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Introduction:
The use of digital innovations in health and social care is becoming increasingly significant as it can enhance the accessibility of the service, facilitate communication and allow patients to control their own healthcare. One such innovation is the NHS App, which gives people in England access to selected healthcare services on their smartphones and other devices. Some users can access their records, get repeat prescriptions and manage appointments using the NHS App when the feature is available (NHS England Digital, 2026).
The NHS App is a tool used in the ongoing digital transformation of the NHS. The implementation of digital technologies may be associated with some challenges for both patients and healthcare professionals. Such challenges include digital exclusion, issues related to privacy and the impact on the workload of healthcare professionals. According to NHS England (2023), it is critical to keep digital healthcare services accessible to all users. 
This report critically analyses the application of the NHS App in England in the past decade. It looks into how the tool has affected four aspects: the workforce, service provision, patients and service users, and the community at large. The report also analyses the positive and negative consequences of using the app. The report states that although the NHS App can improve convenience and patient participation, it will only be effective through inclusive adoption, proper staff training, and the availability of non-digital services. 
Overview of the NHS App:
The NHS App is an online application for obtaining healthcare services provided by the National Health Service (NHS). It was introduced nationwide in 2019 to facilitate access to healthcare information and services via the internet and enable patients to become more engaged in managing their own healthcare (Greaves et al., 2026).
There are multiple functions in the NHS App, such as requesting repeat prescriptions, viewing some parts of the medical records and results of tests, getting messages from healthcare practitioners, and making appointments when the service is available (NHS England Digital, 2026). In addition, the app enables patients to look through information about appointments in hospitals and referrals. With the help of these functions, individuals do not have to call or visit their GP practice to get the service. 
An important strength of the NHS App is its convenience. Patients will be able to access available services via their smartphone, which could save time and help them to be more aware of their health. According to NHS England (2026), 41 million people were registered to use the app by April 2026, which is quite a significant figure for England. 
Nevertheless, being registered as an NHS App user does not mean that everybody uses it and enjoys all the services provided by the app. Access to some of the features will depend on the services that the healthcare organisation provides, and those who do not have access to devices, internet, and necessary skills will face problems. Moreover, patients will require additional help in order to interpret information regarding their health conditions in the medical records.
Thus, despite the significance of the NHS App in the sphere of digital healthcare, the efficiency of its work should be evaluated not just by the number of users but also by the fact that it helps patients and reduces inequalities in healthcare. 
Impact on the workforce:
The NHS App has brought about changes in the way healthcare professionals and administrative staff undertake some of their duties. Some of the possible impacts of the app could be the possibility for patients to book repeat prescriptions, access some medical information and make supported appointments through the app. This could potentially result in some telephone calls being eliminated, leaving time for those patients who need assistance from healthcare professionals. 
According to Greaves et al. (2026), the impact of the national rollout of the NHS App in England on healthcare access, patient experience and general practice was analysed. This research demonstrates the necessity of understanding how digital technology works in the context of already existing healthcare services, instead of thinking that the introduction of the technology will necessarily increase the efficiency of processes. The app could help in managing some requests more efficiently, but it remains to be seen what kind of impact this will have on the workload of the practice. 
Yet another advantage is that digital healthcare helps staff improve their digital competencies. Indeed, medical practitioners could be required to know how patients access their data and help them cope with their questions and concerns about the process of using digital services. Proper training could help the staff feel confident while working with the technology and assisting the patients in using it. 
On the other hand, the NHS App could cause problems for the staff members. The employees could have to assist the patients who have trouble accessing the app, understanding the medical terms or using certain functionalities of the app. Moreover, if the number of digital requests grows without necessary adjustments to the structure and workflow of the organisation, the burden will just shift from one place to another. 
Topol Review places importance on the need to educate and train the healthcare workforce in preparation for the changes due to new technology (The Topol Review,2026). Otherwise, it might be more likely that the digital innovation would make things harder for the employees rather than improving their processes. 
Therefore, the NHS App could be used in order to increase the efficiency of the workforce, provided the necessary training, good technology, and its proper integration into the current services.
Impact on service delivery:
The NHS App has changed the delivery of healthcare services by offering patients another means of accessing NHS services through the use of the application. Through the NHS App, patients can request repeat prescriptions, access some of their medical records, and manage their appointments wherever this is available (NHS England Digital, 2026)
Efficiency would be a benefit that would come from the adoption of this technology. For instance, patients requesting their repeat prescriptions online could save them time waiting on the telephone lines. Staff at healthcare practices could also be able to manage requests online, making organisation easier. Furthermore, information about their health will allow patients to be better prepared for their visits. 
However, the effects on service delivery may not always be positive. Requests via the app still have to be processed by the health care staff, which means that using the app does not mean shorter waiting times or reduced workload. In cases where there are too many requests submitted via an app but there are not enough people working in the practice to deal with them, there will be some delay regardless of the digital technology used. As Greaves et al. (2026) state, it is crucial to understand the functioning of the NHS App in the context of a real health care environment and not to take its use for granted automatically. 
Moreover, the app may be inconvenient for those who cannot access the internet properly, do not have proper devices or do not know how to use technology. In addition, the availability of practical features varies from health care provider to health care provider. 
There is also a need to ensure that safe and proper care is provided. Technology will help in assisting with everyday things; however, it can not be used when there us a need for clinical assessment. Healthcare institutions need to inform patients about when there is a need for professional help. 
In general, the NHS App may help in enhancing convenience and provide a way into healthcare facilities. Its efficiency, however, will depend on proper technology and staffing, as well as the provision of assistance by phone and personally for those who need it. 
Impact on patients and service users:
The NHS App could enhance the experience of patients by facilitating access to some types of health services. Patients can request repeat prescriptions, view medical information and make an appointment through this application where such facilities are available (NHS England Digital, 2026). This advantage may prove particularly useful to individuals who have tight schedules or find it difficult to move around for various reasons. 
Another advantage of the app is that it would give patients greater autonomy. They will be able to view their medical records and test results, which will allow them to learn more about their health and be better prepared for consultation with healthcare providers. NHS England (2023) points out the significance of digital health being accessible to everyone. 
However, not everyone benefits from digital services equally. There might be those without a smartphone, internet connection, or even the digital skills required to make use of the app. Elderly persons, individuals with some disabilities, and those with problems comprehending English language literature might need extra help. These are some obstacles that might hinder people from getting healthcare services when digital channels become the best option for seeking information or help. 
There are also issues regarding privacy concerns. People might have doubts about the confidentiality of their health data or who is going to have access to it. Even though digital data will ensure greater transparency, health organisations need to guarantee that information stays confidential and give tips on how to deal with it safely. 
In addition, many patients are keen on consulting with healthcare experts directly, especially if the matter involves discussing personal issues or symptoms. In such a case, patients may feel anxious if they misunderstand certain medical terms or test results. It is important to note that the application should add to, but not substitute for, professional consultations and direct communication. 
In general, the application can assist in gaining convenience, independence, and active participation in the treatment process. Nevertheless, all the above-mentioned advantages will depend on appropriate accessibility, secure privacy protection, as well as the availability of telephone and face-to-face consultations where required. 
Impact on the community:
The NHS App may influence the wider community as it changes the way people obtain information related to their healthcare and manage their health through digital access to selected NHS services. Through the NHS App, people can perform their everyday activities related to healthcare without going to their GP practices. It may be useful for people taking care of someone and having problems visiting the GP in person. 
It may assist families and caregivers when they assist their relatives in obtaining healthcare. With proper permission, it is possible to use digital access to the necessary information to facilitate the appointment and management of medications. It is important to remember that patients’ privacy and autonomy have to be taken into account. 
Another possible advantage would be that access to information on health issues would enable individuals to become more proactive in ensuring their own well-being. Access to relevant records and tests could provide people with more tools for discussing their health problems with professionals. However, access to information does not automatically translate into positive health outcomes because there could be a need for further explanation. 
Digital exclusion would represent one of the main challenges associated with the provision of information. Communities that have problems accessing good internet connections, proper devices and education on how to use the technology would create challenges for the effective implementation of digital health systems. People who are economically disadvantaged or speak a different language could experience extra problems in this process. 
Such as issues could be addressed through the provision of support and accessible advice om digital skills from the community organisations, libraries, and healthcare facilities. Nevertheless, such initiatives will require funding and collaboration of the service providers. It is also important to ensure that the alternative ways of reaching out to individuals, including using phones and meeting in person, remain available. 
In general, the NHS App can provide the opportunity for more convenient healthcare access and enhance community engagement in the health process. At the same time, the success of such innovations depends on their accessibility and confidentiality as well as on the availability of other healthcare services. 
Recommendations:
There are several measures that would increase the efficiency of the NHS App benefits and minimise its drawbacks. 
In particular, the NHS should continue offering phone and face-to-face services along with the digital services to ensure access to healthcare for people without internet access, appropriate devices, or digital literacy. As indicated in NHS England (2023), digital services should be inclusive and accommodate diverse population groups.
Moreover, staff in healthcare organisations should have proper training and support to be able to deal with digital requests and assist patients who encounter problems. There should also be an appropriate number of staff and procedures so as to avoid the creation of additional pressure due to digital requests. 
In third place, the NHS could promote digital inclusion through collaboration with community groups, libraries, and local councils. Providing people with relevant instructions and information on how to use the app and giving them digital skills training may increase the number of users of the app. The NHS should monitor and evaluate user feedback regarding the barriers encountered when accessing digital services.
Finally, there should be additional measures of success other than counting the number of registrations for the NHS App. It will be useful to assess how satisfied people are with the use of the app, the workload of the healthcare professionals and the quality of delivery of care. 
In general, these recommendations will make it possible to ensure efficient and safe person-centred healthcare while having equal access for all patients. 
Conclusion:
In summary, the NHS App is a significant technological development in health and social care in England. It allows patients to access healthcare services such as prescriptions and healthcare information easily. The features of the app can help promote patient autonomy as well as give other options to the professionals involved in the community with their patients. 
Nonetheless, some issues have been highlighted during the evaluation process. These include the fact that the application could add further responsibilities to healthcare professionals. Also, the success of this technology will depend on the level of integration of the application within the service delivery process. Some of the patients may not have the technological ability to access healthcare services using this app. 
Consequently, the NHS App does not only affect the individual patient but may also have an effect on his/her family, carer or community. While the NHS App might provide easier access to information about healthcare, it cannot be considered effective unless digital exclusion is resolved. It has been stated by NHS England (2023) that inclusive digital healthcare is essential in order to avoid further increasing existing inequalities. 
In general, the NHS App has the potential to make healthcare more accessible and patient -centered. However, the success of this app should not be evaluated only by the number of registered users. The NHS App is also dependent on the quality of the patients’ experience, their support from the workforce, the quality of the services, and equal access. Thus, the NHS should continue to develop the app but also keep other options open like phone calls and face-to-face consultations. 
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