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Introduction
Digital innovation is important in social and health care. With digital innovation, the whole process has become easy to access. This also helps to make things useful for patients for their communication (NHS, 2021). Technology is an important part of the healthcare system because people want it to work faster and better. The digital development and use of such innovations allow for monitoring and making quick decisions in such a sector. One of the innovations in the health and social care sectors from the UK is the NHS Test and Trace App (Panchal, Singh, and Villegas, 2021). These were introduced in 2020. People could use this app to get a message if they were close to someone who tested positive for COVID-19. The goal of this innovation was to stop the virus from spreading and protect vulnerable people. The app sent users important health information and used Bluetooth to find close friends (Brown, 2022). This study will critically analyse the uses and changes for this innovation in the UK-based health and social sector. The way this technology has changed the jobs of people who work in health and social care will also be analysed here. This study will indicate the role played by the app in changing job roles, skills, and training needs.
 Workforce 
The NHS Test and Trace App has brought huge changes to the people who work in social care and health care. The people who used to do the care-providing and social support- based jobs now have to move to the duties linked to digital systems, data management, and talking to the public (Reidy et al., 2025). For the launch of the NHS Test and Trace App, employees had to learn about its uses, the practice of showing patients for their use, and face challenges about data privacy. Public health teams also had to monitor and analyse the System’s data to find trends in infections.
Some of the good effects brought about by the innovation were higher productivity and faster sharing of information (Horvath, Banducci, and James, 2020). The slower process, which was complicated mostly, was the Contact Tracing system. Though this process was physically conducted, after the NHS app, it became faster and accurate. Health care support providers can reduce their working pressure for the support of this application. Here, the care providers were not to call or meet people in person. The employees can spend time on serious cases and on routine tracking. This helped the NHS better to time management and resource management.
As per GOV.UK (2022), around 23% employees did not know how to use the new tools. This indicates that employees need training for each innovation. It was very difficult for some older employees to adjust to the practice of innovation. Employees also did not want to use it because there were some challenges regarding data safety and reliability. Problems with technology, like Bluetooth tracking, had contained a major part of the challenge. Modernised training programs provide training in digital skills and data safety in the present time (Panchal, Singh, and Villegas, 2021). The employees had to learn about the use of technology and be aware of data privacy risks. Even though this helped them but it took time during a critical time. The constant changes and quick rollout of the app made employees to have working challenges.
As a part of new technology, the NHS app pushed the workforce to become up-to-date and flexible. It showed the importance for healthcare workers to be flexible and keeping learning. The app makes the process, but it also shows where people were not ready for digital communication and readiness (Wymant et al., 2021). It was clear from this experience that going digital needs more than just technology.
Service Delivery
The NHS Test and Trace App has changed the way of working process for doctors and social workers in the UK. Before the app was invented, some problems in physical work were found. For example, in terms of finding contacts, communicating with people was mandatory. Using the NHS app makes their process simplifies and faster, also with this, the users and public health teams can share in real time (Reidy et al., 2025). This made communication better and reduced the time to find different cases. As per the research of Trang et al. (2020), the NHS app helped to notify more than 1.7 million people to stay away from others. The app increased efficiency by lowering mistakes by people and sending out constant alerts. It has trained the health workers to focus on cases with higher risk instead of doing repetitive work. Digital tools for reporting also helped people to better test sites and local health reactions. Here, the bad side is that the physical interactions get reduced. According ot the research of Panchal, Singh, and Villegas (2021), 57% people who have used the NHD app understood the working process. Though at the start of its launch, this led to confusion and distrust, it has become useful for all now.
There were major challenges when it entered the market for people due to its high cost of use. According to the reports of Filer and Gheorghiu (2020), making and maintaining the app cost more than £35 million by 2021. This study also added that the same amount of money could have been used for the manual tests or community health projects. The NHS app also includes different tools in a common platform, which was also a challenge.
 As per Reidy et al. (2025), some people had good experiences with the NHS app and mass testing in Liverpool, but others report are not good enough. Tracing rates have increased in the city, but some residents complained about fake alarms and advice while using the NHS app. The app brings some trending services and shows that technology can make things faster and data-drive. A study by Horvath, Banducci, and James (2020) also showed that, where digital infrastructure and general understanding were not good enough but the NHS app was able to bring the digital literacy to a good position.
Service User
For app users, the NHS Test and Trace App changed the way of receiving health information and emergency support. It allows people to know the situations and information of other patients regarding their diseases after a COVID-19 test. It was easier and faster to receive services from care providers and eliminate the waiting for a call from contact tracers. A survey conducted by Kendall et al. (2020) among 1200 NHS app users in the UK found that over 60% people get help to learn about their risk level.
The app made it easier for people who do not even know about the services provided by the NHS. The NHS App has made sure to provide testing tips, help with self-isolation, and health updates about their area. Besides all those, the services were not the same for everyone. A study by Filer and Gheorghiu (2020) found that only 28% of adults got the NHS App support. People from the older community and rural living people were not able to use the NHS app effectively due to the digital gap.
Privacy in using data are the big challenges for using the NHS App. Many users become confused about losing their personal information through digital apps. Using digital tools is also challenging because all the information is provided in the app for verification. Research by XXX found that around 40% of people do not trust the privacy protection provided by the NHS. For such issues and challenges regarding data privacy, users do not support the NHS app. Through the NHS App, the innovation process in health and social care was also affected. People who have no idea of using smartphones or do not have good English skills have avoided the NHS app. There were also some effects from the digital literacy, as it was not optimised in the application.
Even with these problems, the app made quality of care better for a lot of people. It gave people correct and consistent knowledge that helped them to make smart decisions. When the virus was growing in 2020, users were able to quickly separate themselves and keep themselves safe. People were able to take charge of their health with the support of open communication. The NHS Test and Trace App has improved access to care (Reidy et al., 2025). However, it also showed that digital inclusion and privacy can be challenging through using this App. To make future digital health tools better, the NHS needs to make sure that everyone has fair access.
Community
In different parts of the UK, the NHS Test and Trace App can bring different results. In the very beginning, it did not have contains higher effect on rural and underserved areas due to the lack of use of smartphones. Besides this, good internet access was also not available in such areas. According to the statement of O’Hagan and Westerman (2021), about 8% of rural households in the UK did not have a reliable 4G service, and about 6% of adults did not use a smartphone. This made the situation challenging for people in distant areas to get the app or use it correctly. This process was time-consuming to find contacts in these places. In some places where people have access, the app helped stop the spread of COVID-19 by sending out quick alerts (Reidy et al., 2025). Health workers in rural areas can reduce their need to drive and do face-to-face tracing. In this way, the NHS app helped to make service delivery protective during the crisis and lockdown.
The app has brought support for both families and care providers from care centres. This application also helped families get faster information. This application provided communication support among the community during the COVID-19 situation. Parents were able to use the app to find out about the risks in the education sector and workplace (Horvath, Banducci, and James, 2020). The NHS were developed by the collaboration of tech companies and local councils. This partnership made the NHS App clearer and higher configured digital innovation. There were some misunderstandings between the government and community regarding trust and acceptance (Horvath, Banducci, and James, 2020). In this case, for future digital health projects, people need to involve the community to support innovation and communicate clearly.
Conclusion and recommendations
This study has evaluated the digital innovation in the UK, like the NHS Test and Trace App. This was a big innovation in the digital health and social care sector. It changed the process of managing public health-relevant data from the UK. This app has a major impact on the health and social service process for making it faster and easier (Horvath, Banducci, and James, 2020). Through this support society, people and the care providers can make effective decisions. Though in some cases, some challenges were found for using the NHS App, it also brings scope for further innovations. These kinds of digital innovations are important for the future as they can grab the trend and develop health and social care. This can make the whole process stronger in the crisis.
Recommendations
In terms of new digital innovation, all users must receive training and support. This will make it easier for people to use health technology and boost confidence.
An innovation with digital support should be invented with the desired policy and inclusions. This can make sure that everyone can use digital health tools for all people from diverse living places. All innovations with digital platforms should have transparency and trust. This is mandatory as getting more people to trust and participate is highly needed.
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