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Introduction NHS App 
The NHS App is a conventional tool that allows you to manage any health care needs that you might have. This app allows you to view your medical records, access the NHS services, and lets you book appointments with your GP. To use this app, you must be 13 years or older and be registered with a local GP Surgery in England. You can use your smartphone to access the NHS Services. According to (Gov.UK) the NHS App will be transformed and made better, so it is easier to use than it is now. The NHS App also has a feature called My Choices this allows users to find the best rated providers for different healthcare services. Ensuring that they can make informed decisions about their care. These features are part of the NHS Apps transformation to democratize care, making it accessible to all, including people from working class – communities. The NHS App is important in health and social care because it improves accessibility, empowers patients, increases efficiency and strengthens coordinated care. The continued development reflects the broader digital transformation agenda within the NHS and the UK governments commitment to modernising the healthcare delivery. 
Impact on workforce 
(Health Care Innovation Network) states that using the NHS App saves GP time, reduces administrative burdens, and supports workforce efficiency. These changes require staff to be adaptable and have continued ongoing support to be able to use the App affectively. They also state that the NHS App has really changed a lot significantly streamlined routine processes, especially repeat prescription management, handling about 4 million request monthly. Every prescription that is ordered through the app will save approximately 3 minutes of GP time; this frees up substantial clinical resources and reduces administrative workload. By providing a digital app it is like opening a front door for services, like being able to book appointments, accessing your health records and the NHS 111 advice line for any help or issues you might have that just require for you to speak to a professional without attending the hospital or your GP. The app allows the staff to focus more on people who have complex care needs which improves the overall efficiency. The NHS App are part of a bigger picture to try and alleviate the pressures on the workforce and not to have so much staff turnover. (NIHR) states that having done research it indicates that technology assisted solutions can increase the number of patients a professional is able to support, promote safer and more personalised care, and enable more sustainable workforce models. By automating routine task and providing patient self-service options, the app helps to reduce the burden on clinical and administrative staff, contributing to a more manageable workload. During the Health Tech and Digital Innovation event in South London, Joe discussed how the NHS is going digital nationwide. He highlighted the NHS App and similar patient- focused tools as game – changers, boosting both the efficiency and effectiveness of healthcare. He mentioned that the App has greatly simplified processes, such as repeat prescriptions, managing about 4 million request each month out of 28 million total. Every prescription ordered via the App saves GPs time, which is essential for making the best use of clinical resources. Joe mentioned that adding medical records to the NHS App led to 18 million logins in just May and June of 2024, showing when people book their own appointments they are more likely to show up compared to when appointments are arranged for them. Plus, Joe noted that the NHS App’s 111 service is more accurate in assessing needs than phone calls, which they expect will lead to better health results. This app service is also a lot cheaper for the NHS (9 times less expensive) and much faster for users (4 times quicker), which helps reduce the burden on traditional, non-digital NHS services.   
How has the NHS App impacted patient / service user 
The NHS App has had a very big impact on how patients in England interact with healthcare services, improving convenience, access, engagement and efficiency. This app gives patients more control over their healthcare. Usage statistics demonstrate its widespread adoption: in 2025, the app had over 39 million registered users, with millions of repeat prescriptions ordered through the app and appointments managed digitally each year. This shows the growing patients who are engaging and managing their own healthcare online. 
A key benefit is that it saves time. (NHS England 2025) states that digital messaging through the app saved the NHS over £1.1 million in 2023-24 by replacing traditional texts and letters and centralising communications, which can also make access more secure and streamlined for patients. 
Patients value the app for the convenience it has allowing them to book appointments, order repeat prescriptions or viewing upcoming appointments. The app has a tool called My Companion and a feature called My Choices which have been beneficial, offering digital access to their health records cutting out going to the GP to find out about their information. The app enables them to be able to have a look in the comfort of their own home without even stepping foot out the door. 

GDPR
The UK General Data Protection Regulation (UK GDPR) and the Data Protection Act 2018 govern how the NHS App processes personal data. The app must follow key GDPR principles, including lawfulness, fairness, transparency, data minimisation, accuracy, storage limitation, integrity, confidentiality and accountability. 
The NHS must have a lawful basis to process data. For general personal data (e.g., name, NHS number), this is usually a legal obligation or public task. Health information is classified as a special category data under article 9 UK GDPR and receives extra protection. It can only be processed where necessary for health or social care provision or reasons of public interest. 
Under GDPR users have the right to access their data, request corrections, restrict processing and sometimes can request for things to be erased. The app has to have strong security measures and can carry out Data Protection Impact Assessments (DPIAs) due to the sensitive nature of what the data holds. 

Statistics 
NHS England has recorded that the NHS App now has more than 39 million registered users, a total of 67.8 million repeat prescriptions were also ordered using the app in the past during the time of December 2024 to November 2025.
The NHS App saw a huge jump in November, with 62.3 million logins – that is 43% more than the average month over the last year. People used the app a lot for different things: viewing GP health records (20.8 million times), managing hospital and specialist appointments (6.6 million), and ordering repeat prescriptions (6.3million). NHS England's data also showed that over 313,000 people used the app on Christmas Day last year, with more than 200 logins happening every minute. New features added this year include a prescription tracker (like Amazons tracking), available at almost 2,000 pharmacies, so patients know when their medication is ready to be picked up. There is also a new family feature to help parents and caregivers manage the health of their family members more easily. 
NHS England also states that the app is going to be a big deal in the new NHS online service launching in 2027. It will let people book appointments directly through the app to see specialist from all over the country online. This means patients can get specialist care without having to leave home or wait longer for an in-person visit. 
Health Innovation Minister Dr. Zubir Ahmed stated that the record number of patients using the NHS App this year shows how convenient it is to have the NHS accessible on your phone. He mentioned that they have made the app better this year and are working on more improvements as they get ready to launch the NHS virtual hospital. He also stated that their 10-year health plan is already moving healthcare from traditional methods to digital solutions, creating an NHS that is ready for the future and works for everyone. 
Limitations and challenges of the NHS App for patients 
The NHS App has improved digital access to healthcare,but several limitations remain. Users frequently report technical issues, including login difficulties and system glitches, which can reduce confidence in the platform (NHS Digital, 2020). Access to health records also varies between GP practices, meaning not all patients can view the same level of information (Patients Association. 2024). Additionally, digital exclusion affects older adults and socioeconomically disadvantaged groups who may lack devices or digital literacy (Healthwatch England, 2024). These challenges highlight ongoing equity and usability concerns. Reddit states that people who used the app had difficulties when trying to reach support or using the website for assistance, this led to further frustration, this highlights the need for the NHS App to be more inclusive and accessible for people who use it. Ensuring that all who use the app can do so effectively utilizing its features and the benefits that is has. Trust Pilot state that Users have expressed some frustration when using the app because the information was limited, they were unable to access their test results and was not able to look at their medical records. 
Conclusion and Recommendations 
The NHS App has transformed how patients in England are able to access their medical records, offering convenient digital access to the GP appointments, repeat prescriptions and parts of their personal health records. These features support self-management reduce administrative burdens because it saves time because it cuts out typing up healthcare records, and improve engagement in preventive care, such as screening and vaccination reminders (NHS England, 2025). Additionally, the app contributes to the NHS efficiency and cost savings by reducing reliance on phone and postal communication (NHS England, 2024). 
Despite these benefits, challenges remain. Users report technical issues, not being able to login and inconsistent access to health records, which can limit the apps effectiveness (Patients Association, 2024). Some patients do prefer the old method of booking appointments not wanting to learn the new technology they prefer non-digital alternatives, highlighting equality concerns. 
To enhance the app impact, NHS Digital and GP practices should standardized health record access, improve technical reliability offer digital literacy support, and maintain alternative access routes for those unable or unwilling to the use the app. Addressing these issues will ensure that digital health innovations benefits all patients equitably, improving both experience and outcomes. 
To maximise the apps impact, NHS Digital and GP practices should improve technical reliability, standardise record access, provide digital literacy support, expand functionality and maintain alternative access routes. Addressing these issues will ensure the NHS App is accessible, reliable and beneficial for all patients, supporting equitable healthcare delivery and patient empowerment. 
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