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To guarantee authenticity and uphold professional standards, I used the official NHS logo in this presentation. The NHS Identity Guidelines (2015) make clear that the logo is a legally protected trademark and must only be used in its approved form. Acknowledging this highlights the wider responsibilities within digital health of maintaining public trust, preventing misinformation, and ensuring digital materials follow NHS standards.
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                                               (NHS Blue and White Logo, 2015)

[bookmark: _Toc1656363497][bookmark: _Toc1679221551]Introduction   
One of the biggest technological advancements in modern UK healthcare is the NHS App. As part of the NHS's digital-first goal to modernise access to healthcare services, the NHS App launched nationwide in January 2019 (NHS England, 2019). According to KC et al. (2023), it is also referred to as a digital front door to NHS services, providing patients with a centralised, safe platform for managing appointments, medications, and medical information. In considering the growing demands on health and social care systems, workforce strains, and convenience demands, the NHS App has emerged as an important part of the national policy's digital first strategy (UK Parliament, 2022). This report carefully assesses the NHS App as an individual invention, concentrating on three primary aspects. Advantages for patients (patient/service user), digital exclusion and inequalities (service delivery), and risks, limitations, and unexpected consequences (workforce). 
[bookmark: _Toc929421471][bookmark: _Toc1994548699]An overview of the NHS app
[bookmark: _Int_6XsozXRR][bookmark: _Int_zCOK0MJB]Users can access a range of health services, such as appointment scheduling, COVID-19 vaccine information, medical records, repeat prescriptions, and NHS 111 online, through the NHS App, a nationwide digital platform (NHS, 2021a). Because of its integration with NHS Login, it provides safe access to multiple types of services (NHS, 2021b). In contrast to tools designed for local practices, the NHS App is developed and maintained centrally, guaranteeing consistency throughout England (Accelerated Capability Environment, 2024). Its goal is to give primary care a common, user friendly interface that encourages patient autonomy and reduces administrative strain. It is an innovation that supports the NHS Long Term Plan's goal is to increase digital access and encouraging self management (Department of Health & Social Care, 2021). However, user involvement, digital
competence, and the ability of services to incorporate digital channels into routine operations are what determine how effective it is.
[bookmark: _Toc1214149999][bookmark: _Toc848115895]How the NHS App represents innovation 
[bookmark: _Int_O3czwsMh]Innovation in health and social care refers to the introduction of new techniques, tools, or procedures that enhance results, effectiveness, or user experience (Care Quality Commission, 2022). Because it converts conventional access methods, such as phone reservations or in person enquiries, into a digital, self service approach, the NHS App is considered innovative (NHS England, 2019b). It allows for more efficient workflows by transferring some of the administrative burden from employees to patients. With 16.7 million logins in May 2021, national usage data also revealed a significant increase in NHS App login sessions, which increased by 441% over the study period (Kc et al., 2023). In December 2025 alone, 10.1 million people logged into the NHS App, demonstrating consistent use of digital health services (England, 2026). NHS England (2025) also reported a record 62.3 million NHS App logins in November 2025, showing how digital access has become a routine and essential part of how patients interact with healthcare services. Furthermore, it offers previously unavailable or fragmented capabilities like safe access to personal health information and real time medication tracking (NHS, 2025). Additionally, the NHS App represents a culture shift towards patient centred digital care and is more than just a technical tool (Sheikh et al., 2021).
[bookmark: _Toc570751976][bookmark: _Toc356053545]National Policy Influencing the NHS App
[bookmark: _Int_qlKxN1fA]National policy frameworks that place a high priority on digital transformation incorporate the NHS App. The NHS Long Term Plan places a strong emphasis on better access, digital first primary care, and using technology to handle growing demand (Department of Health & Social Care, 2021). Additionally, the NHS App supports commitments to improve patient choice, reduce administrative load, and encourage self management of chronic diseases. Digital tools are emphasised in policy documents as being important to solving the lack of workers and increasing productivity (UK Parliament, 2022). However, policy goals frequently presume that everyone is digitally literate, which is not the case for people in the actual world. This leads to conflict between community strengths and national expectations, especially in older or underprivileged communities where digital literacy is lower (Asthana et al., 2019). Critically assessing the impact of the NHS App requires an understanding of this policy environment.
[bookmark: _Toc1324139970][bookmark: _Toc2104589543]Patient/Service User
[bookmark: _Toc682700482][bookmark: _Toc375564526]Patient benefit of the NHS App
[bookmark: _Int_qMSU6Z76][bookmark: _Int_Kvd4Gn9K]Several benefits provided by the NHS App can improve patient autonomy and experience. Convenience is among the most important benefits. Without depending on office operating hours, patients can schedule visits, get repeat medications and examine medical records whenever they choose (England, 2019a). This reduces the frustration caused by lengthy phone lines and a lack of available appointments. Viewing test results and medical history facilitates self management, especially for those with chronic diseases that require ongoing care (Carini et al., 2021). NHS England (2025) reported that patients viewed their GP health records 20.8 million times in November 2025 alone, showing how widely this feature is used to support self management. Symptom checkers and online access to NHS 111 offer prompt advice, which may cut down on unnecessary GP visits (NHS, 2025). Strong patient involvement with digital health technologies is demonstrated by the fact that more than six million individuals in the Southeast are currently using the NHS App, according to NHS England (England, 2026). NHS England (2025) also noted that over 313,000 people used the NHS App on Christmas Day, showing how it has become a 24/7 essential service for many patients. Nationally, NHS England (2025) reported that more than 39 million people were registered with the NHS App, demonstrating widespread adoption across England.
Another key benefit is transparency. The ability to view their own data may help patients better understand their health and promote collaborative decision making (NHS, 2021a). By enabling users to check prescriptions and prevent running out of necessary medications, the NHS App further promotes medication safety (NHS, 2025). The NHS App was used to order 1.78 million repeat prescriptions in 2025, according to NHS England, demonstrating how digital tools simplify regular care (England, 2026). More recent data shows continued growth, with 6.3 million repeat prescriptions ordered through the NHS App in November 2025 (England, 2025), highlighting how digital tools now play a major role in routine medication management. Digital access can drastically cut down on the amount of time and effort needed to handle health requirements for certain groups, such as working adults or carers. These advantages are not available to everyone, though. They rely on having access to technology, being digitally literate, and being comfortable using online services. The NHS App can benefit a lot of people, but it may disadvantage others, which brings us to our next area of analysis.
[bookmark: _Toc613029758][bookmark: _Toc870218792]Digital Inequalities and Exclusion
One of the most important issues with the NHS App is digital exclusion. The invention may unintentionally increase inequality even though its goal is to increase access. The app may not function well for people without smartphones, reliable internet, or computer skills. (Heaslip & Holley, 2023). The most impacted are older adults, those with impairments, those with low incomes, and those with weak English skills (Age UK, 2024). Significant subgroup differences in NHS App registration were also discovered by Kc et al. (2023), who found that practices with a greater percentage of White patients had 36% higher registration rates, while practices in the most deprived regions had 25% lower registration rates. Further inequalities in digital adoption were highlighted by the fact that registrations were 13% lower in practices with more male patients and 23% higher in practices with more patients aged 15-34. 71% of patients in the Southeast that are 13 years of age or older are registered with the NHS App, indicating that nearly one-third are not, according to NHS England (2026), highlighting persistent digital exclusion. This creates the possibility of a two-tier system in which individuals who are confident using technology have quicker, easier access while others must use slower, traditional approaches.
Additionally, there are connections between digital exclusion and more general social determinants of health. Maintaining devices or data plans may be prohibitively expensive for residents of underprivileged locations (Zhang et al., 2023). Engagement may be further decreased by people's mistrust of digital technologies or privacy concerns (Asthana et al., 2019). People who are unable to use digital pathways may have less access or must wait longer if practices prioritise them more. This brings up ethical concerns regarding justice and equity in the healthcare system. Providing alternative access points is not enough to address digital isolation. Digital literacy training, accessible design, and making sure non-digital options continue to function properly are examples of proactive support (Heaslip & Holley, 2023). In the absence of these safeguards, the NHS App runs the risk of escalating rather than reducing current health inequalities.
[bookmark: _Toc356912450][bookmark: _Toc2111476758]Service Delivery 
[bookmark: _Toc14968102][bookmark: _Toc984322656]Risks, Restrictions, and Unexpected Repercussions
Although the NHS App has many advantages, there are a few risks and restrictions that need to be carefully considered. The over reliance on digital systems is one issue. Patients may lose access to necessary treatments if they believe the app will always work properly. Staff members that must deal with system failures, login difficulties, or integration challenges with GP systems may become frustrated and have more work to do (Reidy et al., 2025).
Variability in uptake among practices is a further limitation. Despite being nationwide, the NHS App's functionality is dependent on local system integration. While some practices provide restricted possibilities, others permit complete features. Patients may become confused by this discrepancy and lose trust in the system (Accelerated Capability Environment, 2024).
Redistribution of the workload is another issue. Even while the app aims to lessen administrative work, demand may rise as more people get access to digital resources. For instance, making scheduling appointments easier could lead to additional requests, which would put greater pressure on already overburdened systems (UK Parliament, 2022). This pattern is reflected in national usage data, which showed large fluctuations in NHS App appointment bookings, including surges of over 42,000 bookings in May 2021 and significant drops immediately after the first lockdown (Kc et al., 2023). Additional responsibilities for staff can include answering digital questions, confirming identity, or helping patients who have trouble using the app.
Other risk categories include privacy and data protection. Patients may be concerned about who can access their information, even if the NHS App employs secure authentication (UK Parliament, 2022). Misconceptions around data sharing can undermine confidence and discourage usage. Maintaining confidence requires open and honest communication on privacy.
[bookmark: _Int_q2kmIFhK]Finally, there are unintended consequences associated with patient behaviour. Patients may experience anxiety if they view test findings instantly before consulting a professional. The use of symptom checkers can also result in excessive worry or inaccurate self diagnosis (Abdelaziz et al., 2024). These problems show how important proper planning and continuous assessment are.
[bookmark: _Toc1476582424][bookmark: _Toc1165443569]Workforce Impact on Health and Social Care Practice 
By changing how patients engage with services, the NHS App has an impact on practice. By reducing phone traffic and enabling more effective prescription management, it helps improve processes (Reidy et al., 2025). In 2025, more than 417,000 GP appointments were made or cancelled by patients using the NHS App, demonstrating how digital solutions may ease administrative burdens and boost service effectiveness (England, 2026). NHS England (2025) also reported that 6.6 million hospital and secondary care appointments were managed through the NHS App in November 2025, showing how digital tools are increasingly supporting workloads across the wider health system, not just in primary care. Regular administrative tasks may take up less staff time, allowing them time to concentrate more on clinical treatment. The effect is not always positive, though. Staff members may face new challenges because of increased digital demand, and they must adjust to helping patients with different levels of digital capability. For implementation to be successful, organisational preparedness and training are essential.
The NHS App also helps achieve more general system objectives, like improving more individualised care and enhancing population health management (Sheikh et al., 2021). Reducing duplication and improving continuity are two benefits of record access. Although regular use and cross service interaction are necessary for these advantages. The idea might not reach its full potential if sufficient resources are not available.
[bookmark: _Toc1494743395][bookmark: _Toc1271206177]Future Directions
A few improvements are required to increase the impact of the NHS App. With more than 39 million people now registered to use the NHS App (England, 2025), ensuring that future developments meet the needs of a rapidly expanding user base is essential. Barriers would be decreased by improving accessibility through assistive technology compatibility, language assistance, and simple design (Heaslip & Holley, 2023). Supporting digital literacy is essential for advancing equality, especially for disadvantaged populations (Age UK, 2024). The user experience would be enhanced by strengthening integration with regional systems and guaranteeing consistent operation throughout procedures (Reidy et al., 2025). Trust can be developed by open communication regarding data security and the use of digital tools. Furthermore, to guarantee that the app continues to be responsive to patient and service needs, future development should be guided by continuous evaluation and user feedback.
[bookmark: _Toc1095045098][bookmark: _Toc912379149]Conclusion
For many patients, the NHS App offers simplicity, transparency, and better access, making it a notable breakthrough in the UK healthcare system. Digital exclusion is still a big concern though, and its advantages are not shared equally. Also, the app presents risks and unexpected consequences that need to be carefully managed. A critical analysis reveals that although the NHS App can help with contemporary, effective, patient centred treatment, its success depends on resolving inequality, guaranteeing strong system integration, and preserving alternate access points for people who are unable to use technology. The NHS App will become more significant as the NHS develops, but its use must be guided by the values of inclusivity, safety, and equity.
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