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INTRODUCTION

The digital innovation chosen in this report  and it will focus on workforce, service delivery and patient /services users .The NHS app Witch has more than 37 million registered users, the NHS App is a major digital gateway for scheduling appointments with general practitioners and specialists, ordering repeat prescriptions, and accessing medical information in the UK. AI-powered health insights, medication tracking, and digital "red books" for children are examples of recent advancements. According to GOV.UK, the platform is essential to the NHS's digital transition since it lowers administrative costs and saves millions of pounds.
The NHS App was introduced in 2019 as the "digital front door" to the National Health Service in England. the COVID-19 vaccine. Similar patient portals have been implemented with varying degrees of success and in various formats. We looked at the NHS App's implementation during the epidemic and beyond in this long-term study (2021–2023).
The NHS App is important because it find a reliable health information, and receive assistance in managing your well-being by using the official app. The NHS saves a lot of time and money on SMS and paper letters by allowing online appointment scheduling and digital communications. The NHS App is available to anybody who is 13 years plus and has registered with their local GP in England. The app is maintained and managed by the National Health Service of the United Kingdom (NHS App benefits, 2024).
The NHS App's information governance (IG) guarantees that patient data is managed safely, privately, and in accordance with NHS security guidelines and the UK GDPR (Data protection acts 2018). 

WORKFORCE

Changes in job roles with the NHS App implementations within the health and social care services in the UK. An efficient and long-lasting health care system depends on the NHS having the proper personnel with the necessary training and assistance. Health care is based on people and requires a lot of labour. In its 2016 report Staffing matters; financing counts, the Health Foundation discovered that inadequate planning, a lack of workers, and a failure to fully utilise the capabilities of its workforce are all compromising the NHS's capacity to provide its services. It noted several serious issues facing the NHS in England, such as severe shortages in primary care and nursing staff. However, these issues are not unique; rather, they are signs of a deeper fault line (James, B et al, 2017).
Benefit and challenges in the implementation of the NHS App within health and social care in England. how complexity appeared in different ways during the NHS App's deployment, use, and rollout. As the app developed, patients' experiences varied (both positively and negatively), with some described as more helpful than others (e.g. prescription ordering, COVID Pass). Since the app's primary function was to serve as a gateway to general practice systems and infrastructures, not all functions were universally accessible or by default, and information frequently appeared fragmented or system-facing (e.g. coded). Despite the app's initial lack of quick recognition, NHS workers found it appealing since they saw it as part of the long-term NHS infrastructure. The organisational capacity to facilitate implementation and establish the procedures and staff positions necessary to facilitate patient uptake was inconsistent. Rollout was made more difficult by the shift in focus toward in-person care, issues with digital inclusion, and disputes over features like patient access to their own records. Since the NHS App is still a complicated innovation in a changing environment, it is obvious that further work is required to guarantee that its potential can be maintained to satisfy patient, service, and policy needs stated by Claire, R et al, 2025.
Skills, training ang role competency with the use of the NHS App. Research and government initiatives throughout the UK indicate the need for NHS employees to gain confidence and digital skills. The purpose of this study was to gauge the workforce's confidence, drive, and proficiency with data and digital technologies among allied health professionals. The level of confidence and drive among allied health professionals to use digital technologies in practice ranges from moderate to high. Self-perceived competence, however, is deficient in a few areas of the digital competency framework's domains. Learning requirements for decision support, machine learning, and artificial intelligence should be considered in workforce development programs. It is also important to concentrate on developing abilities in strategy formulation and digital leadership (Christopher T et al, 2022).

SERVICE DELIVERY

Data metrics from the NHS App, such as the number of app downloads, registrations, appointments, GP health records accessed, and medicines ordered, were used to gauge acceptability by the NHS England (2025). To evaluate app usage and uptake, the effects of the UK COVID-19 lockout and the implementation of the COVID Pass were also investigated.
NHS app activity  table NHS App 2025
	Date
	January 2019 and May 2021
	April 2021
	May 2021
	

	Registration 
	4,449,869
	
	
	

	Downloads 
	8,524,882
	650,558
	2,668,535
	


The monthly NHS App measurements at the GP practice level in the population of England for   the volume and trend of app usage and its various capabilities were compared before and after the initial COVID-19 lockout using interrupted time series models. Between 298 and 42,664 appointments were made using the National NHS App each month during the study period. Following the initial lockout, there was an average rise of 371,656 (p=0.001) per month in the number of GP health records seen and a monthly increase of 19934 (p<0.001) prescriptions ordered. 
According to this analysis, the NHS App's uptake and adoption during the lockdown period was positive due to it becoming an essential tool for managing and tracking health. The pandemic acted as a catalyst in shifting patient behaviour towards digital solutions and the usage increased significantly because of the COVID Pass feature. However, more research is required to determine how much the app enhances patient experience and affects health service access and care outcomes (Salina T et al, 2022).
 The virtual Consultation innovation is the creation of new ideas, products, or business models using digital, cloud-based, and immersive technologies. It allows teams to collaborate remotely and replicate real-world situations, supporting faster innovation through tools such as virtual reality (VR), digital laboratories, and online collaboration platforms.
Thanks to government amendments that permit patients to submit online consultation requests during work hours (8am to 6.3pm), patients at almost all general practitioner practices (98.7%) in England can now visit their surgery online. This was introduced on October 1, 2025.  Following the introduction of the requirement, patients filed a record 8 million online requests in October. This was a two-thirds increase over the previous year and a one-fifth increase over the previous month.
For the first time, the Office for National Statistics' Health Insight Survey reveals that more respondents contacted their general practitioner's office online than over the phone (Gov.uk 2025).
Patients can submit an online form about non-urgent health concerns to receive GP advice without booking an appointment. If red flag symptoms are identified, they are directed to urgent care. The form is reviewed by a GP or appropriate healthcare professional, who decides the next steps (NHS England Digital 2025).

Since July 2024, the NHS App has helped save the equivalent of £622 million by preventing 1.5 million missed appointments and saving around 5.7 million staff hours, including 1.26 million clinical hours across care settings. Frontline personnel can now concentrate directly on patient care and treatment because the app has relieved them of duties like scheduling visits, filling out surveys, obtaining repeat prescriptions, and collecting patient information (Gov.uk 2025).
However, these difficulties are a part of the larger, continuous effort to transition the NHS from an "analogue to digital" model. Current initiatives include, for instance, increasing online consultations and enhancing access to digital hospital letters. The multiple app confusion occurs when an app replicates or competes with already-existing, locally commissioned, or commercial apps (e.g., GP at Hand, Accurx, or Patient Know Best." As a result, patients are confused about which app to use for certain services.
Users with outdated technology are now forced to use a web browser version of the app as updates in early 2025 made it unworkable on earlier devices (such as iOS 12, Android 6, or older). Gatekeeping of Health Records: Patients say that certain general practitioners have limited access to comprehensive patient records on the app, which has resulted in uneven access to private health information. 
In addition to being more likely to have health disparities, certain groups are more likely to be digitally excluded. These categories include Senior citizens, particularly those over 75. People in more socioeconomically disadvantaged groups, like those with lower wages or those without jobs (NHS App England 2023).


PATIENT/SERVICE USER

The NHS App will undergo a major transformation to become a central digital front for health services. Thus, patients will also play a significant role in the new NHS Online service, which is scheduled to debut in 2027 and will enable patients to make direct appointments with specialists nationwide via the app, eliminating the need to travel or wait longer for an in-person appointment.  The NHS is there for people all day, every day, and it's great to see that over 300,000 people opened up the NHS App on Christmas Day last year to get the help they needed," stated Jules Hunt, Interim Director General for Technology, Digital, and Data (Gov.uk 2025).
Enhancements in patient comfort a 24/7 Service Access calls and in-person trips to GP offices are no longer necessary because patients can schedule GP appointments, obtain repeat medicines, and see medical records whenever they choose. For appointment reminders and test results, the NHS is moving away from letters and toward the app, text, or email as the main "digital-first" means of communication (NHS England 2025).
This privacy statement describes how your information may be used by NHS England and other organisations when you use the NHS App NHS privacy policy (2023). The NHS App is available for iOS and Android smartphones. By using a web browser to log in to the NHS website, you can also access the same services. Both of those channels are subject to this policy. The user should read the NHS App's terms of use and cookies policy in addition to the one mentioned. 
The British Medical Association (BMA) and domestic abuse charities Refuge and Women's Aid expressed serious concerns about the app's automatic access to full, prospective GP records, which could expose sensitive information (such as visits to sexual health clinics or mental health notes) to abusers who have access to a victim's phone.
Concerns over the amount of data sharing are raised by the NHS App's usage of outside contractors and analytics firms. Data is not sold, according to government policy, and is only shared with authorised processors for the express purpose of rendering services.
The drive for an app-centric, digital-first strategy raises concerns that it may leave behind people with less access to or proficiency with technology, therefore escalating healthcare disparities (Nhs.uk)

CONCLUTION AND RECOMENDATION

In summary, the NHS App was launched in 2019 as the “digital front door” to the NHS in England, was studied over the long term (2021–2023), particularly during and after the COVID-19 pandemic. Similar patient portals exist elsewhere with mixed success. 
The app allows users aged 13 and over who are registered with a GP in England to access reliable health information, book appointments online, and manage their healthcare digitally allowing young people to manage their own health records and order prescriptions boosting independence and allows privacy for the youth( nhs.uk 2025). By enabling online scheduling and communication, it reduces the NHS’s reliance on SMS and paper letters, saving time and money. The app is maintained and managed by the National Health Service. sustained research into AI technology for improving diagnosis precision, forecasting patient results, and customising therapy regimens.
The future of the NHS App is looking to be metaphorically as though you have a “doctor in your pocket” emphasising on the level of ease it is being developed to be. Key features such as AI services, wearable connectivity (watches etc) and enhanced booking to reduce booking time (Health innovation network 2025).
However certain groups are more likely to face digital exclusion, particularly people over 75 and those from socioeconomically disadvantaged backgrounds, such as individuals with low incomes or who are unemployed.
To promote the NHS App and increase uptake, practices can use posters and leaflets in busy areas, appoint an “NHS App Ambassador” to support staff and patients, update phone messages to highlight app features, share tutorial videos on social media, and make the sign-up link clearly visible on the practice website (NHS England digital 2025).
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