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[bookmark: _t28reetbdkwh]1. Introduction 
The NHS App was launched nationally in England in 2019 as part of the NHS Long Term Plan and represents a major digital innovation in UK health care. It allows patients to book GP appointments, order repeat prescriptions, access selected health records, and use national services such as COVID-19 vaccination certification. Its expansion during the COVID-19 pandemic reinforced its role as a central digital access point to NHS services.
The app reflects a broader shift towards a digital-first model of care, intended to improve efficiency, enhance patient autonomy, and support system sustainability. By digitising routine administrative processes, it aims to reduce pressure on frontline services while promoting self-management.
However, its implementation has raised concerns regarding workforce capacity, digital exclusion, and the possibility that easier access may increase service demand. This report critically evaluates the NHS App’s impact on the workforce, service delivery, and patients, analysing both benefits and limitations to assess its implications for equitable and sustainable health care.

[bookmark: _uqqo7sfq0xhi]2. Workforce Impact
[bookmark: _ru8tmt7dq25y]2.1 Changes in Roles and Responsibilities
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Workforce roles across primary and community care have seen considerable change since the launch of the NHS App (2019). The app has empowered patients to use self-service models to book appointments, order repeat prescriptions and view records, thereby reducing administration functions away from reception staff. This echoes NHS workforce reform plans more widely in the NHS Long Term Workforce Plan (2023) focusing on productivity, digital skills and developing new skills.
Despite significant staffing pressures, there are still many concerns about the NHS’s ability to provide adequate staffing levels for its services; according to NHS data (2023) as of October 2023, many staff report not having enough staff to work effectively at their own jobs. As a result, NHS has a total of 341026 Full-Time Equivalent Agencies for nursing, as of October 2023 (NHS, 2023). In addition, while some employers have added to their workforce, there are still inequities in employees across various functions within the NHS.

The App has also presented a challenge for staff, as there have been complications with staff needing to have more skillsets in Digital Governance and Cybersecurity. Digital Roles, such as Digital Champions, have developed as a result of the NHS’ ongoing strategy for achieving Digital Transformation within the NHS. However, in addition to establishing these new Digital Roles, completion of these projects has required additional staff to manage the increasing demands for Digital resources, versus only reducing the number of jobs each employee does.
[bookmark: _kef3vzn0rhfj]2.2 Benefits
By automating administrative heavy lifting, the NHS App is enabling workforce modernisation, while also supporting the case for efficiency. Automated requests for prescriptions and online appointment systems take more time to recurring office work, freeing up clinical staff to provide a more direct patient care. NHS Long Term Workforce Plan (2023) identifies productivity reform and digital upskilling as being critical to addressing the projected shortage of NHS staff.
Compared to the broader NHS workforce, doctors have a relatively young age profile, with 33% being aged 25–34 (Garratt, 2024). This could make it easier to adapt to digital tools like the NHS App. New advanced practice pathways and apprenticeship routes will include that digital capability as part of workforce planning for the future.
If done well, tools delivered through digital platforms such as NHS App could lie behind future efficiencies and help modelling ambitions that a permanent workforce of 2.2 to 2.3 million may need to grow to 2.7 to 2.8 million by 2036/37 (Garratt, 2024).
[bookmark: _2ym6vgtk47q1]2.3 Challenges
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[bookmark: _qe7d5wqcz6z]Workforce shortages are still a huge issue, despite being able to use digital innovation as a solution. There are now nearly 2000 less fully qualified GP’s than there were in 2016, and there is still a growing demand due to changing demographics of the population; a projected 55% rise in those aged over 85 by 2036 (Garratt, 2024). According to the NHS Long Term Workforce Plan, without additional intervention (such as funding), the NHS may face as much as a 260,000-360,000 staff shortfall by 2036/37 (NHS, 2023). With £2.4 billion committed to workforce expansion, using digital tools (like the NHS App) may create an increase in patient demand which will ultimately add pressure to services that are already stretched, rather than reducing them (NHS, 2023).



3. Service Delivery Impact
[bookmark: _ftxdk8srr94f]3.1 Changes to Daily Practice
The NHS App is a revolutionary tool which has transformed the day-to-day clinical and administrative practice across primary and secondary care ( Salway et al., 2024). The App has provided patients with the ability to book appointments, order repeat prescriptions, view records and retrieve test results digitally which has moved recurring transactional activities from telephone- and paper-based systems to self-service digital channels (NHS, 2025). This has decreased the workload of the reception workroom and changed the workflow of the reception to free up employees to handle more complicated patient responses.
For clinicians, access to records and messaging functions have improved patient engagement and visibility, with millions of monthly record views and repeat prescription requests showing integration into routine care pathways (NHS, 2025). The national uptake of the App following the implementation of COVID-19 certification functionality captures use across day-to-day health-related activities (Sukriti et al., 2023). Implementation involved workflow redesign, digital learning, and cultural adaptation within practices to accommodate heightened online demand and expectation for rapid responses and qualitative evaluations (Reidy et al., 2025).
More generally, the App aids the Department of Health & Social Care's digital strategy that describes general goals for system-wide digital transformation, namely, bolstering remote access, interoperability and data-driven service planning (DHSC, 2022). As a result, enabling digital-first triage, remote prescription management and patient-led access to information has become normalised in day-to-day NHS practice.
[bookmark: _xmeoflmty4eu]3.2 Benefits
The NHS App brings benefits to the organization as well as benefits to users. By booking appointments 24/7, managing prescriptions and enabling record view; it enhances service accessibility, convenience and patient autonomy (NHS, 2025). The NHS App has been a huge success, with over 34 million users, demonstrating its scalability and reach across the population, particularly given the recent acceleration in uptake during the pandemic (Sukriti et al., 2023).
Evidence shows that it improves the use of preventive services and health maintenance, which in turn helps in early detection and continuity of care (Salway et al. 2024). And by reducing demand for phone calls and paper, the NHS App increases administrative efficiency and frees up staff for complex care (Reidy et al., 2025). In a broader context of digital transformation of the NHS together with their productivity goals, it also plays a strategic role as an enabler of data integration (DHSC, 2022).
[bookmark: _nlku9s930j5w]3.3 Challenges
Despite progress, challenges remain. Older adults and poorer populations are digitally excluded, leaving a risk of magnifying health inequalities (Reidy et al., 2025). Even if a tool is adopted, it does not ensure that usage will be sustained; national survey data suggests that trust, data privacy and usability are concerns about other similar tools developed for use in NHS settings (Panchal et al., 2021).
In certain practices, this resulted in an increased workload, more patient requests for online consultations, and higher expectations for a quick response (Reidy et al., 2025). However, this also can create potential challenges in the form of technical integration with legacy IT systems and local digital maturity that makes the consistent delivery of services challenging (DHSC, 2022). Yes, equity, infrastructure and workforce adaptation, long-term sustainability challenges we must overcome.
[bookmark: _tqotecpymawq]4. Patient / Service User Impact
[bookmark: _valrhpmlvihm]4.1 Improved Access and Convenience
Patients now have unprecedented access to NHS services with the NHS App providing round-the-clock digital access. Patients can make and manage GP bookings, re-order repeat prescriptions, view test results and some aspects of their medical record without the need to phone or visit the practice directly (NHS, 2025). For adults who are employed (or looking for employment), that means less time lost to work and no reliance on a limited operating window. For instance, patients living with chronic diseases like diabetes can access results and medication history from afar, thus facilitating self-management and collaboration in decision-making.
Digital access has been essential to providing ongoing services during and since COVID-19 and has grown very quickly (Sukriti et al., 2023), with the app now being part of people’s regular care and health management. NHS Login integration means safe and secure verification of identity. Additional helpful functionality, Liett said, such as the capability for users to submit a digital request to have a prescription filled, will reduce pharmacy visits and simplify repeat medication access.
In a study investigating the value of patient facing data release, patients described how valuable it was to have real-time access to the information they required and visibility of their consultation notes (Reidy et al., 2025). For many service users, the app represents a shift to a digital, patient-centered approach (that supports the national digital transformation strategy described by DHSC (2022) to how care is provided.
[bookmark: _e765ekbylkug]4.2 Privacy and Data Protection
Secondly, by being secure and compliant in their hosting capabilities and isolation of data from other platforms, privacy and data security are reassuring elements to keep users trusting the NHS App. To verify identity and protect sensitive health data, the App uses an NHS login (NHS 2025). UK GDPR-compliant processing follows, including encryption of data during transmission, and strict access controls. However, suspicion on data usage by service provider, information technology risk and access to personal data by third party influence user acceptance and ongoing use (Panchal et al., 2021). Lastly, qualitative findings show some optimism regarding the potential for data sharing contrasts with apprehension against data storage and sharing practices (Reidy et al. 2023). And this is why we must ensure that our governance and communications are open (DHSC, 2022).
[bookmark: _is3oletaavuv]4.3 Digital Exclusion & Inequalities
The NHS App, while being more convenient, could also potentially increase disparities in health care access that already exist. Older adults, adults with few or no digital skills, individuals with disabilities, and those without reliable access to the internet or a smartphone device, form some of the groups most negatively impacted by digital exclusion. For some patients, there will be a need for support in the registration process, identity verification, and in navigating the various functionalities within the app (Reidy et al., 2025).
Individuals who belong to affluent and digitally connected groups have a greater rate of adopting this application, which indicates that there are socioeconomic disparities between these two groups (Sukriti et al., 2023). Furthermore, language and accessibility barriers limit the number of individuals who access the NHS App in an equitable manner (DHSC, 2022). Therefore, hybrid services combined with targeted digital support will be necessary to prevent digital technology from creating additional inequities within the provision of health care services.
[bookmark: _lsn3rlkmzhrf]5. Conclusion & Recommendations 
[bookmark: _hxzarihspqnr]5.1. Conclusion
The NHS App has been the largest digital innovation in health and social care since it was launched in 2019. It has changed the way some workers provide their services to patients, and it has changed how patients access services through the use of digital technology. The App is also a key enabler of operational efficiency, improved patient engagement, and compliance with national digital policies. However, there are still many challenges facing the App, including workforce shortages, increased demand for services, the need for greater data privacy, and the need for continued support for people who do not have access to a digital device. The App can support improvements in productivity and systemic reform, but it must do so within the context of improved access to services, improved capability of the workforce, improved data governance and continued investment in the digital infrastructure and skills in the NHS.
[bookmark: _c241b5qvbtif]5.2. Recommendations 
	Area
	Recommendation

	Digital Inclusion
	Provide assisted digital support and community training.

	Workforce
	Embed digital skills in CPD and staff training.

	Access
	Maintain hybrid (digital + face-to-face) services.

	Data Protection
	Improve transparency on data use and security.

	Integration
	Strengthen interoperability across NHS systems.

	Demand Control
	Introduce clearer digital triage guidance.
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Nurses in hospitals and community health

services, by area of work
As of October 2023, England (FTE)

Area of work Number % of total
Adult and general 223,899 66%
Mental health 41,472 12%
Community services 37,737 1%
Children & young people 20,102 6%
Maternity and neonatal 9,397 3%
Learning disabilities 3,050 1%
School nursing 1,974 1%
Other 3,045 1%
Total 340,677 100%




