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NHS App: transforming the front door to
the NHS

Liz Clow, director, Digital Citizen, NHS England
Rachel Hope, director, Digital Prevention Services, NHS England
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NHS App -
strategy

Liz Clow, Director, Digital Citizen
NHS England



NHS App monthly usage, 2021-23
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Key progress over the past year

In December 2023, 33.6 million (75% of adults) people had registered for the NHS App

Growth in prospective GP record access to 5,205 practices in January 2024

3.4 million secondary care appointments viewed and managed in December 2023

3.1 million repeat prescriptions ordered in December 2023
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NHS!

Good morning,
Shivaya Patel-Jones

NHS number: 123 543 534

Services View all

Request repeat prescriptions

Check if you need urgent medical

help using 111 online

Your health View all

GP health record

View and manage prescriptions
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Services Your health Messages
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Your result

Haemoglobin estimation: 146 g/L
Normal range: 135 to 180 g/L
Previous result: 140 g/L

Your result
146 g/L

]

135

Laboratory comment:

Haemoglobin variant previously detected -
sample sent for haemoglobin variant
testing. MC

What is a haemoglobin test?

Haemoglobin estimation: 146 g/L
Normal range: 135 to 180 g/L

Laboratory comment:

Services Your health Messages
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Your prescription

° Prescription barcode

ID: 1234 5678 9101

Show this barcode at any pharmacy to
collect your prescription.

Pharmacy

Date prescribed

Prescription type

@ w

Services

Find your nearest
pharmacy

3 Jan 2024

One off
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Your health Messages




Over the next five years, we want to transition a third of all
Interactions to be digital first via the NHS App and NHS Website

124.4 million
people with hospital

On average,
2 million people
contact 111 every
month

appointments in

Over 6 million

-~ people change or

/ \ register for a GP
each year

11 million
people eligible for

screening each
year Emergency

___accident

Screening “ '

and vac

P
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= e 1 13.2 million people
see their GP about a

dermatological condition
each year



NHS App users’ age

6,000,000 10,000,000
9,000,000

5,000,000
8,000,000
7,000,000

4,000,000
6,000,000
3,000,000 5,000,000
4,000,000

2,000,000
3,000,000
2,000,000

1,000,000
- . o

13-17 18-20 21-30 31-40 41-50 51-60 61-70 71-80 81-90 90+

Bl App Login 2023 =GP Registered




Priorities for 2024/25

Keep me healthy

Improving people's health and
preventing illness through supported
self-management and modern
screening and vaccinations

Access my

information

Increasing access to GP record
and joined up information across
care settings with a focus on
vaccines and test results

Therapeutics

Improving self-care and results
by actively signposting to
external therapeutic tools

Navigation and triage

Relieving pressure on the front line
by improved navigation to the right
place at the right time — navigation,
triage and first contact appointments

Modern mobile experience

Enabled by smartphones and
data access to support tech and
designthat increases
engagement and usage

Messaging

Increased volume and range of
messages and ability to respond
through the NHS App and
comms manager

Digital prescriptions

Increasing digital adoption of
prescriptions through GPs

Secondary care appointments
and my elective care

Unlocking the true potential of
appointment booking with a
focus on follow ups



Focus areas

Wellness: prevention, early intervention and self-care lliness: effective navigation and management of care
Navigation,triage &
Keeping me healthy My health (PHR) Therapeutics g g Prescriptions
appointments

+ Digital health checks  Improve primary care testresults ~ * Access digital therapeutic First Contact Discovery + Scaling digital prescriptions

+ School age immunisation senice  + Care plan Discovery tools to support MSK  Mental health self-referral token

* Record a vaccine * Improved proxy access through 111 online * Integrate A-Z meds information
* Increase access to secondary » End to end prescription tracking

care appointment booking

| Vaccination | CRM for / Scaling two-way Utilise comms manager for
appointment reminders screening messaging in GPs national programmes

Messaging and campaign management

Cross cutting enablers



The Future NHS App — manage your health in your hand

Connecting the health data
you want to share with us

Healthcare monitoring
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vitals, with a diagnostic suite
on your phone
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S Self-care — digital monitoring
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Your health records in one place

- from primary & secondary care My Referrals

You have been reterred 1o a cardio

Access your children's records specialist.
and manage their care - or adults

you care for

Date & time
Location
Specialist
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Nanage ty reterral

All your appointments, in one
place — with timely reminders



NHS App -
prevention

Rachel Hope, Director, Digital
Prevention Services

NHS England -




Priorities for 2024/25

Keep me healthy

Improving people's health and
preventing illness through supported
self management and modern
screening and vaccinations

Access my

information

Increasing access to GP record
and joined up information across
care settings with a focus on
vaccines and test results

Therapeutics

Improving self care and results
by actively signposting to
external therapeutic tools

Navigation and triage

Relieving pressure on the front line
by improved navigation to the right
place at the right time — navigation,
triage and first contact appointments

Q\% Keep me healthy

Modern mobile experience

Enabled by phone smarts and
data access to support tech and
designthat increases
engagement and usage

Messaging

Increased volume and range of
messages and ability to respond
through the NHS App and
comms manager

Digital prescriptions

Increasing digital adoption of
prescriptions through GPs

Secondary care appointments
and my elective care

Unlocking the true potential of
appointment booking with a
focus on follow ups



NHS App: national infrastructure v Keep me healthy

® congesTiOoN T “ y f | o
CONGESTION \/59 | N S0 ”.SO \‘/’ so) MY

STAY IN LAaNE

13



What's the future for personalised, proactive @9 A —
prevention services?

14



Despite gains in life expectancy, the number of Q\@/ﬁ P
years lived in good health has not changed
substantially

Cardiovascular

80% of the One in three 40% of the Disease (CVD) s the
disparity in health working-aged people NHS budget second
outcomes in the UK in the UK have at is being spent on biggest killer
are attributable to least one long term treating in England, affecting

modifiable conditions condition preventable disease 6.4 million people
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Opportunities to join up experiences @
Q\/? Keep me healthy

BQOK. Thanksfor getting your flu jab W RICL I
vaccination record
You can seeyourvaccination
, in the NHS App ,
> ] ‘NHS' :[V : ] ‘NHS'
b = - - =
We canseeyou’re not Stopping smokingis one
registered with a GP. Did you know you can of the bestthings you can
Being registered means also usethe NHS App to do to improveyour health.
you can get help quickly get a Diqgital We know it’s tough, we’re
whenyou needit. It’s NHS Health Check? hereto help

easytodoonline
It’s time for your

flu jab

Accesses

— resources and
- , Registers for , Gets a Digital supportgroups

local GP % NHS Health Check =— for smoking
= N < N = cessation

Personalisation enabled by datato maximise relevance and uptake:

Demographic eligible
for annual flu jab

Demographic eligible for Digital NHS ———— Clinical records show confirmed

No current GP registration record Health Check smoker within last 12 months



NHS App —
messaging

Tim Clarke, Deputy Director,
Digital Citizen NHS England




Priorities for 2024/25

Keep me healthy

Improving people's health and
preventing illness through supported
self management and modern
screening and vaccinations

Access my

information

Increasing access to GP record
and joined up information across
care settings with a focus on
vaccines and test results

Therapeutics

Improving self care and results
by actively signposting to
external therapeutic tools

Navigation and triage

Relieving pressure on the front line
by improved navigation to the right
place at the right time — navigation,
triage and first contact appointments

Q\% Keep me healthy

Modern mobile experience

Enabled by phone smarts and
data access to support tech and
designthat increases
engagement and usage

Messaging

Increased volume and range of
messages and ability to respond
through the NHS App and
comms manager

Digital prescriptions

Increasing digital adoption of
prescriptions through GPs

Secondary care appointments
and my elective care

Unlocking the true potential of
appointment booking with a
focus on follow ups



Quiz
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What are the top 3 drivers of
complaints to the NHS?

&, - Which country has 95% of adults
- accessing public sector messages
In f‘ppS?



CHART 6
TEN LARGEST DRIVERS OF COMPLAINTS IN SECONDARY CARE 2022-23
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‘Improving how the NHS
communicates will be critical to
stopping the deterioration of
public satisfaction with how the
NHS Is run...

It would certainly improve
people’s lives.

| Love the NHS But..., Demos, November 2023



Spend per year by the NHS

sending letters, SMS and emaills to patients (estimated)
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agital channel shift in Denmark

5 . 2 M people signed up (95%)

227m Digital messages sent in 2021

Qg 83% Satisfied or very satisfied



VVhy the NHS should shift?

% Cost savings G Security & trust

% Co-ordinated care



2023: a start

Vaccination 8 hospital Enabled Two way e .
invites at Trusts across  97% of GP messaging registration
scalein 4 Wayfinder ~ practices pilots messaging

NHS App PEPs



NHS App message volumes

35

30 56M NHS App messages sent in 2023
40x increase on 2022
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Messaging savings 2023-24

NHS England
programme or
service

send
communications

SMS, Email &
letter suppliers

message
request

GP & 2ndry Care
Messaging
solution

“““ v A
oo I look up p p
citizen or
I patient
details

SMS, email, letter
(including accessible
formats)

NHS App Patients and citizens
message

Estimated savings 2023—2024FY @



How to realise £20m 1n 2024
ﬂ)@

More services added to New message types
NHS App & NHS Notify turned on

Increase read rates

Promotion of NHS App
notification opt-ins

Improve responses

Guidance & support
for message senders




2024: scaled up messaging
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New Majority of Majority of Screening Prescription
vaccinations  hospital GP messages  service tracking
& bookings Trusts live &  enabled reminders reminders

reminders e-referrals



England

Thank You

¥ @nhsengland

B company/nhsengland

england.nhs.uk
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