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[bookmark: _Toc230690810]INTRODUCTION 
Digital innovation transformed healthcare services within the UK over the last decade, the increasing integration of technology within Health and Social Care (HSC) leading to improve communication, accessibility and patient outcomes (Reidy et al, 2025). There is varied innovation undertaken within UK HSC whilst introduction of “NHS App” found to be one of the significant innovations; this was launched by the NHS in year 2018. NHS App provided a digital platform that is specifically designed for providing consistent support to patient while providing secure access for healthcare services (NHS App, 2018). 

This app is enabling users in booking their appointments, accessing medical records, receiving health advice, managing interactions and repeating prescriptions. NHS App proves to be significant as this leads to support digital transformation agenda of UK government. Introduction of this app complies with policies- “A Plan for Digital Health and Social Care”. Such policies motivate healthcare organisation in adopting digital technologies and further improve patient-centred care to greater extent (Reidy et al, 2025). In UK, COVID-19 led to accelerate the significance of digital healthcare systems as the NHS App has become a central point for vaccination records and undertaking public health communication (NHS App, 2018).  

The report will critically analyse the influence of NHS App on workforce practice, service delivery and patients. Furthermore, an in depth analysis will be undertaken and consequently both benefits and challenges associated with innovation will be explained. Also, explaining recommendations for improving future use will be provided. 

MAIN BODY
[bookmark: _Toc230690812]NHS App impacts on Workforce 
NHS App introduction led to create significant impact on healthcare workforce within UK; NHS suffers from staff shortage and this develops pressure on existing staff members. However, app innovation transformed the ways in which healthcare professionals interact and communicate with patients (Tewolde et al, 2022). NHS App developed digital competencies among healthcare staff; they participated in training programmes which often improved their competencies. One of the significant benefits of NHS App in context of workforce was “Enhancing Administrative Efficiency”; before introduction of the NHS App healthcare staff was relying on paper-based work, face to face interaction and telephone appointments. NHS App supported services users in undertaking independent appointments, accessing health related information and ordering prescriptions (Holland Brown and Bewick, 2023). 

As a result, pressure on existing staff members decreased and their efficacy is improved. In accordance with NHS millions of order prescriptions were reported through NHS App; hence, this led to save time of healthcare workforce and patients. This contributed to improving workflow efficacy as staff members does not longer have to spent time in processing telephone request. This created positive impact on workforce while enhancing their digital competence and workflow efficacy. 

NHS App led to improve interaction and communication between patients and healthcare professional; there are numerous features such as- digital messaging app and health records accessibility; this is leading to support in undertaking informed consultation (NHS App, 2018).  Healthcare staff members must invest less time in allocating medical records and routine tasks whilst, the major focus is on improving patient outcome. This is leading to promote digital system within healthcare services and further leading to improve productivity of services and enhancing patient-centred care (Holland Brown and Bewick, 2023).  

Moreover, NHS app led to promote development of digital competencies, particularly among healthcare staff. In accordance with NHS Long Term Plan, healthcare is becoming increasingly digitalised therefore, it is crucial to develop a digitally skilled workforce who can provide services while using technological innovation (Evans et al, 2022). Hence, training opportunities linked with NHS App supporting healthcare workforce in improving their competencies. 

However, despite numerous advantages, NHS app creates certain challenges for healthcare workforce. One of the major issues complies with resistance to technological change; there are higher possibilities that healthcare professionals might lack confidence while using digital system, particularly aged workforce (Grundy, 2022). From the existing research it has been evident that integration of digital transformation within healthcare is leading to develop stress among staff members as they are concerned about the fear of technology replacing human interaction, ineffective training and excessive workload (Sukriti et al, 2023). 

Another issue complies with increasing digital workload; however, this app led to reduce administrative tasks for workforce, nevertheless, this has developed new responsibilities such as- timely responding to patient, management of digital communication and management of records. Literature argues that digital technologies such as NHS App creates extra burden on healthcare workforce and often increases their stress (Salway et al, 2024). Additionally, data security and confidentiality presenting about another concerns, it is important for healthcare professionals to comply with data governance policies and General Data Protection Regulation (GDPR), staff members requires consistent training in this area so they can handle information securely without breaching patient confidentiality (Salway et al, 2024). 

[bookmark: _Toc230690813]NHS App impacts on service delivery
NHS App led to transformed healthcare service delivery across UK while improving communication, accessibility and coordination of services. In healthcare context, service delivery determines about the ways through which healthcare services are effectively organised, managed and provided to patient. Literature reveals that digital innovation is at the forefront of improving healthcare services due to workforce shortage, increasing demand and raising financial pressure (Monks and Harper, 2023). In such situation NHS App led to improve service accessibility across wider groups; this is providing opportunities to patient for booking appointments, accessing their medical records, order repeat prescription. Without undertaking contact with GP records can be easily accessed; hence, this convenience is leading to promote flexible healthcare services while reducing dependency on personal appointments and telephone systems (Monks and Harper, 2023). 

Furthermore, NHS App led to improve coordination and integration across healthcare services; digital records lead to decrease duplication of information and further support in undertaking better communication (NHS App, 2018). NHS App assuring cost-effectiveness within healthcare delivery as digital systems leading to decrease administrative cost complying with paper documents management (KC et al, 2025). Additionally, using online prescription services often reduces unnecessary GP appointments while improving procedure related to medication management. 
Another significant improvement within service delivery complies with improving patient engagement and decreasing waiting times for them. NHS App continued to focus on providing patient-centred care which is important for improving patient outcomes in long-run. Further, this led to allow individuals in considering independence interaction and consequently, supported them in taking appropriate actions (Dodson et al, 2024). However, despite these benefits, there are several challenges has been evident that is leading to create drastic impact. The major challenge complies with digital exclusion, particularly for marginalised communities. Individuals from marginalised background do not have access to smart-phones and this reduces their abilities in accessing NHS app. This leads to increase existing health inequalities and further creates drastic impact on marginalised communities. Moreover, another challenge complies with infrastructure and technical limitations; healthcare sector in UK relies on different software platform and digital system (Reidy et al, 2025). Therefore, incorporation of NHS app in existing hospital and GP systems has often become complex, time consuming and expensive. Technical failures leading to create drastic impact on implication and further, there is risk related to cybersecurity on-to which focus needs to be assured for supporting ethical practices. 

However, financial issue remains one of the major issues in this context; however, digital innovation leads to reduce administrative cost in long run, whilst at initial level it increases cost and increases healthcare costs (Reidy et al, 2025). Critics often argue that pressure of integrating NHS app creates issues for healthcare staff as they face difficulties in adopting new workflows and this led to create drastic impact on their practices (Reidy et al, 2025). There is no doubt in depicting that NHS app led to transform healthcare services, however, it also complies with certain challenges on-to which focus needs to be assured so service delivery can be improved. 

[bookmark: _Toc230690814]NHS App Impacts on patient and service user
NHS App has created significant impact on patient’s outcomes; one of the key benefits of this app complies with increasing accessibility of healthcare services. Patients can also make appointments, request repeat medications, get medical records and get medical advice without being physically at the healthcare setting (Kc et al, 2024). This is a convenience which facilitates patient autonomy and enhances the ability to engage patient more actively in own healthcare. Digital access affords greater flexibility and less travelling/waiting time for people who work, for carers and individuals with disabilities living with a lack of mobility (NHS App, 2018).  Further, advantage complies with increasing patient engagement while empowering them. Patients can view their medical records and this led to increase their understanding regarding their health status and care (Kc et al, 2024). This adheres with the fundamental principle of shared decision-making with patients and assures patient-centred care. It has been found that a digitally connected patient will be more likely to follow the treatment course and more active in managing health. The NHS App facilitates healthier lives by promoting preventative health measures and helping people to undertake self-management of their issues (Kc et al, 2024).
Moreover, the app has also enhanced the interaction of patients with healthcare facilities. Communication and assistance through digital platforms can facilitate faster and more effective lines of communication regarding appointments, prescription details and other health updates. The NHS App proves to be pivotal tool for delivering vaccination information and instructions on health protection throughout the Covid-19 pandemic (Sukriti et al, 2023). Hence, this is recognised as significant proof of the effectiveness of digital innovation for public health. However, there are certain challenges faced by patient while using this app. The application and incorporation of this app often become difficult for elderly people, also, marginalised people are unable to use this app due to lack of accessibility. This leads to unequal access to healthcare and this further exacerbate inequalities in health care (Sukriti et al, 2023). However, digital healthcare innovation focuses on improving efficiency, whilst healthcare providers still need to provide traditional support tools as part of their efforts to remain inclusive (Creazza et al, 2022).
[bookmark: _Int_fPO6A7jc]Digitalising services often results in limiting human interaction and due to this service user often feels dissatisfied. Digital systems enhance the efficiency, however, it lacks in developing empathetic understanding for supporting patients and this creates barrier while providing them services (Sukriti et al, 2023). 
Adopting too many digital modes of communication can also limit opportunities for emotional support, especially for vulnerable patients who need more individualised care. Thus, there is a need to strike a balance between technical efficiency and the delivery of a compassionate healthcare system for fostering support to patient and improving their health outcomes (Kc et al, 2024).
[bookmark: _Toc230690815]CONCLUSION AND RECOMMENDATIONS 
Conclusively; this can be said that the NHS app leading to create significant benefits for improving healthcare services and public health outcomes. The introduction of the app led to revolutionize healthcare services by making them more accessible, communication efficient and empowering patient while increasing their engagement to greater extent. The app facilitates effective administration practices and collaboration among healthcare professionals and collectively, they takes decision for enhancing patient outcomes Additionally, the NHS App has been instrumental in the management of public health during the COVID-19 pandemic. This depicts about the importance of digital healthcare systems in supporting public health management. 

[bookmark: _Int_RG88yuwR]However, there are certain challenges onto which focus need to be integrated for supporting public health, this complexity complies with digital exclusion, cyber-security issue, financial constraint, infrastructure issues and limited human interactions. It is important to focus on these challenges and consequently, healthcare settings should organize digital training programmes for improving efficacy of healthcare staff members in using NHS app. Moreover; training should be given to patients from lower literacy background as they find difficulty in using app. Also, ethical compliance is needed and software update should be done on time for assuring higher security and confidentiality to patients. 

There is need to focus on non-digital method as well, this is important for those people who relies on traditional method for accessing quality services. This can be said that NHS App has improved workforce practices by enhancing digital communication and improving digital competence among workers. However, success of the NHS App depends upon providing consistent support to staff members, organising staff training and maintaining balance between digital innovation and consistent care
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