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Title: Evaluating the NHS App: The Digital Transformation in the Berkshire Healthcare NHS Foundation Trust 

[bookmark: _Toc231981715]1. Introduction
Given the evolving environment of the UK's healthcare sector, digital transformation is one of the key aspects to adopt a modern system. In this regard, various services are consistently being transformed to fit the needs of patients/users. Herein, a strong digital innovation that has gained momentum in the recent decade is the NHS App, which was launched in 2018 (NHS, 2021). According to the evidence by GOV.UK (2020), the app enabled patients to embrace a single gateway through digital access to the NHS services. Secondly, it has allowed users to obtain GP appointments and order prescriptions repeatedly without interruptions. Additionally, the NHS app provides access to review medical records and receive emergency help through NHS 111, a key paradigm during the coronavirus pandemic crisis (NHS, 2021).
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Figure 1: NHS App
(Source: Crouch, 2021) 
Underpinning the digital innovation paradigm, this report will investigate the digital transformation in the Berkshire Healthcare NHS Foundation Trust, a part of the NHS healthcare, which offers community-based services (Chan et al., 2022). Evidence indicated that the Trust has integrated the NHS App to offer improved care to patients, while streamlining service delivery (Nhs.uk, 2026). Amid the focus, the investigation will provide a lens on both positive and negative aspects of the innovation within the trust. This will highlight the paradigm shift with a focus on efficiency & inclusiveness.
Notably, the report will elucidate the app’s significance within the organisation through the structured dimensions of workforce transformation, service delivery changes and patient perception as well as experience. 
[bookmark: _Toc231981716]2. Workforce transformation under the digital embrace
The introduction and implementation of the NHS app in Berkshire Healthcare Trust is a transformative approach to reshape its healthcare services. Amid this focus, the transformation has reshaped the organisation’s workforce in terms of roles, responsibilities, as well as professional expectations. Based on the information by Ewbank et al., (2021) traditionally, the UK healthcare organisations were considering administrative staff to manage patient bookings and prescription requests; whereas record keeping was manually handled. This has demanded significant resources & time. The app introduction is undoubtedly a shift in paradigm, which reduces reliance on manual services and in-person contacts. 
Home and Zieliński (2026), explained that the digital transformation in the UK healthcare system, however, prioritised new skills and digital literacy for data management, virtual support and patient handling online. Staff training plays a crucial role in this case because it ensures that users/patients are guided on how to navigate the app and troubleshoot any problems (Alzghaibi, 2025). Further, clinical teams equally need adjustment for the successful incorporation of digital records within consultation practices. This is vital for multidisciplinary collaboration as well as care planning.
[bookmark: _Toc231981717]2.1 Change in staff role
The integration of the NHS app has created a transition in the healthcare workforce. 
· Administrative department - The traditional administrative responsibilities of healthcare staff, such as receptionists and/or administrative staff, amid digital adoption, experience flexible work schedules. The app integration has reduced their routine scheduling, while supporting patients with digital accessibility. However, training programs are necessary for this staff to develop confidence regarding the efficient use of the app.
· Healthcare workers - Clinical staff are equally promoted to adapt this app by bestowing focus on their digital competencies. As per NHS England (2023), the use of patients’ data using the NHS app requires certain competencies. This is essential to integrate app-related information within patient care. 
The above shift in roles, therefore, highlights the expansive trend in adopting hybrid roles which link clinical as well as digital expertise. 
[bookmark: _Toc231981718]2.2 Benefits from the workforce transformation
With the adoption of the NHS app, potential benefits have been obtained by the Berkshire Healthcare NHS Foundation Trust workforce.
· Gaining efficiency is a prevalent advantage of digital embrace (Serafimova and Vasilev, 2024). For instance, automation in the reservation system and prescription process results in decreased administrative work. This further increases productivity while reducing bottlenecks within service delivery.
· Reducing errors is another benefit, since digital systems reduce errors during the process of appointment scheduling as well as prescription management. 
· According to Alzghaibi (2025), employees are able to benefit through professional development and gain digital skills which are transferable. This is effective in their career development.
· Apart from the above, the app builds a “culture of innovation”, where staff adaptability is essential to adopt new technologies. This not only streamlines processes but also improves the overall patient outcomes.
[bookmark: _Toc231981719]2.3 Challenges with the workforce transformation
While there are potential benefits, the implementation of the innovation comes with inherent challenges.
· Resistance to change is an important concern, especially with regard to employees who are used to the conventional ways of performing healthcare operations. Valtonen and Holopainen (2025), explained that the staff show their reluctance to depend on digital infrastructure under concerns regarding reliability & access. 
· Work pressure was also on the rise during this transition period. This is because staff members need to run both manual and computerised systems concurrently. The dual role puts more strain, thus producing not only stress but also becoming burdensome for staff.
· Moreover, the digital divide among the staff members has been identified, as there have been different abilities in using technology effectively (Onyekwere, 2024). Notably, it has been a potential factor impacting the implementation of the application.
The transformation in the Trust’s workforce setting demonstrates how a complex interplay has been attempted between digital innovation, service efficiency and human interference. Based on the evidence gathered, it has been understood that the NHS app is pivotal to enhancing administrative burdens while improving professional skills. However, strategic change management initiatives are imperative for a successful transformation. Hence, staff training and ongoing support are key to communicating the need for a digital change.
[bookmark: _Toc231981720]3. Change in service delivery under the digital app
Presenting the idea of an innovative intervention within the healthcare system of the United Kingdom, the NHS app proves to have a significant impact on practice at the Berkshire Healthcare NHS Foundation Trust. According to the information by Greaves et al., (2026) the app has not only reshaped workflows and communication patterns but also balanced integration throughout services. From a traditional perspective, patient access to healthcare was supported by in person visit and telecommunication, while maintaining paper-based prescriptions. With the implementation of the app, as GOV.UK (2020), noted that routine processes have been improved, as in the case of online GP appointments, prescriptions on request, as well as maintaining medical records digitally (such as EHR). Also, communication between the patients/users and healthcare providers has improved with immediate responses. Hence, it can be stated that the digital transformation has influenced the service delivery process with quick access to patient care.
[bookmark: _Toc231981721]3.1 Impact on daily practice
The implementation of the app has affected day-to-day operations in Berkshire Healthcare, where the digital transformation has shifted the legacy system.
· Administrative workers, amid the transformation, received limited calls, whereas clinicians make use of data from the app during consultations (NHS, 2021). This has resulted in better coordination among departments through flexible sharing of data via technology. For instance, prescriptions issued using the NHS App are processed automatically by the electronic prescribing system. This prevents duplication or delays.
· Apart from the above impact, the app is also imperative to integrate NHS 111 (online support) to enable patients accessing urgent care (England.nhs.uk, 2023). This reduces the overwhelming effect on GP practitioners.
[bookmark: _Toc231981722]3.2 Benefits of the app in service delivery
The digital integration via the NHS App within the healthcare system has benefited the service delivery in the following ways:
· The appointment scheduling has become much more efficient (GOV.UK, 2020). This is because online scheduling decreases wait times and allows more capacity for emergency cases. 
· Secondly, prescription processing has also become much more efficient, as automated systems have greatly reduced errors in the process. This further enhances on-time medication access.
· According to the information by Griffiths et al., (2020) communication between patients & healthcare providers has been improved due to digital reminders.
· Apart from the above benefits, the app equally promotes care continuity with improved patient access. Herein, medical records are efficiently managed through an EHR service, and accordingly, the information is shared across departments, which strengthens collaboration throughout the care services.
[bookmark: _Toc231981723]3.3 App-related challenges in service delivery
While there are significant benefits of the app in service delivery, challenges exist.
· According to Mckinsey (2024), high upfront costs with the integration of digital infrastructure are a critical concern for healthcare organisations, given that staff training and upgradation of the legacy system are mandatory. It leads to financial strain for the Trust.
· Additionally, technical problems might affect the workflow process, a potential source of frustration for the staff & patients.
· Lastly, the digital divide has been noted to be one of the critical issues, given that most people in the UK lack digital literacy (Holmes and Burgess, 2022). Therefore, there is always inequality in service provision.
Digital innovation of transformative service delivery through the NHS App demonstrates both the positive and negative aspects of technological advancement. While the innovation can be used to increase efficiency and effectiveness, the challenges related to funding innovations, errors, and inequality are relevant concerns. For example, in Berkshire Healthcare, it is evident that the use of the application has made improvements in terms of the process itself. However, it needs funding and effective handling of digital exclusion. 
[bookmark: _Toc231981724]4. Patient perception, access and experience of care with the innovation
[bookmark: _Toc231981725]4.1 Transition in patient/user experience
Patients' experience in the Berkshire Healthcare NHS Foundation Trust with the use of the NHS App highlights a transformation that has not only improved access and convenience for users but also ensured quicker access. While understanding this, the transition in patients’ experience has been identified through the following instances:
· Access to healthcare - GP appointments can be scheduled, medication ordered, and patient records viewed without the need to visit practices. This directly eliminates waiting times while facilitating improved care.
· Access convenience - App usage allows for 24-hour availability, allowing patients to take control of their own healthcare from the comfort of their homes. Sankowski (2021), mentioned that vaccine certification via the app has been important during the COVID-19 pandemic and post-pandemic period when travelling abroad.
· Faster diagnosis - Linking up to the NHS 111 service online makes use of symptom checkers. This increases service efficiency.
[bookmark: _Toc231981726]4.2 Issue of privacy, digital literacy and fairness in access
Despite the relevance during transition, potential issues are equally observed under certain circumstances.
· Privacy - There are issues of patient trust in relation to data security and the use of technology in healthcare (Mensah et al., 2024). Patient surveys demonstrate that there is a need to assure patients regarding their health data privacy and sharing.
· Digital literacy - Senior citizens, and people who lack technical expertise, as well as smartphone users, require additional assistance in terms of adopting digital solutions. Digital champions and drop-in clinics can directly support the groups.
· Access fairness - There is an evident disparity in adoption based on age, social factors, and ethnicity. Therefore, maintaining face-to-face services is important to prevent exclusion.
[bookmark: _Toc231981727]4.3 Evidence from studies and patient perspectives
The results from the NIHR ARC Northwest London’s multi-year assessment revealed that, despite its success in helping improve self-management behaviour such as taking medications and managing appointments, the adoption of the app has been inconsistent, due to factors like accessibility, language, and mistrust (Nihr.ac.uk, 2026). Apart from the above, another illustration involving the case study of NHS Digital, where various positive experiences have been highlighted (Nhs.uk, 2025). For example, people using hearing aids received the app in a positive manner to facilitate independent care.
[bookmark: _Toc231981728]5. Conclusion
In conclusion, this report demonstrates that the NHS App has revolutionised the job role of employees, improved the process of service provision, and influenced the experiences of patients at Berkshire Healthcare NHS Foundation Trust. It is crucial to embrace innovations that provide insights into modern issues. Though efficiencies, empowerment, and better coordination can be some of the advantages, privacy concerns, digital literacy gap, and unequal access are among the challenges that potentially exist. Herein, key recommendations that could be made include consistent training of employees, infrastructure development, provision of services to digitally underserved individuals, and proper data protection practices.
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