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The NHS App My Chosen Digital Innovation by Leticia Maison 

· Introduction
For my assignment I have chosen to focus on the digital innovation of the NHS app. Digital technology is becoming increasingly important within health and social care especially across the United Kingdom. One significant digital innovation introduced within the last ten years is the NHS App. Launched nationally in 2019, the app allows patients to book appointments, order repeat prescriptions, access health records and receive healthcare information digitally (NHS England, 2024). 
The aims of the NHS App is to help provide access to healthcare services, increase efficiency and support patient-centred care. My report aims to critically evaluate the implementation of the NHS App and examine critically the impact on the workforce and service delivery. 
Workforce
The implementation of the NHS App has significantly affected the healthcare workforce by changing how staff deliver care and complete administrative tasks. As healthcare becomes increasingly digital, healthcare professionals require new knowledge, skills and competencies to work effectively with technology (Health Education England, 2019). While the NHS App aims to improve efficiency, its impact on the workforce is both positive and challenging.
One major benefit is that the NHS App can streamline workflows by allowing patients to book appointments, order repeat prescriptions and access health information independently. This reduces the number of routine telephone calls and administrative requests received by GP practices and other healthcare settings (NHS England, 2024). As a result, administrative staff can spend more time supporting complex patient needs rather than carrying out repetitive tasks. This may improve productivity and help reduce bottlenecks within healthcare services. However, the extent of these benefits is debatable. Although some administrative work is reduced, healthcare workers are still required to monitor digital systems and respond to patient queries generated through online services. Therefore, the NHS App may not completely reduce workload but instead change the type of work staff undertake.
The app has also altered traditional healthcare roles by encouraging patients to take greater responsibility for managing their own care. Patients can check information, manage appointments and request prescriptions without direct assistance from staff. (Health Service Navigator, 2024)
This represents a shift towards patient-centred care and self-management. Critically, while this may reduce demand on some services, it can create additional responsibilities for staff who must support patients who struggle to use the technology. Reidy et al. (2025) found that staff often needed to assist patients with registration and identity verification during implementation. This suggests that workload may be transferred rather than removed, particularly for older adults or individuals with lower digital literacy.
The NHS App has further increased the importance of digital skills within the workforce. The Topol Review (2019) highlighted that future healthcare professionals must be prepared to work in increasingly digital healthcare environments. Investment in digital training can improve confidence, increase technological competence and better prepare staff for future innovations. However, this also exposes inequalities within the workforce. Not all healthcare professionals have the same level of digital confidence, and some may find adapting to new systems difficult. If organisations fail to provide adequate training and support, digital transformation may increase stress and reduce staff confidence rather than improve workforce performance.
Another important consideration is the impact on staff workload and burnout. Digital technologies are often introduced to improve efficiency, but some researchers argue that they can create new pressures. Greenhalgh et al. (2017) suggest that digital innovations can generate additional work through system management, troubleshooting and supporting patients with technology. In practice, healthcare professionals may need to divide their attention between patient care and digital administration. This can contribute to "digital overload", where staff feel overwhelmed by the growing number of technological systems they are expected to use. Given existing workforce shortages across the NHS, any increase in workload could negatively affect staff wellbeing and job satisfaction. Therefore, the success of the NHS App should be judged not only by efficiency gains but also by its impact on workforce wellbeing.
The implementation of the NHS App has also increased responsibilities relating to information governance and patient confidentiality. Healthcare professionals must ensure that patient data remains secure and that digital systems comply with legal and professional standards (National Data Guardian, 2020). This strengthens accountability within the workforce and may improve patient trust in digital healthcare. However, it also places additional responsibility on staff, who require ongoing training in cybersecurity and data protection. Failure to meet these requirements could potentially compromise patient safety and result in legal or professional consequences.
Staff acceptance is another factor influencing successful implementation. Research suggests that healthcare professionals are more likely to engage with new technologies when they perceive them as useful and easy to use (Ross et al., 2016). However, some staff may resist digital innovations due to concerns about increased workload, lack of training or changes to established ways of working. This resistance should not necessarily be viewed negatively. In some cases, staff concerns may highlight genuine weaknesses in implementation strategies and identify areas requiring additional support. Therefore, involving healthcare professionals in the planning and development of digital innovations may improve acceptance and long-term success.
Overall, the NHS App has the potential to improve workforce efficiency by reducing routine administrative tasks, supporting patient self-management and encouraging the development of digital skills. However, a critical evaluation shows that the benefits are not guaranteed. New responsibilities, digital workload, training requirements and information governance obligations can place additional pressures on staff. Consequently, the success of the NHS App depends not only on the technology itself but also on the ability of healthcare organisations to provide adequate training, support and resources to help the workforce adapt to digital transformation.
Service Delivery 
The NHS App has changed the way healthcare services are delivered by allowing patients to book appointments, order repeat prescriptions and access parts of their health records online. The aim is to make healthcare more accessible and efficient while giving patients more control over their care (NHS England, 2022). Although the app has brought many benefits, it is important to consider whether these improvements always lead to better service delivery.
One major advantage is that patients can access services more easily. Instead of calling their GP surgery, many tasks can be completed through the app at any time of day (NHS England, 2024). This can make healthcare more convenient and may reduce pressure on busy practices. However, easier access can also increase demand. If more patients are booking appointments or requesting support, services may become even busier. Therefore, while the app improves access, it does not solve wider problems such as staff shortages or long waiting times.
The app also gives patients access to information about their health, appointments and prescriptions (Buchan et al., 2020). This can help people feel more involved in their care and make informed decisions about their treatment. However, greater access to information does not always mean better understanding. Some patients may find medical information confusing or worrying, especially if they view results before speaking to a healthcare professional. This suggests that technology can support care, but it cannot replace professional guidance.
Another benefit is that the NHS App can help patients manage their health more independently. This is particularly important for people with long-term conditions who need regular access to healthcare services. If patients take a more active role in managing their health, healthcare services may become more efficient. However, this places greater responsibility on patients. Some people may be confident using digital services, while others may struggle. As a result, the app may benefit some groups more than others.
The success of the NHS App also depends on how well it works with other NHS systems. Ideally, information should be shared smoothly between different healthcare providers so patients receive joined-up care. However, different organisations often use different digital systems, meaning information is not always fully connected (Reidy et al., 2025). This can lead to delays, communication problems and frustration for both patients and healthcare professionals. Therefore, the benefits of the NHS App may be limited if wider NHS systems do not work together effectively. (Lydon, 2024)
Another limitation is that the NHS App cannot replace face-to-face interaction. Healthcare is not only about providing information and services but also about building trust and relationships between patients and healthcare professionals. Some patients may feel more comfortable discussing concerns in person rather than through a digital service. This is particularly important for older adults, people with complex conditions and those who need emotional support. Therefore, while the app offers convenience, it may reduce opportunities for personal interaction, which remains an important part of high-quality care.
The COVID-19 pandemic demonstrated the value of digital healthcare. The NHS App allowed people to access vaccination records and COVID certificates without attending healthcare settings in person (Reidy et al., 2025). This helped services continue during a difficult period and showed how digital technologies can support healthcare delivery. However, the pandemic also highlighted that not everyone could access these services equally. People without smartphones, internet access or digital skills were less able to benefit from the technology. In addition, the success of digital services during the pandemic does not mean they are suitable for all situations. Many healthcare problems still require physical examinations and direct communication with healthcare professionals.

Digital exclusion remains one of the biggest challenges facing the NHS App. While many people find the app convenient, others may struggle to use it because they lack the necessary technology or skills (NHS Digital, 2022). This creates an important issue because a service designed to improve access could increase health inequalities for some groups. Therefore, healthcare organisations must continue providing non-digital options to ensure that all patients can access care.
There is also a risk that patients become too reliant on digital services. Because many healthcare tasks can be completed through the app, some people may choose digital methods even when a face-to-face appointment would be more appropriate. Important symptoms or concerns may not always be communicated effectively through digital systems. Therefore, although the app encourages independence, healthcare professionals remain essential for assessment, diagnosis and decision-making. Digital healthcare should support traditional care rather than replace it completely.
Technical problems can also affect service delivery. If the app experiences system failures, poor connectivity or software issues, patients may be unable to access important healthcare information (Greenhalgh et al., 2017). This demonstrates that healthcare services can become dependent on technology. While digital systems can improve convenience, they can also create new risks when technology does not work as expected.
Furthermore, convenience should not be confused with quality. The NHS App makes healthcare services easier to access, but easier access does not automatically lead to better treatment or improved patient outcomes. The quality of care still depends on the skills of healthcare professionals, the availability of services and the effectiveness of treatment. Therefore, the app should be viewed as a tool that supports healthcare delivery rather than a solution to wider NHS pressures.
Overall, the NHS App has improved service delivery by making services more convenient and helping patients become more involved in their care. However, many of its benefits depend on patients being able to use the technology and on NHS systems working effectively together. It can improve access to services, but it cannot solve wider pressures within healthcare. Therefore, although the NHS App is a valuable innovation, its success depends on addressing issues such as digital exclusion, system integration, technology reliability and maintaining the balance between digital and face-to-face care.

· Conclusion
The NHS App has significantly transformed workforce practices and service delivery within the NHS by improving access to healthcare services, reducing some administrative pressures and encouraging greater patient involvement in managing care. However, the implementation of the app has also created challenges, including digital exclusion, increased training requirements, technical limitations and additional responsibilities for healthcare staff. These findings highlight a clear tension between the benefits of digital innovation and the practical difficulties associated with its implementation.
Overall, the NHS App can be considered a successful digital innovation because it has improved the accessibility and efficiency of healthcare services across the UK. Nevertheless, its long-term success depends on ensuring that both staff and patients are supported to engage confidently with digital healthcare. To maximise its effectiveness, the NHS should continue investing in workforce digital training and initiatives that reduce digital exclusion, ensuring that the benefits of the NHS App can be experienced more equally across the population.
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