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Introduction:
Digital transformation has become increasingly important within health and social care in the United Kingdom, as healthcare services continue to adopt technology to improve access, communication and service efficiency. One significant example is the NHS App, which was introduced in England in 2019 as part of a wider effort to provide patients with digital access to NHS services. The app enables users to interact with healthcare services digitally, including accessing health information and some GP-related services (NHS England Digital, 2019).
The NHS App has become an important element of the wider digital transformation strategy within the NHS. The UK Government’s A Plan for Digital Health and Social Care identifies the NHS App as a central digital route through which patients can increasingly access and manage health services (Department of Health and Social Care, 2022). However, while digital access may improve convenience and patient involvement, it can also raise concerns relating to digital exclusion, staff workload, privacy and inequalities in access.
This report will critically evaluate the impact of the NHS App on patients and service users, service delivery and the healthcare workforce, considering both its benefits and limitations within UK healthcare.





















Impact on Patients/Service Users
The NHS App may improve access to healthcare services and make it easier for patients to manage aspects of their care. However, not all patients may experience these benefits in the same way. Some people may find digital healthcare convenient and easy to use, while others may struggle because of limited digital skills, lack of internet access, or difficulty using digital devices (NHS England, 2023). Although the NHS App can improve independence and convenience for many patients, it may also create additional barriers for people who are less able to use digital services (Kc et al., 2023). The study by Kc et al. (2023) found that NHS App registrations were approximately 25% lower in GP practices serving the most deprived areas compared with those serving the least deprived areas.
The NHS App also gives patients greater control over some aspects of their healthcare. Through the app, patients can request repeat prescriptions, book and manage appointments, check test results and access information from their GP health record (NHS England Digital, 2026a). These functions can make healthcare more convenient because patients do not always need to phone or visit their GP practice during opening hours. For example, repeat prescriptions can be requested through the NHS App at any time, which may reduce unnecessary travel and waiting. However, making services more convenient does not necessarily mean that patients receive care more quickly. Patients may be able to request or manage services more easily through the app, but the availability of appointments and NHS capacity still depend on the healthcare service itself. Therefore, the NHS App may improve the way patients access services without necessarily solving wider problems such as waiting times or limited availability.
Another important issue is the way the NHS App gives patients access to personal health information. This can increase patient involvement and help individuals feel more informed about their own care. The NHS App allows patients to access information such as appointments, medications, test results and parts of their medical records through connected health record services (NHS, 2023). However, health information is highly sensitive, and greater digital access also creates concerns around privacy, confidentiality and data security. Under the UK GDPR, health data is classified as special category data and is therefore given additional legal protection (ICO, 2024). This means that the benefits of easier access must be balanced with strong security and privacy measures. Although the NHS App can support patient autonomy and involvement, trust in digital healthcare may be reduced if patients are concerned about how their personal information is stored, accessed or shared.
Overall, the NHS App has the potential to improve patient convenience, independence and involvement in healthcare. However, these benefits are not experienced equally by all service users. Digital exclusion, limited digital skills and concerns about privacy may reduce the positive impact of the App for some groups. NHS England has recognised that digital healthcare should remain inclusive and that non-digital routes should continue to be available for patients who cannot or do not wish to use digital services (NHS England, 2023). Therefore, the effectiveness of the NHS App should not be judged only by the number of people using it, but also by whether it improves access without increasing existing health inequalities.

Impact on Service Delivery
The NHS App has also influenced service delivery by changing how patients interact with GP practices and other NHS services. Patients can use the App to book, view and cancel some GP appointments, which may reduce the need to telephone the practice and can help reduce administrative pressure on staff (NHS England Digital, 2026b). The NHS also states that allowing patients to manage appointments digitally can help reduce the traditional “8 am rush” on GP telephone lines and may reduce missed appointments because patients can cancel appointments themselves or add reminders to their devices (NHS England Digital, 2026b). These changes may make service delivery more efficient by allowing administrative staff to spend less time managing routine appointment requests. However, the benefits depend on individual GP practices making appropriate appointment types available through their clinical systems. Therefore, the NHS App may improve the process of accessing appointments, but its effectiveness can vary depending on how well the technology is integrated into local practice systems.
Another important change in service delivery is the use of the NHS App for repeat prescriptions. Patients can request repeat medication through the App without needing to visit or telephone their GP practice, which may help reduce telephone queues and routine administrative work for staff (NHS England Digital, 2026c). This can make the prescription process more convenient for patients and may also support more efficient use of staff time. However, digital requests still depend on the GP practice reviewing and approving the prescription, meaning that the App does not remove the need for professional involvement. In addition, delays may still occur if there are medication reviews, clinical concerns or problems with the connection between GP systems and pharmacies. Therefore, although the NHS App can streamline part of the prescription process, it should be viewed as a tool that supports service delivery rather than completely replacing traditional clinical and administrative processes.
A further challenge for service delivery is the need for the NHS App to work effectively with existing digital systems used by GP practices and other healthcare services. NHS England states that interoperability is essential because different health and care systems need to exchange information across organisations and software platforms in order to support safe and coordinated care (NHS England, 2025). In practice, the NHS App reflects information held within GP clinical systems, meaning that problems with local settings, permissions or clinical system configuration can affect what patients are able to see or use through the App (NHS England Digital, 2026d). This shows that the effectiveness of the NHS App depends not only on the App itself, but also on the quality and compatibility of the wider digital infrastructure. Therefore, although digital integration can improve communication and access to information, technical problems or poorly connected systems may create delays and additional work for staff instead of improving efficiency.
Overall, the NHS App has the potential to make service delivery more efficient by giving patients digital access to appointments, prescriptions and other routine services. This may reduce some telephone calls, administrative tasks and unnecessary visits to GP practices. However, these benefits are not automatic. The effectiveness of the App depends on local system configuration, interoperability between digital platforms and the way individual services implement the technology. If systems are poorly integrated or staff need to spend additional time resolving technical issues, digitalisation may shift workload rather than reduce it. Therefore, the NHS App can support more efficient service delivery, but its success depends on strong digital infrastructure, effective implementation and continued support for both staff and patients.

Impact on Workforce
The NHS App has affected the healthcare workforce by changing the way some routine administrative tasks are managed. By allowing patients to book or manage appointments and request repeat prescriptions digitally, the App may reduce some telephone enquiries and face-to-face administrative requests. This can help staff use their time more efficiently and may allow them to focus on other important tasks within the service (NHS England Digital, 2026b; NHS England Digital, 2026c). However, reducing one type of workload does not necessarily mean that the overall workload is reduced. Digital services may create new responsibilities, such as responding to online requests, helping patients who experience technical difficulties and managing information across different digital systems. Therefore, the NHS App may reduce some traditional administrative tasks while also redistributing workload in new ways.
The successful use of the NHS App also depends on healthcare staff having appropriate digital skills and confidence. The UK Government’s A Plan for Digital Health and Social Care highlights the importance of developing digital literacy, specialist digital skills and leadership capabilities across the health and care workforce (Department of Health and Social Care, 2022). This is important because staff need to understand how digital systems work in order to use them safely and support patients effectively. Although training can improve confidence and competence, it also requires time, resources and organisational support. If staff do not receive adequate training, digital systems may become more difficult to use and may reduce efficiency rather than improve it.
Another challenge is that digital transformation requires changes to established working practices. Some staff may adapt quickly to new systems, while others may find the changes more difficult, particularly if technology is introduced without sufficient training or support. Resistance to digital change should not simply be understood as unwillingness to use technology. It may also reflect concerns about workload, system usability, patient safety or a lack of confidence in new processes. This means that successful implementation of the NHS App depends not only on the technology itself, but also on how well organisations support staff during periods of change.
Overall, the NHS App has the potential to support the healthcare workforce by reducing some repetitive tasks and improving access to digital services. However, these benefits depend on staff having the right skills, training and organisational support. Without these conditions, digital technology may shift workload rather than reduce it. Therefore, workforce development is essential if the NHS App is to improve efficiency without creating additional pressure for healthcare staff.

The importance of workforce support is also reflected in the NHS What Good Looks Like framework. One of its key dimensions, “Support People”, focuses on ensuring that staff have the digital capability and support needed to use technology effectively (NHSX, 2021). This is relevant to the NHS App because successful digital transformation depends not only on introducing new technology, but also on whether staff are confident and able to use and support digital systems.
If staff do not have sufficient digital skills, training or time to adapt, technology may create frustration or additional workload rather than improving efficiency. Therefore, investment in workforce development is essential for digital transformation to produce real improvements in practice.

Conclusion and Recommendations
Overall, the NHS App represents an important development in the digital transformation of healthcare in England. The evidence considered in this report suggests that the App can improve patient convenience and autonomy, support more efficient service delivery and reduce some routine administrative tasks. However, these benefits are not experienced equally by all patients or services. Digital exclusion, differences in digital skills, technical integration problems and workforce training needs can limit its effectiveness.
For the NHS App to achieve its full potential, digital services should remain inclusive and should not completely replace non-digital routes of access (NHS England, 2023). NHS organisations should continue to support patients who have limited digital skills, while also investing in workforce training and reliable digital infrastructure (Department of Health and Social Care, 2022; NHS England, 2023).
Greater interoperability between digital systems is also important because the benefits of the NHS App depend on effective connections between GP systems and other NHS services (NHS England, 2025). In addition, strong data protection and security measures should remain a priority because patients need to trust that their health information is being managed safely (ICO, 2024).
Therefore, the NHS App can contribute to more accessible and efficient healthcare, but technology alone cannot solve wider problems such as workforce pressures, inequalities or limited service capacity. Its long-term value will depend on how effectively digital transformation is supported by policy, investment, staff development and inclusive service design.
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