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Introduction.
Critical evaluation of the NHS App. A digital innovation in UK Health and social care.
This report will critically evaluate the NHS app which is now one of the largest digital innovations in the UK health and social care sector. “This app has been available in England from July 2019.” (Imperial college London N/D).  The NHS app serves as a digital gateway to the NHS service across England. The analysis of this report will examine the impact it has on service delivery, Service users and the workforce, by exploring both the positive and negative the app has.
Digital transformation is in the centre of modernisation of the health and social care sector. “The NHS long term plan (2019) committed to making digital services the conventual way that people interact with the NHS. The NHS app will stand out as the main platform which will enable service users to book appointments, order prescriptions, have access to your own medical records and access health advi8ce and support from a digital device.
This report provides a critical evaluation of the NHS app. It will consider the policies that where set into place and helped to shape the development of the app whilst assessing the impact on the service users, the workforce and service delivery. Throughout this report there will be discussions on both the positive outcomes and the challenged faced by using government reports, recent UK health data and peer reviewed reports, with references formatted in accordance with UWTSD Harvard referencing style.



2. Context and policy Background.
“After successful private testing with more than 3,000 patients across 30 GP practices in England, the NHS app has started its public roll out”. NHS England (January 2019).  
2.1 Development 
 The NHS app rolled out nationally in December 2018 after following multiple pilot programmes. The app was designed and later introduced to reduce the pressure that Gp’s faced across the UK, as well as improving access to the service needed which would hopefully empower patients. The development of the NHS app was underpinned by some key policy documents which include: 
[bookmark: _Int_qoVCP50t]A plan for digital Health and social care in England (2022) - Which explains that one of the main focuses of developing the app is so the care that is been delivered will be more person centred and enable service users to use person-centred digital tools that could improve outcomes of care deliverance and reduce the health inequalities. “The aim is something we can all get behind: a health and social care system that will be much faster and more effective, and deliver more personalised care.” Savid Javid (June 2022).
· What good looks like- Framework:
This framework sets the standards for digital transformation which focuses on 7 pillars which include, Safe practice, Ensure smart foundations and many more.  
[image: ]   What good looks like (n/d) : What Good Looks Like Hub - Futures

· GDPR (General Data Protection Regulation)- This policy governs now patients' data is processed, stored and how it is shared. This is a key fundamental in building the public's trust to encourage the progression of digital health in health and social care.  GOV.UK states that “In the UK data protection is governed by the General Data Protection Regulation and the Data Protection Act 218”. These regulations ensure that there are no unethical methods of sharing public data, if so, it will be against the law to do so if done unethically. 
 

2.2
Growth and adoption
The end of August 2026 the NHS app had 42,441,120 registrations which represents approximately 68% of the eligible population. NHS England, (August 2026).  During the Covid 19 pandemic this accelerated the users of the NHS app as the app became an essential part of the health and social acre sector as it allowed people to access Covid passes, book vaccinations and manage their own care remotely during the pandemic. According to Michelle Kendall et al. “We estimate that the app’s contact tracing function alone averted about 1 million cases”. (2023). 




3.
Impact on service delivery
3.1 
Positive Outcomes.
Reduced Administrative Burdens -
Gp practices report that there is a significant amount of time saved from ordering prescriptions now that is done via the NHS app. The Royal college of General Practioners (2026).
More efficient appointment management-
By using the NHS app patients can book their own appointments as well as having the access to amend, view and cancel.  According to NHS England, this supports operational efficiency by reducing the number of do not attends and unnecessary enquires to Gp services. (July 2026).  This shows that the use of the NHS app has a positive outcome on the time efficiency and the use of the Gp practices as it opens more space and opportunities for a larger number of patients to be seen in a day. 
Integrated Care potential-
The NHS app links to the NHS 111 service online, service directories and symptom checker. This gives service users the chance to self-triage and access the correct support at a more time effective manner.  As the NHS app gives service users a greater chance of getting the necessary help or support faster this leads to better integrated care and supports the goals of the integrated care board. 

3.2 Negative outcomes and criticisms. 
The NHS app works most effectively in England as not all the integration systems work as well or are accessible in Scotland and Northen Island. Yet according to Olly Harvey-Rich et.al, In all 3 nations funding, staffing issues which leads to a larger productivity issue, that causes major back logs even when there are a higher percentage of services users using the app. 
System limitation,
Not all the GP practices offer the full range of features on the NHS app. This is due to a variation of underlying IT problems. Some service users are unable to view their full health records or different health appointment they have.
Infrastructure pressures-
A high demand during the peak of the Covid 19 pandemic has causes outages which has raised concerns over the last 5 years about the scalability of the health and social care sector as well as the resilience. 

While the NH app has routine transactions , it shows how it is used as a front end rather than a solution for the deeper problems that the health and social care sector are facing have been facing in the last 5 years across the Uk. The issues with the IT infrastructure and how service users cannot have access to their own medical records from the app oppose bigger issues than been able to access only half of the features that the app has available. 

4.
4.1
Impact on service users and patients. 
· Convivence and Accessibility
For a lot of service users, the app removed barriers related to opening times and travel restrictions that people may face. Carers have reported that they find it beneficial in supporting the health needs of the individuals they care for. Uk Authority (08/04/2024).
· Patient empowerment
The public have stated that the access they now have to their own medical records helps patients have a better understanding of their conditions which helps them in creating their own care plans and have a more person-centred care approach from health professionals. NHS England (2026)

· Support for carers and family members
The NHS app support proxy access. Which enables a user to retrieve a list of people who can access their services on behalf of proxy. Nhs England Digital. (July 2026). This is a great opportunity for service users who have limitations in accessing there digital records a chance to get a better understanding and have more support in looking at their own records or been able to book appointment's or repat prescriptions from their own homes.
4.2
Negative outcomes and inequalities
· For individuals over the age of 75 and have limited digital literacy or lower income groups as well as non-English speaker are less likely to us the NHS app, as they are not going to have a greater understanding of the app and the purpose of the app.

· Data privacy concerns
GDPR is taken very serious within the health and social care sector, yet a lot of the public do not have a wider understanding of GDPR and how it protects patients' information and data that is stored. Even though there are legislations against unethical information been shared. 



5. Discussion and critical synthesis.
The NHS app represents a landmark that has been achieved within the health and social care sector in terms of digital health, and the progression digital health has had within the NHS.  From 2018 to 2026 it has successfully achieved the normalisation of digital health which accelerated from the pandemic of Covid 19, since the pandemic digital health has delivered tangible improvement in efficiency and the rates of patient success has improved. The NHS app aligns with the Plan for digital health and social care, whilst mirroring what good looks like framework. 
However, the app reveals that the equity v efficiency difference. As the app works best for individuals with higher digital literacy and people who need the healthcare service the most benefit less from the app. Therefore, care must remain person-centred and not just system based as the app is only strong as the system that is behind it as the IT development of the app still lacks in many areas. 
GDPR compliance has helped to maintain the authentic-ness of the app but still lacks transparency about how the data is fully used as a percentage of service users do not understand this.

6.
Conclusion-
The NHS has shown that is a transformative digital innovation that has helped millions of individuals in England to interact with different help services that are available.  The app has empowered patients and has had a positive impact on the service delivery particularly for GP practices. Although the app does still have some significant flaws and needs to continue development as it currently opposes health inequalities and has a chance of placing higher demands on already overstretched services within the health and social care sector. The limitation of the underlying infrastructure can have a larger negative effect on how the app is used and how many patients are able to use the app to its full potential, as there is not availability of each feature offered from the app. 
For the NHS app to reach its full potential it must change from been used as a conscience tool to everyone across England and upgrade to an inclusive platform that every individual could benefit from using. As at this present time the app does not actively support those who are greatly disadvantaged. Furthermore, Digital innovation in health and social care should be judged by whether it can improve all outcomes within the sector meanwhile protecting privacy and support the professionals rather than overwhelm the workforce that is already set in place. 
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