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The NHS App is the digital innovation that has been implemented in Health and Social Care over the past decade, serving as a free and secure platform for individuals aged 13 and older in England (NHS England, 2023). This application enables users to book and manage GP and hospital appointments, access their health records, view test results, and request repeat prescriptions to a chosen pharmacy. By allowing patients to handle routine administrative tasks online, it reduces unnecessary in-clinic visits, minimizes waiting times, and alleviates the administrative workload of healthcare professionals. The implementation of the NHS App is in line with the UK government policy document. A plan for digital health and social care, issued by the (Department of Health and Social Care 2022). This report promotes digital transformation, data-driven care, and integrated systems to improve service efficiency, patient outcomes, and accessibility. The NHS App supports these objectives by enhancing patient autonomy, optimizing service delivery, and contributing to a more responsive and sustainable health and social care system.
[bookmark: _Toc868403891]Chosen Areas
After testing with more than 3000 patients across 30 GP practices in England, the NHS app came into market in 2019 and offering numerous benefits to both patients, service delivery and patients. 
Workforce
As of June 2018, there were a total of 107743 unfilled post in NHS England that was largely impacting its’ service delivery. Moreover, evidence suggests that NHS was short of 41,722 nurses, 11, 576 doctors that staff shortage became national emergency for NHS (The Guardian 2019). However, the NHS app can minimise the workload of healthcare professionals as this application and its upgraded version allows patients to book their appointment, referral, chose pharmacy and schedule GP appointment as per their own thus reducing workload on healthcare workforce which was already experiencing staff shortage. The upgraded version of the app offers new tool based on artificial intelligence (AI) that provide the choice based on patient satisfaction, reduce waiting times. Evidence suggests that since patients, service users are able to manage their appointment, necessary services, therefore it reduces workload of staffs. According to the source, since July 2024, these features have saved 5.7 million hours of staff times, resulting a total of 1.26 million clinical hours across settings (Gov. UK 2025). Besides, 1.5 million missed appointments and errors were avoided (Gov.UK 2025). 
Though the NHS app requires healthcare staffs to become competent in handling digital devices to protect patients’ data and avoiding breaches of confidential patients’ information. In association with Health Education England, NHS is working to develop skills of the workforces as part of their continuous professional development (CPD) training (NHS HEE 2022). This is based on the principle of life-long learning that allows healthcare workers including general practitioners, nurses to develop their skills, AI technological knowledge to support individuals through this application. 
Though there are some challenges, this innovation brings like other digital innovations that include resistance to change. Resistance to change arise when healthcare workers lack digital literacy such as handling patient’s data, using these applications that may turn into ethical consequences if any patient data leaks due to not having appropriate knowledge of handling. Therefore, workforces often fear changes that digital innovations like this NHS app may hamper their job security though in real this app was supposed to reduce their workload (Dakin et al. 2025). For example, healthcare professionals’ roles have been changed. The staff who was responsible for referral based on patient’s data, and assessing those or the staff who were responsible for booking appointments may have no job responsibility as the app allows patients/service user to manage their referral based on the available options and let them book their appointments. Henceforth, healthcare staffs who were associated with these two processes may fear losing their jobs or getting involved in other job role regarding which they have minimum experience, so changing job role create resistance and require training needs so that they can be allocated to new job roles.  
Service Delivery
The NHS app has also affected the area of service delivery that includes workflows, communication and integration into the workforce. In terms of benefits, it can be said that this app helped in getting faster services and improved coordination. 
The NHS App has been widely acknowledged in the literature as a revolutionary digital solution that one of the key benefits that have been identified is its ability to improve workflow and access to services: patients can order repeat prescriptions, view certain aspects of their healthcare records, and access information about NHS services when the practice is closed. As suggested by user feedback studies, the NHS App is designed in an intuitive manner, and features such as ordering prescriptions and accessing Health A-Z symptom pages are considered convenient and easy to use, allowing patients to easily interact with healthcare tasks that would otherwise require a phone call or a visit to the practice (Mitchell et al. 2020). In terms of integration and communication, the NHS App offers notification and messaging functionality that enables the quick distribution of information to patients, which has been demonstrated to improve engagement with care and support patient outreach, for example, reminders for services (NHS England 2022). These types of digital communications can be more reliable and efficient than traditional letters, reducing waiting times and administrative burdens. In addition, evaluation studies have suggested that the app has played a role in increased use of online services and self-management practices by patients, which suggests its potential in integrated digital care models (NIHR 2025).
For example, the NHS have the messaging ‘hub’ where different types of messages appear that aids smooth communication between a patient and the practicer. Moreover, this app leaves scope for interacting with the GP on behalf of the child or relative through proxy access. Through this proxy access, asking the GP to link their profiles in their clinical system, it allows switching between profiles and foster better coordination and communication (NHS England 2021). Furthermore, in terms of service delivery, 87% of hospitals are now offering essential services through the NHS app that is nearly 20% since July 2024 and is beyond government target (Gov.UK 2025). 
However, some technical integration requires high-cost, still, the overall cost spent in healthcare has been reduced. To support this, evidence states that almost 12 million fewer paper letters have been sent by the hospitals till July 2024 that has saved postage cost by £5.2 million (Gov. UK 2025). Though, new feature integration could integrate challenge due to cost burden along with privacy concerns that needs to be monitored (Nelson Advisors 2025). Though the new version of the app is expected to have push notification, NHS login through biometric to foster security (Nelson Advisors 2025). 
Patient/service user
Since most of the NHS services including hospitals are offering services through the NHS, therefore millions of patients are getting the benefit due to having large choices and preferences. In terms of waiting times, it has been observed that a 3-percentage point was increased in the number waiting less than 18 weeks in November 2024. Therefore, reduction of waiting times by 18 weeks is equivalent to 211,000 more treatments thus benefitting a large group of people (Gov.UK 2025). Moreover, NHS app is offering fasten diagnosis that follows government’s announcement of conducting 4.5 million tests, checks and scans done in community centres and 3 million additional appointments already made during the first quarter of the 2024 that was not possible in traditional way due to longer waiting time (Gov.UK 2025). In terms of diagnosis, this app is extremely reliable as evident from patient’s story that a 29-years old patient, named Lucy Bradley was first diagnosed with a life-changing kidney disease through this app (Independent 2025) Ms. Bradley underwent a blood test after experiencing fatigue and feeling unwell, which revealed that she was anaemic. Subsequently, her general practitioner informed her that another blood test was necessary, and the report from this application indicated that she had stage 3 kidney disease (Independent 2025). However, she was unaware of what stage 3 kidney disease entailed and lacked understanding of the diagnostic results, as there was no indication of a referral to a kidney specialist or her GP for additional treatment (Independent 2025). Consequently, the government’s forthcoming 10-year plan will incorporate supplementary information and provide opportunities for patients to discuss their concerns. Therefore, while the NHS app is beneficial in delivering precise information about diagnoses, it offers limited space for further details, which can leave patients feeling confused and anxious.
In terms of challenges, research has indicated that a certain degree of technological proficiency is necessary to utilize the app, and concurrently, service users must familiarize themselves with the available features prior to employing it for any specific purpose (Reidy et al. 2025). Consequently, there should have been some form of guidance and awareness concerning the app's usage. The study revealed that the app did not function in a more patient-centered manner and overlooked the lack of digital literacy among the general population (Reidy et al. 2025). Additionally, there was ambiguity regarding the app's purpose, as numerous service users and patients mistakenly believed it to be equivalent to the COVID track and trace application (Waymant et al. 2021). Regarding other challenges, it was noted that the app failed to provide pop-up notifications when prescriptions were ready for collection or when referrals were accepted, indicating a lack of technical consideration for these functionalities. Moreover, the absence of awareness among patients or service users fostered resistance, with some users comparing its utility to other applications and even traditional healthcare services (Sukriti et al. 2023). Furthermore, another critical aspect identified by a study indicated that the NHS app necessitates a higher level of patient engagement; however, this engagement is predominantly confined to less deprived areas, with lower engagement rates observed in more deprived regions and among users from ethnic minority groups (kc et al. 2024). Engagement levels among older adults were also found to be low due to insufficient digital literacy, whereas younger patients exhibited a higher appointment booking rate, yet a lower prescription ordering rate, suggesting a degree of mistrust towards this app (kc et al. 2024). 

[bookmark: _Toc1260396372]Conclusion and Recommendations
In conclusion, it can be said that the NHS app is great in offering benefits and advantages to the patients, workforce including staffs and maintains smooth flows in terms of service delivery and integration. Evidence also suggested that NHS app is great in reducing waiting times in NHS clinics and hospitals and allowing self-referral of patients where patients can refer themselves to corresponding healthcare professionals, though the integration is not smooth in some aspects due to technical reason. Moreover, among some disadvantages in the three areas identified, digital literacy of patients (relatively lower), staff resistance to some extend due to lack of skills and training, socio-economic disparities among various ethnic groups, not accompanying any further information after patient’s diagnosis are common. To resolve those, the recommendations are as follows-
· Staffs must be trained and organisations should allow mandatory staff training so that they can handle patient data better (Burrell et al. 2025). At the same time, healthcare staffs who have no responsibility now in this app including the staff who was only responsible for booking appointment, should be reallocated with new job role to alleviate the fear related to change. 
· Health education workshops should be conducted in various areas to educate service users, especially in most-deprived areas (Eberhardt et al. 2025). 
· After a diagnosis, accompanying information, must be provided to the patients regarding follow-up, referral to avoid worry and confusion among patients (Tewolde et al. 2022). 
· Privacy issue, maintaining confidentiality of the patients should be monitored strongly (Brown 2022). 
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