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Introduction
My report will be based on the NHS App (NHS 2026). The NHS App is a pivotal digital innovation that enhances access to healthcare services. It allows users to book and manage appointments, order repeat prescriptions, view health information, and medical records. This innovation addresses challenges like increasing demand and workforce pressures by providing accessible, efficient, and user–centered service. It empowers individuals to manage their health actively, promoting greater involvement. The app's growth highlights its critical role in modern healthcare delivery, impacting workforce roles, service efficiency, and addressing digital inclusion and health inequalities, according to (NHS England, 2026). This report will examine the NHS App's innovation and impact on health and social care. It will also investigate how this innovation affects the workforce, such as workload and working practices, changes in job roles, as well as the impact on service delivery and efficiency. The report will consider the impact on service users including accessibility, empowerment, digital inclusion, and potential health disparities. 
How the NHS App impacts on the workforce 
The NHS app has transformed how healthcare services are delivered and how NHS workers do administrative and patient-facing tasks. By 2025, the app had evolved into a significant digital front entrance to the NHS. Millions of patients use it to track medications, appointments, referrals, health data, and online consultations. NHS England claimed that the NHS app saved more than 2 million hours of administrative time and 890,000 hours of GP time, implying that digital self-service can reduce normal workload for staff (NHS England, 2005). 
Changes to jobs and roles in the workforce
The software has relocated various responsibilities previously performed by receptionists, administrative staff, and clinicians to patients. Patients, for example, can arrange or cancel appointments, order repeat medicines, and obtain information without the need to contact staff. This enables administrative and clinical personnel to concentrate on more complex patient needs. In primary care, new digital and transformation lead jobs have been developed to support practices with digital technologies such as the NHS app (NHS England, 2022).
As a result, current roles demand more digital competencies, such as proficiency with electronic patient systems, management of online communications, patient support with digital access, and comprehension of data protection and information governance. NHS England's Long Term Workforce Plan recognises the need for personnel to be upskilled to operate differently as technology advances, with an increase in specialist digital and technology positions (NHS England, 2023).
Skills, training and competency in the workforce
[bookmark: _Int_0rDqU1y0]Training is thus becoming a key worker demand. NHS England proposes digital education, competence frameworks, and digital champions to assist staff in developing digital skills (NHSE 2023). To assist patients who are having difficulty using digital services, workers must possess not only technical capabilities but also communication and problem-solving talents.
Benefits and Challenges in the workforce
The primary advantages include less administrative burden, increased productivity, quicker communication, and increased patient autonomy. But staff may potentially have more duties as a result of digitalisation, especially if patients require assistance using the app. Digital inclusion is still a major problem, according to NHS England, 10 million adults in the UK lack basic digital skills, therefore staff may need to offer different forms of assistance (NHS England 2023).
Overall, the NHS app does not replace workforce roles but rather alters them. In addition, to their existing professional skills, employees are increasingly expected to have digital, communication, and support abilities. 
How the NHS App impacts on service delivery
[bookmark: _Int_a1PhRanh]Patients can use the NHS app to schedule appointments, order repeat prescriptions, view medical records, and receive messages from healthcare providers. It has significantly altered the way NHS services are provided by shifting routine interactions from phone, paper, and in-person channels to digital self-service.  This can increase accessibility while lightening the administrative burden on NHS employees. According to NHS England 2025a, 415,000 primary care appointments were managed in March 2025, and 5.5 million prescriptions and 2.6 million data were accessed via the NHS app.
The shift in employee workflows is one notable effect. Patients are increasingly able to handle basic communications, appointment requests, and prescription processing on their own rather than through reception. According to NHS England, the NHS app produced benefits worth £249 million in 2023–2024, including the release of roughly 2 million workers and 890,000 GP hours. This illustrates the potential for staff capacity to be released by digital self-service.
The app has also improved communication and efficiency. The NHS App replaced text messages and letters for 22,5 million through the app in 2023/24 saving an estimated 1.1 million in communication costs according to NHS England 2024a. NHS England also stated that the app saved significant amounts of administrative time and reduced pressure on services. 
Short-term implementation issues do exist, especially with regards to cost, integration, and modifications to current workflow. It might be necessary for practices to train staff, alter registration procedures, and incorporate the app into current systems. According to NHS England Digital 2020 staff needed direction on appointment availability, promoting digital services and some practices needed to create new procedures for patient registration. There is also a risk of digital inclusion for patients who do not have digital skills, reliable internet access, and appropriate devices, which means traditional methods of a phone call and face-to-face options still apply.
[bookmark: _Int_Gt2qYms3]Several case studies in the UK demonstrate these effects. Knoll Medical Practice integrated NHS App promotion into patient registration which reduced messaging costs stated by NHS England Digital 2026. Wood Lane Medical Center reported a more than 50% decrease in monthly SMS messages fragments after implementing the NHS App according to NHS England Digital 2025. These case studies indicate that the NHS App can enhance efficiency, communication, and patient access when integrated effectively. However, success requires proper integration, staff engagement, and alternative options for non-digital users. 
How the NHS App has impacted patient/service users
By establishing a digital pathway to NHS services, the NHS app has transformed the way service users access and manage healthcare. Its effects are most noticeable in terms of convenience and accessibility. 33.6 million adults in England had registered by December 2023, and NHS England reported significant increases in prescription ordering and appointment scheduling using the app. This may free up personnel capacity and lessen time and travel obligations. However, because different practices offer different services, better digital access does not always translate into better practical access to treatment. 
Although there are significant limits, the evidence from the patient's point of view is generally encouraging. According to a 2024 Digital Coalition poll of over 600 individuals in England, 70% of NHS App users said it was valuable and 81% thought it was straightforward to use. However, 36% preferred talking to people or did not see the value of using technology, and 23% seldom or never utilised the app due to technical difficulties according to patients' association. This implies that the feeling of convenience varies. The quality and continuity of the digital care experience can be compromised by inconsistent functionality, as evidenced by the fact that 39% of service users desired access to test results and 36% desired access to personal health records that they could not currently receive according to the patient's association.
Fairness and digital exclusion are consequently important issues. NHS England admits that not everyone has benefited equally from digital adoption and that about 7% of UK households do not have home internet connection (NHS England 2024). People with inadequate computer skills, low-income households, and elderly individuals with disabilities may need extra assistance. Therefore, making the NHS App the default option may inadvertently increase health disparities. For equal access, telephone, in-person, and other non-digital methods must be maintained. 
Confidentiality and privacy are equally crucial. The GDPR and the Data Protection Act of 2018 safeguard health information as special category data. According to NHS England, the App complies with these regulatory criteria, which include the principles of fair, legitimate, and transparent processing. However, patients may find it challenging to comprehend the intricacy of data-sharing agreements, especially if the app is linked to third-party services. Transparency and significant patient choice are therefore crucial.
According to NHS England 2025, the NHS What Good Looks Like (WGLL) framework offers a helpful benchmark: digital transformation should be led, built on sound foundations, safe, supporting, empowering, capable of improving treatment and contributing to healthier populations. Critically, the NHS App shows advancements in empowerment and convenience, but "good" digital healthcare should be evaluated based on whether or not all service users, regardless of digital ability, money, or desire, can receive safe, high-quality care rather than just registration numbers.
Conclusions and recommendation
The NHS should keep working on the NHS App while making sure that digital services enhance rather than replace phone and in-person assistance. Regular training in digital systems, cybersecurity, information governance, and assisting patients with accessibility needs should be provided to staff members. To guarantee that online services minimise administration rather than duplicating chores, NHS entities should keep an eye on workloads. Employees and patients could receive helpful advice from digital champions. All things considered, the app can boost output, enhance communication, and bolster patient autonomy. However, worker competency, digital inclusion, and efficient system integration are necessary for its success. It can enhance working procedures and patient care with the right funding and assistance. 
With stated improvements in staff capacity, reduced communication costs, and improved access, the NHS App has transformed routine primary care by moving appointment scheduling, repeat prescriptions, record access, and provider messages to digital self-service. Benefits rely on useable data, staff participation, and appropriate integration. Additional analysis is required. While maintaining phone and in-person routes for patients without digital skills, devices, or dependable connectivity, practices should integrate app promotion into registration and regular workflows, train staff on appointment availability and digital signposting, and track uptake and savings against a baseline.
Convenience, access, and patient empowerment have all increased with the NHS App, but advantages are still uneven due to digital exclusion, privacy issues, and inconsistent functionality. To provide equitable high-quality care, the NHS should adopt a digital choice approach while preserving accessible non-digital alternatives and investing in digital literacy, inclusive design, and consistent app functionality.
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