using the application in order to obtain its benefits.


Conclusion:
The NHS application is a great innovation that represents a significant change in digital transformation in the health and social care sector in the UK. In the last decade the introduction of this application has helped to improve efficiency in healthcare by enhancing a patient's access to their personal health care services and strengthening public health communication across different communities. The application has also assisted in reducing the administrative tasks and workload on workforce and staff. However, at the same time it has also exposed certain limitations to using it such as a lack of professional workforce training in digital technology, increased additional application-related work for staff. There is limited access to health care for people from different age groups like elders and those from rural or socially deprived backgrounds who are not able to easily use or access it.

In order to improve the NHS application further, it is important for the NHS to invest in providing adequate digital training, funding and support to staff and focus on adapting the online technology to people from different age groups such as the elderly so that they can access it too. Moreover, the application should also promote equitable access for patients from all communities and social economic backgrounds. Addressing these challenges will help to improve inclusion digitally for patients and communities and assist the workforce.
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