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Introduction:
One innovation in the past 10 years is the NHS app. This has been a crucial part of NHS practice since January 2019. This digital development has been useful in enabling users to record their symptoms, order repeat prescriptions and most importantly view their own medical record. Not only this, but the app has expanded to include managing appointments such as COVID-19 vaccinations.
This development has been revolutionary for health and social care practice since it has meant that healthcare has become more decentralised. It enables patients to self-serve for their own medical needs. Furthermore, this has been useful for GP surgeries and practices as they face less of an administrative burden. Patients no longer need to visit the GP or call the GP to arrange medical appointments; this is now done digitally. According to the NHS, this app has successfully given users a ‘digital front door’ to many NHS services as mentioned above.
Therefore, it is evident that this app has revolutionized NHS practice throughout the UK. While the app is constantly improving and developing, its progress throughout the last 6 years has been profound.  In the rest of this report, the impact on other areas of the health and social care industry such as the workforce, service delivery, patient/service user and community. This report will utilise a SWOT analysis style to evaluate the benefits and challenges that the NHS App has brought.
Impact on:
Workforce:
Since the NHS App was developed, positive effects of it can be seen throughout the workforce. For example, the automation of many services has eased the burden on many healthcare professionals. A government report has shown, for example, that between July 2024 and March 2025, the NHS App helped save almost 5.7million staff hours (Hospital healthcare,2025). This is highly advantageous as it means that staff reduce time spent on menial administration tasks that can be time consuming when in bulk, and they can now allocate their time elsewhere on more pressing matters. Therefore, the NHS App can be considered a vital strategy which has helped reduce bottlenecks within the workforce as labour supply has evidently increased.  The quality of face -to-face interactions has also improved, as staff have considerably more time to converse with patients to target their diagnoses, creating more opportunities for more thorough and tailored person-centred care.
The future of the NHS App yields many opportunities. While the NHS App has fulfilled targets of the NHS digital transformation plan (NHS,2023), more could be done to expand it into a sort of ‘Super App’. Labour’s long term 10-year NHS plan includes to enable patients access a single patient record with details of previous NHS engagements such as tests, operations and appointments (Campbell,2025). The labour party are currently aiming to expand this from a ‘digital front door’ to a ‘doctor in your pocket’ platform. This is a huge opportunity which could alter the prospect of digital healthcare by increasing efficiency and reducing administration. 
However, it is important to recognise that the over-automisation of medical tasks can create challenges for the NHS workforce. This is because it heavily depends on the response that health and social care staff have towards the digital innovation of the NHS App. For example, inevitably some staff will lack the digital skills necessary to utilise the NHS App to its fullest extent. Not only this, but it could also have the effect of widening existent healthcare inequality between different demographic’s (NHS England,2023). Patients aged 75+ may find it particularly difficult to navigate the app, along with those are more socio-economically disadvantaged. A study found that uptake was high among younger, less deprived white patients (Kc et al.,2023). There may even be some who lack internet access, meaning they aren’t considered in this digital innovation. Since the NHS App has become an increasingly popular and crucial avenue for access to health services, then it is likely that those who struggle to use it will be left behind, which could induce detrimental threats to their health. Therefore, along with the introduction of the NHS App, NHS England has a critical duty to ease challenges experienced by digitally inept staff and patients. 
There are several opportunities that NHS England could take to overcome these challenges. For staff, the obvious solution is to introduce digital skills training to bridge the gap between digital natives (those who are already familiar with using digital tools) and digital immigrants (those who aren’t). Lack of digital skills among NHS staff is arguably the largest barrier to making the NHS App inclusive. Therefore, the government could divert their attention to ensuring staff are equipped with necessary skills such as by launching a national digital skills training programme. Enhancing digital literacy is not only important among staff but also patients. As of 2024, around 10-12 million adults in the UK lack basic digital skills (Lloyds Bank ,2024). Therefore, this presents an opportunity for the current Labour government to accompany the expansion of this NHS App by also training staff and enhancing digital literacy for patients, so that both groups can use the app to its fullest extent.





Community:
There have been many advantages to the UK community following the introduction of the NHS App. One profound strength is that the NHS has seen increased engagement with their services. Patients that would usually have never engaged with the NHS (despite needing to) due to mental barriers such as social anxiety or general health anxiety, are now able to access these services within their own home. 33.6 million adults had registered for the NHS App as of December 2023. This was 75% more than the agreed target (NHS App update,2024). Furthermore, these improvements in remote healthcare have evidently made it easier for disabled people to access optimal healthcare as they no longer have to visit the GP for trivial admin tasks.  78% of respondents within these communities have found that they frequently use the app and 70% have found it valuable (The Patients Association,2024). Therefore, this is evidence that the NHS App has embedded itself in communities all over the UK successfully.
The NHS App presents a huge opportunity to reduce healthcare inequalities experiences in rural and minority communities. Rural communities are experience differences in quality of their healthcare, since they are faced with more barriers to accessing specialist care. There is a scarcity of healthcare specialists and resources, so patients in rural regions in need of critical and urgent care struggle to access it. Often, this is reflected in longer wait times than in urban areas and cities. In the long term, patients in rural areas often have worsening health conditions. This is also manifested in high rates of mental illnesses. Therefore, the introduction of the NHS App presents a solution to this. Campaigns in rural and minority communities could improve healthcare conditions in these areas and bridge the healthcare gap.
Despite somewhat bridging the rural-urban divide, the impact on UK communities has also been somewhat negative. While the NHS App has been useful in helping those in rural areas access specialist healthcare, it has also been counter productive. This is because rural areas usually have an ageing population, and most of them lack digital skills necessary to navigate the NHS App thoroughly. Therefore, the success of the NHS App in bridging the gap between rural and urban healthcare can be questioned. It is important to recognise that not every patient harbours the same level of digital skill, so those discrepancies in skill need to be addressed to ensure the rural urban divide is successfully removed through the NHS App.
Furthermore, the digitalisation of healthcare could cause mistrust among communities. Not everyone within a community is able to trust digital software due to the prospect of data mishandling or technical glitches. Any digital software is likely to be at fault; therefore it is important for communities to be informed about how to navigate the app to reduce complications when using it.
Overall, the NHS App can be said to have a profound impact on communal health and social care practice. While this app has enabled those with disabilities to access healthcare from their doorstep, it could also present disadvantages for those who lack digital skills such as older people. Therefore, opportunities for targeted campaigns in those rural areas across the UK present itself.

Conclusion and recommendations
In conclusion, the NHS App has been successful in enhancing the digital healthcare landscape and easing burdens of both patients and the workforce. However, the extent to which this continues to be successful is heavily dependent on the digital literacy of all stakeholders involved (Digital Literacy.,n.d). Throughout this report, many of the concerns surrounding the impact of the NHS App comes from the fact that many users of the NHS App are likely to have suboptimal digital abilities (such as the older generation, or more deprived communities). 
Therefore, it is important for these 4 recommendations to be considered to ensure that the NHS App uptake receives positive responses and achieves its objectives of providing a ‘digital front door’ to NHS services:
· Implement digital skills training for NHS staff
· NHS staff should all be able to navigate the NHS App
· Implementation of a National digital literacy program
· Focused support for older generation staff (particularly in rural areas) who are less familiar with technology
· Enhancing patient literacy and accessibility
· Targeted campaigns and community support to help patients navigate NHS aPP
· Focused support on socio-economically disadvantaged populations
· Reducing healthcare inequality
· Invest in improving access to digital devices
· Links with focused campaigns.
· Data Protection enhancement 
· Communicate data protection policies
· Conduct regular security checks to reduce mistrust among patients
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