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Digital innovation has become one of the most beneficial features of the Health and Social care industry in the UK, improving the accessibility, efficiency and quality of healthcare services. One of the most digitally significant changes in this industry is the introduction of the NHS App. Launched in 2019 by NHS England, it provides a simple and secure way for people to access a range of NHS services on their smartphone or tablet (NHS England, 2026). The app provides services such as booking appointments, requesting repeat prescriptions and being able to view test results. By encouraging patients to manage their own healthcare, the NHS App aims to improve patient independence and engagement while reducing the need for traditional healthcare systems. 
As a part of the NHS’ Long-Term Plan, the app was developed to support a more digitally advanced healthcare system to help manage barriers such as patient satisfaction, waiting times and healthcare outcomes while also tackling the nation’s health inequalities (Department of Health and Social Care and NHS England, 2025). Although its implementation has proved to highly beneficial for service users and providers, its implementation has also provided great challenges in relation to changes in job roles and the workforce, service integration and delivery.
This report will discuss and evaluate the NHS App as a digital innovation within UK’s healthcare industry. It will critic the impact of the NHS App on the workforce and service delivery, considering both the positive and negative outcomes associated with its implementation with the support of accurate literature, statistics and systematic reviews. 
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The implementation of the NHS App has significantly impacted the healthcare workforce by changing job roles, increasing the need for digital competencies and changing the way patients and healthcare professionals interact with healthcare systems. As part of the NHS’ digital transformation, the app provides patients with easier access to healthcare services while aiming to improve efficiency within the NHS. Although the NHS App has several benefits for the workforce, e.g. reducing workload, its’ introduction has also created challenges in training and adapting to technological change. 
One of the most significant impacts of the NHS App on the workforce is the change in administrative and clinical job roles. Before the app was introduced, administrative staff   within GP surgeries and other healthcare clinics had key roles such as managing appointments and ensuring the appropriate records and patient information was recorded (NHS, 2025). As there were many tasks to oversee, it would take up a lot of time and cause a backlog of tasks to complete, e.g. informing patients about their blood test results, leading to a strain on the administrative staff that would have be to completing many tasks at once in a fast pace. After the introduction of the NHS App, the role of the administrative staff has majorly changed as the app has significantly decreased their workload, leading to a decrease in staff hours. Data shows that since July 2024, the app stopped 1.5 million hospital appointments from being missed, saving 5.7 million staff hours of having to manage missed appointments (Department of Health and Social Care, 2025). So, the introduction the NHS App has clearly reduced staff workload and hours as patients are now able to deal with managing their appointments and repeat prescriptions themselves, saving the staffs’ time while also promoting patient independence.
Despite this, it could be considered that rather than reducing the need for administrative roles, the NHS App has increased this need. Even though patients are able to complete many tasks themselves now, the use of the app causes staff to be delegated to fulfilling duties in relation to the app, such as responding to patient inquiries and app-related issues. A pilot study conducted by the NHS in 2022 reported that due to the launch of the NHS App, many GP practices were concerned about increased patient enquiries and needed new support arrangements. This means that rather than staff being able to focus on other tasks, such as backlog and paperwork, they would still need to focus on administrative roles because of the app. Therefore, causing an increase in the number of administrative staff needed as the NHS would have needed to establish new processes, more staff roles would be needed to help patients adjust to the NHS App (Reidy, 2025) as well as carry out already- existing administrative roles. So, it could be considered that the NHS App increased the number of staff and staff hours needed in order for app operations run smoothly. 
Conversely, even though the NHS App comes with additional responsibilities to support patients adjusting to it, there is considerable evidence suggesting that the technology has improved workforce efficiency as it cuts down routine administrative processes. As mentioned before, patients are able to independently book appointments, order repeat prescriptions and access their health records, which overall reduces the need for staff to be involved in everyday administrative tasks. This allows administrative and healthcare professionals to dedicate more time to complex situations and patient needs, potentially improving quality of care. This can be supported by the fact there was a substantial increase in NHS App downloads after the COVID-19 pandemic, indicating that the app has integrated well into the delivery of healthcare and further encouraged the use of self-service functions by patients (Kc et al, 2023). As the app is being used by more and more patients, the digital services reduce the need for unnecessary telephone enquiries and face- to- face interactions, thus allowing service providers to use their time more efficiently and effectively. 
The NHS App has impacted the workforce by reshaping job roles to adapt to the use of digital services into daily life. Although the use of the app has introduced challenges such as a shift in responsibilities and staff adaptation, its long- term success relies on continued staff support and monitoring.
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The NHS App has significantly improved service delivery within the NHS as it changed how patients access their healthcare records and the services provided. As part of the NHS’ digital transformation strategy, the apps provision of various services has streamlined many clinical and administrative processes and improved communication between patients and healthcare providers. Despite these benefits the NHS App has also created many challenges such as integration with existing healthcare technology, implementation costs and the transition between traditional and digitalised methods of delivering care. 
One of the most significant impacts of the NHS App on service delivery has been the change in traditional healthcare workflows. Before the apps’ implementation, routine tasks such as booking appointments and accessing health records were mostly completed by traditional methods such as face-to-face interactions or over the phone, usually with GP staff. Since then, majority of these routine tasks have been digitised by the use of the NHS App as patient can access and complete many processes independently, reducing the need for classic administrative systems. This can be considered successful as adoption of digital technology has the potential to further redesign clinical workflow as routine processes have been automated, so services are delivered in more efficient ways (Greenhalgh et al, 2017). Therefore, the automation of administrative processes and systems has proven to increase efficiency in the delivery of services. 
Even though the NHS App has improved service delivery in the long term, its initial introduction disrupted existing healthcare workflows. Integrating the app into healthcare organisations, e.g. GPs’, required them and their staff to adapt their established processes to ensure that the digital services were able to run smoothly alongside the traditional methods of service delivery. This would include altering appointment management systems, incorporate new digital processes and adjust practices to accommodate the technology. Cresswell and Sheikh (2013) argue that implementation of technologies often presents significant challenges, as existing workflows would need to be redesigned and system compatibility issue would need to be addressed. These technological transitions can temporarily disrupt the workflow and the delivery of care to patients as healthcare organisations would need to adapt to new ways and resolve any initial challenges associated with the app. So, even though the NHS App streamlines service delivery, its initial implementation required significant changes to well-established traditional workflows, potentially leading to disruption of workflow efficiency. 
However, despite the NHS App causing short-term disruption in workflows, it has actually improved efficiency of healthcare delivery, allowing patients to access NHS services at a time and place that is suited and convenient for them, cutting down the delays associated with traditional methods of accessing care e.g. telephone calls. As the app provides the main services such as being able to view test results, patients do not need to wait for GP practices to open or spend time waiting in telephone queues. As a result of this, healthcare professionals and administrative staff can respond more quickly to more complex situations, leading to faster service and improvement in provision of primary care. It was found in a systematic review that providing patients with online access to their health records improved the quality and efficiency of healthcare as it enhanced patients’ ability to manage their own care (Neves et al, 2020). These findings suggest that the NHS App has a major contribution towards a more efficient model of healthcare delivery as it improves access to services and reduces unnecessary delays which would be prevalent in traditional methods of healthcare service delivery. 
Even though there have been significant improvements in efficiency, the implementation of the NHS had another significantly large challenge: its cost. The initial successful launch of the app required a substantial financial investment as many factors- such as software development, cybersecurity measures and system maintenance- had to be considered. In addition to this cost, the NHS would have also had to invest in the training of staff to ensure the app could be effectively integrated into regular practice. Maguire et al (2018) report that while healthcare technologies have the potential to improve the quality and efficiency of healthcare services, a significant upfront investment is needed before these benefits can come into effect. Furthermore, there is also a huge cost that is needed to maintain and further develop the app. It was reported in 2025 that NHS England has increased their initial contract with their technological supplier from £52.4 million to £78.6 million for the development and maintenance of NHS App features (Sollof, 2025). This clearly shows that even though the NHS Apps’ use now provides a high level of service delivery, it requires costly maintenance and timely development. 
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The NHS app has become one of the most significant digital innovations introduced by the NHS within the recent years, playing a key role into the digital transformation of healthcare services. This report has demonstrated that implementing the app has had a great impact through all areas of the healthcare industry- the workforce, service delivery, patients and the community- while having a variety of positive and negative outcomes from its adoption. The overall findings suggest that while its integration has enhanced healthcare delivery, its success has depended on effective implementation, changes within the organisation and continued investment. 
Within the workforce, the NHS App has reshaped traditional job roles by reducing routine administrative roles and tasks while also increasing the need for digital knowledge, skills and patient support. Although it initially placed more pressure on healthcare and administrative staff, it also allowed them to work efficiently as the app promoted patients to independently access and manage their care. Similarly, service delivery has also improved through patient access to appointments, repeat prescriptions and electronic health records while allows the NHS to provide more accessible patient- centred care. 
However, the report also highlights several limitations and challenges associated with the implementation of the NHS App. Significant financial investments and integration with established, traditional healthcare processes presented as challenges introduced by the use of the app. These challenges suggest that the maintenance of the app may be more manageable compared to its’ initial launch which may have created many problems and issues in relation with delivery of services, potentially disrupting communication between patients and healthcare professionals, leading to patient dissatisfaction.
Overall, the evidence and reasoning indicates that the introduction and launch of the NHS App in 2019 may have caused short- term challenges in relation to cost and staff roles, but ultimately has led to a significant development in the NHS wider digital transformation strategy. 
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