



BMHP6026
Digital Transformation in the Health and Care Professions
Component 1: Written Report

Student Name: Ana-Maria Bors
Student Number: 2316319

Table of Contents
Introduction	4
Critical Evaluation of the NHS App in the Workforce in the Health and Social Care Sector	4
Jobs and Work Practice Transformations	5
Training Needs and Competence Requirements	5
Benefits and Challenges	5
Critical Evaluation of the NHS App in Service Delivery at the Health and Social Care Sector	6
Day-to-Day Service Changes	6
Benefits and Challenges	8
Critical Evaluation of the NHS App for Service Users in the Health and Social Care Sector	9
Convenience and Empowerment	9
Information Accessibility and Transparency	10
Secondary Care Experience in Patients	10
Digital Marginalisation and Inequalities	10
Conclusion	11
References	12



List of Figures 
Figure 1: Impact of the NHS App on the Workforce in the Health and Social Care Sector	4
Figure 2: Day-to-Day Service Changes at NHS App	6
Figure 3: Appointment Management Overview of NHS App	7
Figure 4: Key Progress on Primary Care Activities	7
Figure 5: Benefits and Challenges of the NHS App in Service Delivery	8
Figure 6: Impact of the NHS App on the Service Users	9


[bookmark: _Toc212197194]Introduction 
The NHS App is a radical digital breakthrough in the English health and social care sector, where patients can get access to appointments, prescriptions, medical records, and COVID-19 vaccination status (Kc et al., 2023). It has been hastily implemented since the COVID-19 pandemic and has transformed the workforce roles, service delivery, patient experiences, and community engagement. This report critically assesses the effects on the traditional healthcare practice and access to healthcare services, service users, and communities in determining how the NHS App has transformed the conventional healthcare practice, facilitated accessibility and transparency, and met the needs of patients, alongside outlining the challenges associated with digital exclusion, training, and equitable adoption (Kc et al., 2024).

[bookmark: _Toc212197195]Critical Evaluation of the NHS App in the Workforce in the Health and Social Care Sector 
The implementation of the NHS App as the digital front door in England has revolutionised patient access (booking, prescriptions, records, COVID passes) and has increased in pace during the COVID-19 pandemic (Reidy et al., 2025). 

[bookmark: _Toc212197188]Figure 1: Impact of the NHS App on the Workforce in the Health and Social Care Sector


[bookmark: _Toc212197196]Jobs and Work Practice Transformations
NHS App has also changed job roles in the healthcare sector greatly. The work of the administrative employees has to deal with fewer face-to-face and telephone interactions because patients make appointments online, order medications online, and view their records online. The Digital Transformation Leads and Clinical Informatics Officer roles are new digital-oriented roles that have appeared to lead the system integration and data management (Reidy et al., 2025).
Clinicians were affected by the triage and change of workload structure: the expansion of asynchronous messages and the number of contacts initiated by digital tools (e.g., photo attachments) necessitated GPs and nurses to dedicate some time to non-face-to-face activities and make clinical decisions based on limited information (Peek et al., 2023). At the system level, defined roles developed to handle integration, governance, and pathways of support to patients, included delivery teams, digital leads, and clinical informaticians (Reidy et al., 2025; NHS England, 2024c).
[bookmark: _Toc212197197]Training Needs and Competence Requirements 
To adjust, medical workers will need to be more digitally literate, data security conscious, and more skilled to communicate online. In the process of enhancing digital competencies and creating safe health technology use, the introduction of continuous professional development (CPD) programmes has been made (NHS England, 2024).
Clinicians had to know how to perform remote clinical assessments, interpret images provided by patients, and use safe asynchronous communication protocols, which the national digital-productivity recommendations (NHS England, 2024) highlighted. The quick pandemic-based transition revealed flaws in standardised training and change-management support, and left a substantial number of staff training at work (Hutchings, 2020; Peek et al., 2023).
[bookmark: _Toc212197198]Benefits and Challenges
[bookmark: _Hlk212296914]The key advantages are enhanced efficiency, less work on the part of the administration and better patient satisfaction over the delivery of faster services. Nevertheless, there are still issues to deal with inequalities in access to training in part, and digital preparedness among NHS Trusts is not the same, as well as the fear of technological shift among staff (Hutchings, 2020). The challenges to these issues, which will be important to workforce resilience and competency, will be workforce sustainable investment in digital education and inclusive training (Hutchings, 2020).
[bookmark: _Toc212197199]Critical Evaluation of the NHS App in Service Delivery at the Health and Social Care Sector 
The NHS App has also been at the centre of NHS England's digital transformation agenda as it seeks to bring changes in healthcare interactions by shifting from analogue to digital systems. Its uptake has transformed the manner in which the day-to-day health and social care services are provided, especially in primary and secondary care (Department of Health and Social Care, 2025).
[bookmark: _Toc212197200]Day-to-Day Service Changes

[bookmark: _Toc212197189]Figure 2: Day-to-Day Service Changes at NHS App

Appointment Management and Missed Appointment: The App allows patients to make, cancel, and amend GP and hospital appointments online, so that they do not need to use the phone as much and physically visit the hospital. Such a self-service method has been linked to fewer missed appointments, and it is estimated that 1.5 million hospital appointments have been saved since July 2024 (Department of Health and Social Care, 2025). In addition, the number of hospitals that offer appointment information on the App increased, reaching 87% in April 2025, which demonstrates its fast adoption (Department of Health and Social Care, 2025).
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[bookmark: _Toc212197190]Figure 3: Appointment Management Overview of NHS App
Source: (Department of Health and Social Care, 2025)
Communication and Notifications: The use of the App in communication between patients and providers has substituted some letters and SMS reminders with messaging and notifications. By 2023-2024, over 22.5 million messages will be sent through the App rather than other channels, which will save money and human resources (NHS England, 2024). This has relieved some of the daily communication load in terms of manual communications like preparing letters or making reminder calls.
Prescriptions and Primary Care Activities: The App gives patients the opportunity to place repeat orders online, assign pharmacies, and monitor orders. The popularity of this service also grew by a significant margin, and in December 2023 alone, more than 3.1 million repeat prescriptions were ordered using the App, a 44 percent increase over the preceding year (NHS England, 2024). This will eliminate the necessity of patients calling or visiting their GP practice to change the routine service flows in primary care.
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[bookmark: _Toc212197191]Figure 4: Key Progress on Primary Care Activities
Source: (NHS England, 2024)
Secondary Care Integration: Beyond general practice, the NHS App is becoming a part of hospital care and enables patients to receive appointment information, documentation, and pre-consultation questionnaires online (Department of Health and Social Care, 2025). The App in 2025 in the North West dealt with over 53,000 hospital appointments every month (NHS England North West, 2025). This is a change in the way services of secondary care are provided daily.
Integration with Remote and Hybrid Care Model: One of the everyday service changes, which was caused by the implementation of the NHS App, is that it has integrated into the models of remote and hybrid care delivery. The application also facilitates video consultation, online symptom checkers, and remote monitoring devices, which enable medical workers to evaluate and treat patients without necessarily having to visit them. This has improved the continuity of care in patients with chronic conditions and minimised hospital readmissions (NHS England North West, 2025). In addition, clinicians are able to view patient reported information prior to appointments which enhances the efficiency of diagnosis and allows individualised treatment plans. Yet, it is also undergoing change which requires the implementation of strong data protection and the establishment of equal digital access so that care provision is inclusive.
[bookmark: _Toc212197201]Benefits and Challenges
Benefits: The NHS App makes healthcare more efficient because it helps decrease the number of missed appointments, administrative overhead, and provides patients with greater control of their healthcare (NHS England, 2024; Department of Health and Social Care, 2025). Such changes will be able to release space to more complicated patient requirements.

[bookmark: _Toc212197192]Figure 5: Benefits and Challenges of the NHS App in Service Delivery

Challenges: Nevertheless, there are still restrictions. The availability of features does not always match between GP practices and hospitals, and some patients may be unable to retrieve the information, or it might be disordered or incomprehensible (Qualitative Evaluation Study, 2023). Besides, the absence of digital inclusion is also a limitation: patients with no smartphones or without digital skills can also be disadvantaged, and the issue of equity is problematic (Qualitative Evaluation Study, 2023). Also, the process of digitising workflows may demand the resources and training of the staff, which may negate the initial efficiency improvements (Qualitative Evaluation Study, 2023).

[bookmark: _Toc212197202]Critical Evaluation of the NHS App for Service Users in the Health and Social Care Sector 
The NHS App has been established as the digital front door to health care in England, including services to make appointments, request repeat prescriptions, look at medical records, and access COVID-19 vaccination status (Department of Health and Social Care, 2025). 

[bookmark: _Toc212197193]Figure 6: Impact of the NHS App on the Service Users
[bookmark: _Toc212197203]
Convenience and Empowerment
The convenience and autonomy that it provides patients are among the most reported advantages. Being able to book and cancel appointments and handle prescriptions without calling the GP practice will decrease the need to rely on administrative personnel and give more power to the patients to control their own medical care (NHS England, 2024). It is indicated that the rate of patient utilisation of repeat prescription services with the help of the App increased by 44% in 2022-2023, which demonstrates that more people resort to using this type of communication method (NHS England, 2024). This is a more effective and transparent way of care management for patients than the traditional ways.
[bookmark: _Toc212197204]Information Accessibility and Transparency
The App has improved transparency and patient engagement by allowing patients to have access to their medical records and test results. According to the research, the ease of access by patients to view their health information is essential in enhancing trust and shared decision-making (Reidy et al., 2025). Nonetheless, in the case of other patients, the lack of proper explanation and access to coded or complex information has caused confusion and anxiety (Reidy et al., 2025). This implies that access helps in autonomy; however, it can also become a source of uncertainty, unless clear communication is provided to the clinicians.
[bookmark: _Toc212197205]Secondary Care Experience in Patients
Apart from the extension of the App to the hospital services, patients have access to the schedule of appointments and pre-consultation questionnaires online. This has minimised waits and helped to make the patient journeys more efficient (Department of Health and Social Care, 2025). In pilot areas, including Cheshire and Merseyside, patients were more satisfied with the control of the visit to hospitals through digital means (NHS England North West, 2025). However, the dissemination of service between trusts implies that the patient experience at the hospital is not the same, and not all hospitals allow the same functionality (Qualitative Evaluation Study, 2023).
[bookmark: _Toc212197206]Digital Marginalisation and Inequalities
Although the App has made access easier for several people, the issue of digital exclusion is still a significant challenge. The App can be problematic when used by patients who have no smartphones or limited access to the internet or are less digitally literate (Qualitative Evaluation Study, 2023). This may worsen the health disparities already experienced, especially in older people and the low socioeconomic groups. The patients unwilling to use the App might feel excluded and believe that they receive less care than their digitally literate counterparts (Greenhalgh et al., 2022).
[bookmark: _Hlk212297988]Overall, NHS App has changed the role of relationships between patients and healthcare services, facilitating self-management, transparency, and convenience. Nevertheless, it also brings up the issue of digital inequality, especially in older populations, people with disabilities, and the population that does not have access to the digital world (Qualitative Evaluation Study, 2023). There are users who have problems with interpreting medical information or using the interface in the app, which may lead to misunderstanding and panic. Moreover, the use of digital solutions can, unintentionally, decrease human contact, compromise trust and emotional bond in care provision. In order to achieve fair results, continued training of the users, simplification of the interface, and easy-to-use design is necessary to close the digital divide and improve patient experience (Qualitative Evaluation Study, 2023).
[bookmark: _Toc212197207]Conclusion 
The NHS App has had a significant impact in the field of health and social care, enhancing the efficiency, autonomy of patients, and their access to services within the community (Kc et al., 2024). Although there are advantages like smooth work processes, better patient involvement, and deeper co-design of services, other issues exist, especially digital literacy, inequality, and disparity in service delivery. The sustainable adoption needs to be through continuous investment in training of the workforce, inclusive technology, and incorporation into public health. Altogether, the NHS App shows the prospects of digital innovations to reinvent healthcare, prompting the need to manage the risks related to them.
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In December 2023, 3.6 million people had registered for the NHS App resulting in the 75% target being
achieved 3 months ahead of schedule.

Over 52 million messages were sent via the NHS App in 2023. 33 million of these messages were sent between
October ~ December 2023

Prospective GP record access has increased from 15 practices in November 2022 up to 5205 practices
in January 2024. 24m people with online accounts in England now have prospective record access (Where

3.4 million secondary care appointments were viewed and managed via the NHS App in December 2023,
‘approximately 3-fold increase since December 2022 (1.2m)

Atotal of 3.1 million repeat prescriptions were ordered in December 2023, an increase of 4% since December
2022 (2.2 millon).





