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[bookmark: _Toc223113171]i) Introduction
[bookmark: _gbuh88ns6gji][bookmark: _Toc223113172]Chosen digital innovation and its significance in health or social care
This report examines a digital innovation introduced in UK health and social care in the last decade. However, there are multiple digital innovation aspects in the UK healthcare and social care sectors such as remote working, implementation of AI and ML technologies and many more but the introduction of the NHS App is one of the most important and usable ones among all these. A recent report by the Department of Health and Social Care (2026) highlights  that the NHS App has been launched worldwide in the year 2018 to 2019 which is a major digital innovation in UK healthcare .The application has allowed the patients to manage their health conditions through automation, book doctor appointments, and order repeat prescriptions as well as to view their medical records (National Health Service, 2025). It has served as a digital front door for the NHS services which significantly increased patient access and streamlined care for the patients. 
[bookmark: _xh2nzxxyhz0][bookmark: _Toc223113173]Outline what the report will cover
The report has covered the main 3 areas that have been greatly affected by the concerned digital changes in the healthcare sector. For instance, the newly launched NHS App has highly made changes in the workforce duties, patient and service users of the NHS and in the different communities and their healthcare accessibility. Therefore, the present report has highlighted the main changes that have occurred in the healthcare domains of the UK due to the introduction of the NHS App in 2018 to 2019. However, based on the discussions and any probable issues in the chosen areas, the conclusion part has also provided some practical recommendations to address the emerging issues in the areas. 
[bookmark: _a0n6ir9zqowj]ii) Chosen Areas
[bookmark: _gfdu1tz3yzn0][bookmark: _Toc223113174]Workforce
[bookmark: _uzwpjb2282fg][bookmark: _Toc223113175]Effects on job roles of NHS workforce 
Overall, the literature indicate that the NHS App is significantly transforming the job roles of the NHS workforce by acting as a digital front door as well as by shifting staff responsibilities from manual and administrative tasks toward a higher value clinical care. Furthermore, the app reduces the administrative burden on the receptionists and administrative staff by allowing the patients to self-serve such as ordering repeat prescriptions, booking appointments and accessing the records. In addition to these, the reports have highlighted that the clinical staff especially the GPs and nurses can deliberately save their valuable time through the NHS App as each of the prescriptions ordered on the app saves an estimated three minutes of clerical workload (National Health Service, 2026). Furthermore, the incorporation of the AI powered features in the NHS is transitioning the app into a great accessibility of a professional doctor which can greatly allow the NHS clinicians to focus more on complicated cases while the app manages the routine inquiries, triage and other remote monitoring through wearable technology. This impacts the workforce by reducing routine administrative pressure and enabling staff to prioritise direct patients care. it may also improve overall efficiency within clinical teams and require staff to develop stronger digital competencies to adapt to these technological changes.
[bookmark: _bv7hyugmz8yp][bookmark: _Toc223113176]Effects of employee skills, training and role competency
According to Rimpilainen et al. (2024) it has been highlighted that the adaptation of the NHS App has profoundly influenced their employee skills by driving a significant shift towards higher digital literacy for their workforce to become perfect in data navigation, digital triage as well as in remote patient support. In order to establish this scenario, the organisation often organises free training programmes like the “Digital Health Academy” to equip the employees with the confidence and sufficient knowledge to recommend apps and to manage the digital patient records. However, as per the study of Reidy et al. (2025) it has been highlighted that in terms of role competency, the NHS app acts like a digital front door which shifts the administrative burdens away from the receptionists that can allow the clinicians to focus on their complex cases. In addition to these, the app works positively for Upskilling their workforce to operate within a digital first environment. 
[bookmark: _63ci4yq2mvpz][bookmark: _Toc223113177]Benefits and challenges 
The sources have revealed that the consideration of the NHS App by the NHS workforce is potential to offer significant benefits such as an improved operational efficiency through reduced administrative burdens, automated task prescription management as well as with a faster and more direct communication with the patients (Moulds and Horton, 2024). In addition to these, the NHS App has the potentiality to empower their staff by offering immediate access to the patient records, to streamline the clinical decision making of the professionals as well as by supporting remote working and by improving the patient engagement. On the other hand, the sources have revealed some major issues that have been faced by the NHS workforce to adapt the NHS App such as initial scepticism about the ability of the application to address the specific local needs and the steep learning curve that are associated with the integration of the new digital tools as well as issues for the out-dated existing infrastructure. 
[bookmark: _ho5cowu7axto][bookmark: _Toc223113178]Patient and Service User
[bookmark: _n5csmpjge54c][bookmark: _Toc223113179]Effects on care of the NHS service users
As per the sources, it has been highlighted that the NHS App has significantly shifted the patient care in England along with acting as a digital front door that can enhance the access, convenience and quality for the users (Gov, 2026). In addition to this, the app is eligible to allow the users 24/7 access to the services such as ordering repeat prescriptions, booking appointments as well as for viewing their medical records including the test results and vaccination status. In this context, it can be signified that the app has significantly increased the user convenience and fostered a more active approach to health management. As per the opinion of Abel et al. (2024) it has been highlighted that the digital shift of the NHS through the NHS App has deliberately improved the quality of patient care by empowering them with immediate access to their confidential health information as well as by reducing their administrative burdens on healthcare practices. 
The reports have suggested that through the consideration of the NHS App the organisation has been able to save an estimated 5.7 million hours of their workforce as of June 2025 (National Health Service, 2026). This reflects a significant improvement in workforce efficiency, as time saved from administrative duties can be redirected towards direct patient care. However, the reports have suggested that around 33 million downloads of the NHS App demonstrate a high adoption of this app (National Health Service, 2024). This high level of adoption indicates increasing public engagement with digital healthcare services and support the ongoing digital transformation of the NHS. On the other hand, some of the users who have low digital literacy or belong in deprived areas are significantly facing barriers and risking increased health inequalities if digital tools are not supported by the inclusive strategies. This highlights the importance of implementing targeted digital support initiative to ensure equitable access to healthcare services. However, despite these issues, the app is consistently enhancing the efficiency in their patient care along with 90% of healthcare practices offering medical record access for more informed patient doctor conversations as well as for better overall health outcomes.
[bookmark: _6fjpsi8dbq8x][bookmark: _Toc223113180]Issues of privacy, digital literacy and fairness of access
Research in this area highlights that as the NHS moves toward a digital from their manual approach, the NHS App is facing significant issues regarding their privacy, digital literacy and fairness of access (Bennion et al., 2025). The application has been designed with high level security compliant with UK GDPR Act in order to protect their sensitive medical data. This compliance is essential to ensure that patients data is processed lawfully, transparently and securely in accordance with UK data protection legislation. Failure to meet these standards could result in legal consequences for the organisations and to loss the public trust in digital healthcare services. Furthermore, the concerns regarding the NHS App remain among some users regarding their data sharing processes with third parties, mission creep as well as for the safety of personal information (Redhead et al., 2025). These concerns highlight the importance of clear governance policies and strict data protection frameworks to maintain confidentiality and accountability within digital health system. In addition to these, the devastated digital literacy has posed a major barrier as around 8 million people in the UK lack the foundational technical skills which are required to navigate the online services and for leaving older. Therefore, the study of Ibekwe and Adeyemo, (2025) has defined that the lack of technical skills in employees can generate profound issues with fairness of access and issues with the internet and complex registration processes.
[bookmark: _ryatvjck748][bookmark: _Toc223113181]Community
[bookmark: _8zpe7ihkch0p][bookmark: _Toc223113182]Impact on rural or underserved communities
The sources have defined that the NHS App has the potentiality to significantly improve their healthcare access in the rural and underserved communities along with allowing them to order their repeat prescriptions, to view their health records as well as to book doctor appointments without traveling long distances (Gobburi et al., 2025). However, the impact of the NHS application is restricted by the digital inverse care law, where the users with the greatest requirements may often have the least access to digital tools which can result in 34% lower registration rates in the most deprived practices (Alami et al., 2022). For instance, in the rural populations, the common challenges with lower broadband connectivity and devastated digital literacy among older people can continue the existing health inequalities rather than addressing those (Zhang et al., 2025). However, an effective implementation may require addressing these structural, financial and literacy barriers to ensure the app does not inadvertently exclude the most vulnerable people.
[bookmark: _1eknjxujyqwd][bookmark: _Toc223113183]Effects on families, carers and public health
 Reidy (2025) argue that the NHS App has significantly transformed healthcare management by functioning as a digital front door to services, to empower the UK families and carers. In addition to this, to take control of health requirements through proxy access of handling the doctor appointments, repeat their prescriptions as well as by viewing their medical records that can reduce the administrative burden and streamline the patient care coordination (Hagström et al., 2025). Apart from these, the NHS App offers convenience and flexibility to the families by allowing the parents and care takers to manage care for their children and elderly relatives. Around 38 million users have facilitated and improved their healthcare access by NHS App (National Health Service, 2025). However, many of them also pose challenges regarding digital inclusion and health inequalities in this application that are not targeted, in-person or alternative care options.
[bookmark: _ghl9dxjx99nw][bookmark: _Toc223113184]Co-production and collaboration outcomes
According to Brotherdale et al. (2024) it has been highlighted that the co-production and collaboration in the development of the NHS App involves their patients, clinicians and technical teams. The proper collaboration and coordination of the individuals have resulted in an advanced digital front door that can significantly improve their user experience and their service efficiency as well (Babar et al., 2025). Furthermore, the NHS App has fostered their greater patient empowerment and self-management practices of health by aligning their functionality along with patient feedback such as enabling access to medical records and booking appointments (Gavin et al., 2024). Moreover, the key collaboration outcomes in the NHS App may include the improved operational efficiency along with an in-app messaging replacing costlier, less secure and slower traditional letters which can save the NHS over £1 million in the year 2023/24. Therefore, this collaborative and iterative design of the app has grown to more than 34 million users by the year 2025 which has allowed for more personalised care and reduced pressures on non-digital services. 
[bookmark: _led889did17a]iii) Conclusion and Recommendations
Based on the above discussion, it can be summarised that the digital innovation of introducing the NHS App in the UK healthcare sector has been a good decision by the healthcare ministry and the organisation itself, as evidenced by the increased adoption rates and measurable workforce time saving discussed earlier. The app has highly facilitated the entire workforce of the organisation as well as the deprived communities to reach better healthcare services within less time. This demonstrates how digital transformation cam improve operational efficiency while also promoting wider access to healthcare services. The app is capable of providing a secure 24/7 digital front door service to the users by allowing them to book GP appointments, to order repeat prescriptions, to view medical records as well as to manage care for others. However, the lack of technical skills among the employees, lack of accessibility in remote areas and poor digital infrastructure in the NHS are the main issues of operating this app equally for all. This suggests that without adequate training, policy support and infrastructure investment, digital innovation may risk reinforcing existing health inequalities. Therefore, the government and the healthcare ministry of the UK should focus on these issues with training the employees, educating the youths with mandatory technical knowledge and by providing free accessibility of this app in remote and deprived areas are significant in this matter. 
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