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Topic, Review Question and Objectives
This proposal aims to conduct a scoping review on factors assisting and hindering older people in accessing online NHS services in the United Kingdom. The review question is informed by the framework of Peters et al. (2020), Population-Concept-Context: which factors make online NHS services more or less easy to use for adults (65+ years) in primary and community care (context), and what factors facilitate them? Objectives: (1) to identify barriers and enablers, (2) to identify support approaches, and (3) to note group differences and research gaps.
Rationale
The NHS App will be the pathway to accessing NHS services in the 10 Year Health Plan for England (DHSC, 2025). However, there is concern around digital exclusion, as only 54% of adults aged 75 years and above were found to be recent internet users, compared to 99% of adults aged 16-44 years, from the ONS (2020); Money et al. (2024) identified barriers preventing the use of the internet for accessing public services has an impact on older adults.
Digital services could be challenging for older people with fewer economic, social, and language resources; minorities may have extra language difficulties (Husain et al., 2024; Ahmed et al., 2024).
Methods
The review is conducted and reported based on the Arksey and O'Malley (2005) framework, modified by Levac et al. (2010) and Peters et al. (2020), and reported using PRISMA-ScR by Tricco et al. (2018). A scoping review would be appropriate for this topic since the intent of the review is to map out the extent of evidence and not to appraise its effectiveness.
Data collection will be carried out using MEDLINE (biomedical), CINAHL (nursing and allied health), Scopus, and Web of Science (multidisciplinary) databases with the Boolean search terms of older adults, barriers/enablers, and digital NHS services. This will include peer-reviewed, UK-based, English-language studies from 2020 onwards due to the pandemic driving digital services. Titles, abstracts, and full texts will be reviewed, and exclusions documented with a PRISMA flow diagram.
An analysis charting form will be created for data analysis, which will record design, setting, participants, and findings. Results will be quantitatively and qualitatively represented, and not just barriers, but the intersection of barriers will be shown (Levac et al., 2010; Husain et al., 2024). Limitations: scoping reviews do not evaluate study quality; evidence is laid out rather than weighed; and this work is not expanded to include stakeholder consultation.
Ethical Considerations
This is secondary research; no participants or formal approval is needed. Sources will be cited in an appropriate way to maintain academic integrity; findings will be drawn from the literature in an accurate manner.
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