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Introduction and Housekeeping

length

The session will last an hour
and a half (90mins)

To turn on live captions, select the

captions icon on the top right of your
screen.

::.:(]

Recording

This webinar will be recorded
and shared along with the

presentation slides and added
to the FutureNHS Workspace

?

O

Questions

You can send in your
guestions during the session

To ask a question, select the Q&A
icon on the top right of your screen.
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NHS England — Midlands



2025/26 Priorities and Operational Planning Guidance

NHS App Performance Ambitions 2025/26

Performance Ambition 1

Provide patients with more
choice and control by making
at least 70% of elective care
appointments (across
specialties) available for
citizens to view and manage
via the NHS App.

Performance Ambition 2

All practices have enabled all
core NHS App capabilities by
July 2025:

« Health records access

« Online consultations

« Appointment management
* Prescriptions management
* Online registration

« Patient messaging

Performance Ambition 3

All providers proactively offer
NHS App-first communications
to patients (with due regard to
digital inclusion), by default
through the NHS Notify
service




Dr Joanne Watt (she/Her)

Associate Medical Director for Primary Care
and PCNs

NHS England - Midlands



Introduction to the Policy and Engagement Team

Emma Halliday James Butcher Kayleigh Buckley

Grace Lacey Natasha Parry Patrick Johnson




* Polls (throughout)

« What is the App
 NHS Login

 NHS App features

« Case study

* Future Developments
« Tableau dashboard

« Common Issues

* Promoting the NHS App
¢« Q&A

Menti.com - use code: 4758 3967






The NHS App

Helping people to get well, stay well and manage their health and care

Owned and run by the NHS, the NHS App enables
people to access digital health and care services

* Free to download
e available to anyone 13 years and over

» registered with an NHS GP practice in England or
the Isle of Man

Download the NHS App for yourself: nhs.uk/nhs-app/

Do more with
the NHS App!



https://www.nhs.uk/nhs-app/

Mobile phone
and device
compatibility

What software version Is
required to the NHS App?

For the best user experience, mobile and tablet devices
require minimum software versions.

 Android: version 8 (Oreo) and above, with devices
that have a front facing camera
* Apple iOS: version 15 and above

Some earlier versions still allow users to access the NHS
App but we're no longer able to provide technical support
to these versions, including:

« Android versions 6 and 7,
* Apple iOS versions 9 and 10.

For patients and users without a mobile phone or device,
or one that doesn’t meet the above requirement, the NHS
App is now available via the nhs.uk website
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NHS Account

Log In to your NHS
account online

fcessyour s sccount & Order repeat prescriptions
@® See your health information

Access health advice

© And much more...

www.nhs.uk/nhs-app/account

11



What can the NHS App do? amarie te NS Agp i

Get Well Stay Well Manage Your Health

Find NHS services View your prescription View your health record
Use NHS 111 online details View test results

Book GP appointments Order repeat Nominate a pharmacy

rescriptions i
Manage secondary care P P View your NHS number

appointments Book a COVID or flu Register for a GP

. vaccination :
Contact your GP using Make an organ donation

an online form Receive messages from decision

your GP and healthcare

Search Health A-Z providers

Link account

*some features are only available if they have been enabled by your local healthcare provider .’



NHS App in Numbers Some benefits

75% of adults in England signed up Fewer calls to GP practice for test results

Monthly Averages (July to September 2024) OUEIIlg MEEEsl Preserioions o Uie Agy

IS expected to save 1.85 million hours of
GP practice time in 2024
D 4.4 million repeat prescriptions ordered

There have been over 16.8 million

@ 16.8 million GP record views barche views since the national digital
' prescriptions roll out in Jan 2024, saving
500,000 hours of frontline staff time

A 17.7 million messages sent

During 2023/24, 22.5 million messages

were sent through the NHS App, saving
—E 41 million monthly logins the NHS £1.1 million
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https://www.england.nhs.uk/2024/05/nhs-app-messaging-saved-nhs-more-than-1-million-in-last-year/

Patient and user feedback

“l| am a deaf BSL user, and this means I’'m not able to call
my GP directly the NHS App helps to improve my access

to my own health information and medication”
Paul, NHS App user

“Being able to view my GP health record has made it

easier for me to understand and manage my condition”
Greta, NHS App user J

“I can check my health history, view test results and order
repeat prescriptions via the NHS App. It's very intuitive to

use and useful to access a summary of my care”
Stephen, NHS App user Y,

“It makes me feel like I’'m being listened to, in simple

terms it's better communication.”
Gaynor, NHS App user J

Wk 70 May 2024

I find the app very useful. Being able to order repeat prescriptions and check on forthcoming
appointments is what | want it to do, and it works well. There are things it won't let me do such as book
doctor’s appointments, but that is limited by the surgery and not by the app.

%k Wk 15 April 2024

Always been very helpful, especially when re-ordering my prescription.

*dk ko 10 May 2024

Good service and reliable. Very convenient and user friendly.

sk ok ke ok 4 April 2024

Perfect app for managing everything to do with my health centre from appointments to prescriptions
and more.

ok dkdkdk 7 April 2024

I order monthly medication through the app and find it easy to use and reliable. Thank you

See more about how the NHS App helps people manage their health: Patient Case Studies
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https://digital.nhs.uk/services/nhs-app/nhs-app-guidance-for-gp-practices/guidance-on-nhs-app-features/online-access-to-gp-health-records/case-studies

use code: 4282 0570




NHS login

Proving your identity to access the
NHS App



NHS login

All users are required to verify their identify to access the
full range of NHS App functionality.

NHS login provides people with a simple, single way to
securely access the NHS App and multiple other digital
health and social care services.

Most people will be able to register and verify their ID
without the need to come in to practice

ID is verified by NHS England

17



NHS login — Automated Prove Your ldentity

m Gathers required information for ID Checking and Matching

g
e

User has access

User downloads Creates a login and )
to service

NHS App secures it

Find the users NHS ID validation and OCR Liveness Test
m record + Facial Comparison

18



NHS Login — Patient online (linkage key)

Gathers required information for linkage key checking

G

User downloads Creates a log in and
NHS App secures it

&’

Linkage Key

User demographics

Linkage Key Checker

PYD

m Linkage key is checked

NHS.

User has access
to service

19



Offline journey

A patient may need to come to the GP practice to ask for
support if:

they do not have photo ID that NHS login can accept
their ID check was unsuccessful, or their details could not
be matched to their GP record successfully

their previous GP Online registration details have expired
(this expires after 14 days)

they prefer to use this method rather than the ID and video
method

they have moved GP practice recently, and originally
verified their identity for NHS login using GP Online
(linkage key) details

the practice has recently changed clinical system supplier

How to help your patients get
online

Verifying a patients ID, you can help
by:

* Providing them their GP online
registration details (linkage
key), or

* Resetting and reissuing their
details if they're already
registered with GP online services

20




How to provide your patient with a linkage key

/ EMIS

1. Goto 'Registration' and select the patient

2. If the patient is under 16, you need to add the
code EMISNQCO278, which means '‘Competent to
consent to online access' to their record before you
start registration

3. Onthe Registration screen, click the Patient
Services tab.

4. Click Add online user > Add current patient.

5. Complete the Online user screen (follow your
practices procedure for verifying identity)

6. Click 'OK'

(Select how you want to send the PIN document /

4 N

Make sure the patient’s email address has the status of
‘verified’ selected against it within the patient record.
(This needs to be verified for NHS Login to be able to
create a registration)

TPP SystmOne

1. Confirm patient identity (follow your practices
procedure)

2. Select 'Register for online services' from the patient
record

3. Send the account ID and the third-party passphrase

\via text or email, or print it out /

Patients who are registered
As the third-party linkage/passphrase key expires 14 days after it was issued you will need to generate a new one
« Generate a new linkage key/passphrase in the patient record
« Do not choose to 'Reset user name and password’, as this will not reset the details they need to register

21



Mobile Identity Verification — Fast Track

ad

User has completed
a medium level
verification (P5)
journey

User verifies NHS
record information

User chooses to
transfer a previous ID
check for GP online
services

High level
verification (P9) is
stored to the user's
profile

22



What does a patient see? Setting up a test patient

in your clinical system

Test patients need:

v' To be aged 16 or over

v' Have an NHS number*

v' Have an account in clinical system

v To have patient online services activated

~

Record the full name, postcode, linkage key
and account ID to use later.

*if you do not have a test NHS number that's

on the spine — contact nhsapp@nhs.net to
request one

mhe NHS App

You will need:

v an apple or android phone or tablet

v an email account

v' a mobile phone number, so you can get a
text message even if you're using a tablet

v' the full name, postcode, linkage key and
account ID of the test patient account

v’ the practice’s ODS code

Download the NHS App and follow the

Qstructions to set up the account. /

23


mailto:nhsapp@nhs.net

Top tips

* Encourage all staff to download and register to use the
NHS App

 ldentify and discuss benefits of digital for your practice
and patient

« Familiarise yourself with the NHS Login journeys
available

e Set up a test patient to understand what a patient can
see

Good morning,
Mary Smith

NHS number: 123 456 7890

Services

Request repeat prescriptions

Check if you need urgent

medical help using 111 online

Your health

GP health record

View and manage prescriptions

24



NHS App — core
features



Reqguest a repeat prescription

You can request your repeat prescriptions on the NHS App

You can regquest repeat prescriptions at a time that
suits you. It's an easy, quick and convenient way to
order on the go. There’s no need to wait until the GP
surgery opens or join a telephone queue.

Future Plans:

« Users can see the status of their prescription,
Including when it is ready to collect

Ordering repeat prescriptions on the App is
expected to save 1.85 million hours of GP practice
time in 2024

| JNHS!

Good morning,
Mary Smith

NHS number: 123 456 7890

Request repeat prescriptions

Check if you need urgent
medical help using 111 online

Your health

GP health record

View and manage prescriptions

Promotional pack and walk-through video: Repeat Prescriptions in the NHS App

26


https://digital.nhs.uk/services/nhs-app/toolkit/repeat-prescriptions-promotional-pack

Request repeat prescriptions

Good morning,
Mary Smith

NHS number: 123 456 7890

Services

® @

Services

Get care and support to help you stay well

Your GP services

Regquest repeat prescriptions

Roquest repeat prescriptions

Check if you need urgent

medical help using 111 online

Your bealth

GP health record

View and manage prescriptions

Contact your GP about a health
problem

Contact your GP surgery for a
document or update

Chack for available GP
appointments

Other NHS services

Check if you need urgent

® @

< Back

Check the pharmacy
this will be sent to

stove, Batham, London

® @

< Back

Select medicines you
want to request

E] Ramipeil 2.5mg capsules

| Amaxicillin 500mg capsules

4

® @

Check the details of
your request

Medicines

Ramvpril 2.5eng capsules

(-]

Your nominated pharmacy

Boots
Chesirut Grove
Batham

London
SWI125HD

® @

< Back

Your prescription has
been requested

Medicines

Ramigril 2.5mg capsules

Your nominated pharmacy

Boots
Chesrut Grove
Batham

Londen
SWI25HD

What you can do next

Z/(



View your prescriptions

See alist of your approved prescriptions in the App and get a barcode to present at
any pharmacy to receive your medication

This gives you earlier visibility of what one-off and repeat
prescriptions your healthcare provider has prescribed |

Your prescription

If you don’t have a nominated pharmacy you can use the barcode
to collect it from any pharmacy.

° Prescription barcode

ID: 1234 5678 9101

Future Plans:

» Users can add the barcode to their device’s digital wallet.

Pharmacy

Date prescribed

Prescription type

16.8 million barcode views between January and
October 2024, leading to over 500,000 hours of
frontline staff time saved

Promotional pack and walk-through video: Digital Prescriptions in the NHS App 28


https://digital.nhs.uk/services/nhs-app/toolkit/digital-prescriptions

iew your digital prescript

Good morning,
Mary Smith

NHS numbar: 123 456 7880
Services
Aeguest epeat prescriptions

Cheieck i yosu repiedl uirgant
medical help using 111 online

Waur bealth

GP health record

@ @

Your health

Wiew your pereomal records aed chaodces

GF health recond

View and manage prescriptions

Vi and Mansge PrescripLiong

Upsaming and past

appolmtments

Test refults and imageng

COVID-19 vaccine recand

HHS COVID Pass

Your health choioes

-y -
@ ®

£ Bk t5 Your health

View and manage
prescriptions

Chintl your aidi el P

et phidiiasy pou calkect thiss frem

Status of your request

Chack 4 e your regeat

Your ¢onfirmed presiriptions

Wiew the medicine your healifoane
provider has confiemed for you

Hominate a pharmasy

ay Tor your

ions

ay -
@ @

€ Bak

Your confirmed
prescriptions

L can taka 310 5 working dirds Tof @

[ ] hTRRIEY 10 POBHED YL
pregoriphon B v nisd youl Brescristion
wrgently, CORLICT you! pharmacy.

13 Sep 2023

Repeat prescriplion

Famipril Smg capsulies

12 Aug 2023

£ Bak

Saart dali

Prescriphion type

Quantity

Paescribed by

Your prescription

Chestnid Growe
Baham
Lowafon

W2 D
13 S 1035

Rupaat

Bamignl Smg

capiules

50 capsules

Dw Smith

€ Bak

Your prescription

i0: 1234 5672 9101

29



Change your nominated pharmacy

You can select the pharmacy that you will pick up your
prescriptions from.

You can view and change your nominated pharmacy <o
USing the NHS App Your nominated

pharmacy

If you order prescriptions using the NHS App,
this pharmacy is where they will be sent.

This does not include dispensing practices.

LEEDS

WEST YORKSHIRE
LS14DT
01132421713

Future Plans:

« Users can nominate a distance-selling pharmacy AT

More Information: Nominating a pharmacy

30


https://www.nhs.uk/nhs-app/nhs-app-help-and-support/prescriptions-in-the-nhs-app/nominating-a-pharmacy/

Nominate a pharmacy

Patients can view and change their nominated pharmacy and where their
prescriptions are sent on the NHS App.

The pharmacy you
choose is where your
prescriptions will be sent

@ @ 4 ]

Services Your health Messages

ap --
® ®

< Back

Choose a type of
pharmacy to search for

O High street pharmacies

You can collect your prescriptions in
person at a high street pharmacy local to
you. They may also deliver. You'll be able
to nominate a high street pharmacy iin
the NHS App

O Online-only pharmacies

These send your prescriptions to you in
the post. It's not possible to nominate an
online-only pharmacy in the NHS App.
You'll need to register with the pharmacy
directly instead

0] L 4 ]

Services Yourhealth  Messages

Find a high street
pharmacy

Enter a full postcode in England
For example, LS1 1AB

|

0] Sl v

Services Your health

=

Messages

o .--
® ®

< Back

High street pharmacies
near “LS1 4AP”

Distances given are in a straight line but travel
routes may be longer

Boots

CITY STATION CONCOURSE
WEST YORKSHIRE
LS14DT

01132421713

0.3 miles away

Boots

1 BOND STREET
TRINITY CENTRE
LEEDS

WEST YORKSHIRE
LS1 SEY

il > v =i

Services Your health Messages

- .-
® ®

< Back

Check your nominated
pharmacy details

This is the pharmacy where your prescriptions wil
be sent in future.

Boots

CITY STATION CONCOURSE
LEEDS

WEST YORKSHIRE

LS14DT

01132421713

0.3 miles away

e QOpening times

Sunday 9am to 9pm
Monday 9am to 6pm
Tuesday 9am to 6pm
Wednesday 9am to 6pm
Thursday 9am to 6pm

(i} L v

Services Your health M

o =
® @

You have nominated a
pharmacy

Your nominated pharmacy is:

Boots

CITY STATION CONCOURSE
LEEDS

WEST YORKSHIRE

LS140T

01132421713

What happens next

Your prescriptions will be sent to Boots from now
on.

Collect your prescriptions from Boots when they
are ready to collect.

Go to your prescriptions

0] e L 4 [

Services Yourhealth  Messages

31



View your GP health record

Most users have access to their summary record from
before Autumn 2023 and their full record after this date

Patients can request access to their full historic record
from their GP.

Entries could include consultation notes,
Immunisations, test results and letters

GP health records were viewed 17.9 million times in
September 2024 — up from 8.4 million views in
September 2023

< Back

Your GP health
record

Mrs Jane Smith

Date of birth
14 July 1983

NHS Number
123543 534

Promotional pack and walk-through video: See your GP health record in the NHS App
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https://digital.nhs.uk/services/nhs-app/toolkit/online-access-to-gp-health-records

View your test results

If you are registered with a GP, and are aged 16 or over,
you can view test results in your GP health record

Having access to test results in the NHS App means you
don’t need to contact your GP surgery to view your results.

HbAlc test results now display in a graph, enabling users
managing diabetes to easily see trends over time.

Test results is the most frequently viewed section of
the GP health record

Your result

Blood pressure reading:  103/72 mmHg

Your blood pressure reading is healthy

Systolic arterial pressure: 103 mmHg

Diastolic arterial pressure: 72 mmHg

View more information about your
blood pressure reading.

You may see medical abbreviations that you

are not familiar with.

9 Help with abbreviations

More information: View your test results

33


https://www.nhs.uk/nhs-services/online-services/view-your-test-results/

View test results

Test results are part of the GP health record. We have made some improvements to the way test
results are displayed for EMIS users. We'll be making further improvements this year and have plans to
explore how we can help trusts to make more digital test results available for tests which happen
outside of GP practices.

a» --
® @ ® ®

Your health — < Back

View your personal records and choices
Your GP health record

- Wl T - { : | 3 - il & - | i - all & -
@ ® ® @ ® @

. < Back |
Address: | Total white cell count: 8.84 10%9/L lobi
59 Rockstick Road, London, SW3 SEE Your Haemoglobin

Test results The reference range is between 4.00 to 11.00 10%9/L estimation history

The table below shows your haemoglobin

Showing results from 2023 Jour result Z;tzirana(ion from 19 March 2019 to 24 May

v

GP health record Miss Mary Smith

Allergies and adverse reactions

View and manage prescriptions Date of birth
11 August 1989

Medicines May 2023 :_:I The reference range for a haemoglobin

estimation is between 135 to 180 g/L. This
Full blood count - FBC range is based on your most recent test
Immunisations 29 May 2023 What is a haemoglobin estimation test? result.

4.00 11.00

Upcoming and past NHS number:
appointments 123 456 7890

professional's Date Result (g/L)

Health conditions Abnormal - but expected. Ask patient to make/

Test results and imagin Address:
e keep appointment routine (non-urgent) Platelet count: 146 10%9/L 24 May 2023

59 Rockstick Road, London, SW3 5EE

146

(within reference range)

COVID-19 vaccine record Test results The reference range is between 135 to 180 10*9/L

Allergies and adverse reactions 4 Haemoglobin A1c IFFC 8 Jan 2023 154

5 May 2023 Your result s
Consultations and events y 146 g/L (within reference range)

Healthcare p P v
Abnormal - but expected. Ask patient to make/ [ | | 12 October 150

135 180 2022

NHS COVID Pass

Medicines 10
Your health choices D K intment routine (non-urgent)
ocuments eep appointment routine (non-urgel (within reference range)

Immunisations

v o @ 4 [

Your health e Services Yourhealth  Messages

What is a haemoglobin estimation test?

@ o @ o e 3 = a & e 3

Services  Yourhealth  Messages Services  Yourhealth  Messages ome Sevices  Yourhealth  Messages Services  Yourhealth  Messages
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Book a GP appointment

Where available and enabled by your GP surgery, you
can book GP appointments

< Back

Users can book, manage and cancel your GP S
appointments using the NHS App.

° Which type of appointment do | need?

Fu t u re PI a.n S : Type of appointment

Select type

« Making it easy for users to add GP appointments
to their device’s calendar application

Practice member (optional)

« Improving the GP appointment booking journey,
Including better navigation between the core NHS
App journey and online consultation services

Make appointments available in your practice: GP Appointments in the NHS App 35


https://digital.nhs.uk/services/nhs-app/nhs-app-guidance-for-gp-practices/guidance-on-nhs-app-features/appointments

Online consultation services

You can request care or ask a question using an online
form in the NHS App

You can ask your GP for medical advice, as well as request
test results, fit notes or referrals using online consultation
services.

Future Plans:
 Integrating more third-party online consultation services

« Improving how users navigate to online consultation
services

Request an appointment
through Accurx

This service is provided
by Accurx

Walkthrough videos: NHS App walk through videos
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https://digital.nhs.uk/services/nhs-app/toolkit/walk-through-videos

Upcoming & past appointments/check for available GP
appointments & Contact your GP about a health problem

[INHS|
Good morning,

Mary Smith
NHS number: 123 456 7890
SErvi{es

Request repeat prescriptions

Chack if you maed ungent

mesdical help using 111 online

Your haalth
GP health recard

View and manage prescriptions

@ @

services

Get care ard suppan o belp you stay wel

Your GP services

Requast repeat prescriptions

Conthct your GP about & health
problam

Convtact your GP surgery for a
dotument or update

Check for available GP
appointments

Othar NHS services

Check if you need urgent

® @

Your GP appointments

For urgent medical advice, go to 111.nhs.uk o
eall 111

! i i i ik e it D

Upcoming appointments

If you have an upooming appointrrent that is not
shirem here, Contact your GF surgery lor mdee
infermation

Past appointments

oy hiree Fo recent past appointments. To find
cul about Bty paniments, contact your GF
surgery.

w

Jervin

Good morning,
Mary Smith

MHS number: 123 456 7830
Serviies

Request repeat prescriptions

Chack if you meed wngent

mesdical help using 111 online

Wour health
GP health record

View and manage prescriptions

® @

£ Back

Services

Gt care arsd suppon o help you fay wel

Your GP services

Request repeat prescriptions

This service is provided
by [Provider]

Convtact your GP about & health

problem

Caivtact yaur GP siurgery foF &
dooument or update

Check for available GP
appaintments

Other NHS services

Check if you need urgent

+

Sarviom,
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Notifications and messaging

Receive messages from your health and care providers
viathe NHS App

Turn on notifications for the NHS App to get
messages from your trusted healthcare providers

It is a secure and simple way to stay up to date.

Future Plans:

 More services can send more types of message
through the NHS App

« Users can more easily manage their inbox

During 2023/24, 22.5 million messages were sent
through the NHS App, saving the NHS £1.1 million

< Back

Your messages

You have 2 unread messages

12:05pm
* Willburton Surgery

Reminder of your telephone

appointment with your GP on Friday...

Thursday
* NHS APP

Your next COVID-19 vaccination I'd like
to invite you to get your COVID-19 v...

4 Oct 2023
Stoke Mandeville Hospital

You have a Physiotherapy appointment
letter Appointment details 02/11/202...

Promotional pack and walk-through video: Notifications and Messading in the NHS App
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https://digital.nhs.uk/services/nhs-app/toolkit/nhs-app-messaging-promotional-materials

4 key benefits

Messages from

Reduce spend on multiple care

patient
communications

Unaffected by
contact detail
changes

settings in one
place

During 2023/24, 22.5 million messages were sent through the NHS App, saving the NHS
£1.1 million

40



Hospital appointments

Where enabled, patients can view and manage their
hospital appointments.

Available at 103 acute trusts, users can view and manage their

< Back

. . . Hospital
hospital referrals and outpatient appointments. Some trusts appointments
also have enabled additional features, such as the ability to ot gl ppoints
send messages, and share documents and guestionnaires. S

more by selecting the help section at the
top of the screen.

Fu t u re PI an S : Upcoming appointments

2 upcoming appointments

* Increasing the number of hospital trusts that can surface
users’ appointments in the App

The Willows, Croydon University >
Hospital

« Allowing users to view and manage their inpatient and day
case appointments

Promotional pack and walk-through video: Viewing hospital referrals and appointments 41



https://digital.nhs.uk/services/nhs-app/guidance-on-hospital-referrals-and-appointments-on-the-nhs-app
https://digital.nhs.uk/services/nhs-app/toolkit/viewing-hospital-referrals-and-appointments

Register with a GP online
You can register for a GP online using the NHS App

The service is available through the NHS App via the
NHS website’'s Find a GP service.

The service is user-friendly, accessible, captures
access needs and has a high satisfaction rate, with
95% of patients reporting a positive experience

< Back

Find a GP

Enter a town, city or postcode in England

We can only search for GPs in England

GP practices: Start using Register with a GP_surgery Patients: Reqister with a GP

42


https://digital.nhs.uk/services/register-with-a-gp-surgery-service/sign-up-to-start-using-register-with-a-gp-surgery
https://www.nhs.uk/nhs-services/gps/how-to-register-with-a-gp-surgery/

NHS App —
additional features



Manage your referral

You can manage your first GP referral to a hospital or
clinic in the NHS App

You can manage your referral if you were referred
through the NHS e-Referral Service (e-RS). You can
use the NHS App to book, view, reschedule and
cancel your first appointment.

This means GP practices do not need to print or post
booking instructions.

Average 503k monthly uses by users with referrals
(Mar 2023 to Feb 2024)

< Back

Referrals

View and manage your referrals.

Referrals to action

Walk through video: How to see your hospital referrals on the NHS App

44


https://digital.nhs.uk/services/nhs-app/toolkit/walk-through-videos

Electronic referral Service (e-RS)

When a practice makes a referral to a specialist at a hospital or clinic, using the NHS e-Referral
Service, the patient can manage their first appointment themselves, on the NHS App, by clicking
on Hospital and other appointments.

This means practices do not need to print or post booking instructions. The patient can easily
book, check, change or cancel their appointment online.

< Back

Your hospital provides this service YYour hospital provides this service Your hospital provides this service Your hospital provides this service Your hospital provides this service
Referral for Jane Select a clinic for your Choose a date and
Smithers referral time for your
dermatology

Check these details An appointment has
before booking your been booked for your
appointment referral

You need to choose a clinic for this referral You may want to choose a clinic that is closer

to your location or choose a clinic where you appointments

r refer i will be seen sooner.
Your referral details I seen sooner.
Chosen clinic

Date
Important Monday 29 January 2024

You have a choice of 1 clinic Complete the booking process to ensure Change

your appointment is booked

Skin & rash - Dermatology - Croydon
University Hospital

Booking reference
2657 7389 5380 1264 Option 10f 1
Referred by Croydon University Hospital Monday 29 January

Time
10:30am

City GP Health Centre 9:30am Your requested appointment Change

Most patients start routine treatments sooner at details

this clinic Clinic

Date Monday 29 J Skin & rash - Dermatology - Osset Hospital
2024

10:30am

Clinic type This is a face-to-face
clinic

Change

Skin & rash -

Clinic type
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Manage healthcare on someone else’s behalf
Linked/Proxy profiles

Allows you to access healthcare services on behalf of ® @

someone you care for, where appropriate consent is in ...

place, and you are both at the same GP practice. SUIED L el 25 E
profile to act on their

behalf

For example, you could order and collect a repeat
prescription for someone you care for.

Services available for

&” You can book a GP appointment

Future Plans:

« Integrating the new apply for proxy access service
which makes it easier for users to send applications
for proxy access to their GP surgeries

Walk through video: How to switch profiles on the NHS App 46



https://www.nhs.uk/nhs-services/gps/gp-services-for-someone-else-proxy-access/proxy-application-service/
https://digital.nhs.uk/services/nhs-app/toolkit/walk-through-videos

Linked accounts

Linked accounts allow patients, family members and carers to access health services on behalf of
other people, where appropriate consent is in place. There is work happening in NHS England to
Improve the experience of proxy accounts.

/ 9:41
medical help using 111 online

® ®
An eXampIe Of thIS IS Your health View all = | < Back
when a carer requires Linked profiles Switch to Toby Day's
q | ' _ profile to act on their
- | ;grai‘i:;:zz::wwces in the app for the | behalf
aCC eS S to n O m I n ate a View and manage prescriptions

TOBY DAY

pharmacy; the carer can e
both order a prescription
and nominate a
pharmacy for delivery
near them, so they are
able to safely collect and
deliver it to the patient.

Services available for

Switch to Toby’s profile
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NHS 111 online

If people think they need help right now,
they can use the NHS App to check
their symptoms via the NHS 111 online
service.

* Integration with NHS login to carry over
their detalils.

« 'Check if you need urgent medical help'is
on the NHS App homepage and Services

page.

INHS|

Good morning,
Mary Smith

NHS number: 123 456 7890
Services View all
Request repeat prescriptions b 4

Check if you need urgent
medical help using 111 online

Your health View all
GP health record >

View and manage prescriptions >

f h (VAR s

Home Services Your health Messages

9:41 - all T -
® ®

< Back

Do you want to use
these details on 111
online?

Name Mary Smith
Date of Birth 11 Aug 1989

Home address 59 Rockstick Road
London

SW3 5EE
GP Surgery The Chelsea practice
Mobile number 071234567890

Email address George@live.co.uk

P How does 111 online use these details ?

@ Yes, use these details

< Back

111 online

Check your symptoms

If you're worried about a symptom,
answer some questions and we will
tell you what to do next.

Depending on your symptoms, we might advise
you to:

+ call 999 or go to A&E in an emergency

* go to an urgent treatment centre

+ see an evening and weekend (out-of-hours)
GP

* book a callback from a nurse

+ get urgent specialist support, for dental or
mental health problems

+ contact your own GP surgery

+ see a pharmacist for help with a minor
illness

+ look after yourself at home
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Go to the NHS website In the
NHS App

Health A-Z .

The NHS App enables people to get trusted NHS Find services near
information and health advice on hundreds of conditions
and treatments. o

Health Ato Z

Find NHS services near you
On the homepage of the NHS App, people can 'Find NHS

services near you'. This includes:

» General practices * Mental health services you need helo o, and youre
- AAA, see Abdominal aortic aneurysm not sure what to do

* Dentist  And many more

0

 Pharmacy
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Organ donation decision

People can manage their organ donation

decision on the NHS App.
Your organ donation
dl decision
They can register a decision for the first Fivigingsiiaasgrbnis >
time or change a decision they have

If you have not registered your decision,

preViOUSIy made- changes to the law around organ

donation may affect you.

Register your decision

@ ©

NO YES

Keeping this decision up to date helps
families, should organ donation be possible.

I do not want | want to
to donate my

584,583 organ donation preferences managed

since 31st December 2018




Be Part of Research

Register to be part of health research
You can register to get updates about health
research you may be interested in joining.

This makes it easier to take part in wider research.

The service is run by the National Institute for Health
and Care Research (NIHR).

Be Part of Research currently features on the NHS
App homepage.

As of October 2024, 437,204 volunteers registered
on NIHR’s Be Part of Research registry, of whom
96% registered via the link on the NHS App

£% View your messages Kl >

il Manage services for another person

@ Switch profiles

i

,/ -
( ‘o /VI
{ ] :

Research changes lives

Register with Be Part of Research to

find and join health studies

>

Find out about ‘Be Part of Research’: Be Part of Research (nihr.ac.uk)
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https://bepartofresearch.nihr.ac.uk/

Top tips

« Familiarise yourself with the App and the features

 Encourage all staff to direct patients to view their test
results in the NHS App

» For those practices that do offer online bookable
appointments, ensure appointment names are clear and
simple to understand

* Encourage patients to switch on push notifications in
their device setting so they can receive in-app messages

« Remember, the NHS App mirrors what is in your GP
system

Good morning,
Mary Smith

NHS number: 123 456 7890

Services
Request repeat prescriptions

Check if you need urgent

medical help using 111 online

Your health

GP health record

View and manage prescriptions
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Grace Holder (she/Her)

PCN Care Coordinator
Covering Health and Beyond LTD



Future
Developments



The NHS App roadmap

The NHS App team are always working to
Improve the NHS App.

View the NHS App roadmap to find out
what the team:

 have recently delivered to improve the
NHS App

« what they are currently working on
« what they plan to work on next

Do more with
the NHS App!

& Order repeat prescriptions
¥ Use NHS 111 online

@ Find NHS services

.. ® View your GP health record
| . 1 Book appointments

| B Getreminders and messages
And much more...

You can also use these services by logging
in through the NHS website

Need help?
Get support in the app or visit
nhs.uk/helpmeapp

55


https://digital.nhs.uk/services/nhs-app/roadmap

NHS App national webinars
r

 Frequency: Quarterly

« Next date: Tuesday 8th April, Do more
11.30am-12.30pm With the

NHS App!

 FutureNHS — join our workspace, to
find out about future webinars and
access previous recordings

NHS App Webinars - FutureNHS

k
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https://future.nhs.uk/NHSXImplementation/view?objectId=26634384

Action to drive down digital exclusion

Leveraging FDP capabilities and datasets to build a digital citizen view, enabling insights

and optimisation of high volume and strategic user journeys ... improving the health of the nation I i b r ar i e S

App Events Web Events Digital Logins Demographic Segmentation P&P User Joumeys EZ2E Patient

T ® 2 © QA B B

NHS App NHS UK NHS login PDS HES OBH  PaPl Platform & Products 3 Parties (EP5 etc.) Caa5 C3M5 0DS ONS Partn erl ng Wlth 1400
MHCLG (DHC, Wayfinder, etc.) System (GPIT, SUS) Adobe SNOMED . .
libraries to help people

. - access digital health
] 1010 L. = il o} <

Insight Activation

Data Providers

Data Providers FDP Data Catalogue Matching & Enrichment Curation & Modelling Self-Serve Insights

future developments of the we can reduce health used to personalise comms and provide self-serve access to
s Ambassadors

National Digital Channels inequalities USET journeys ¥
on the frontline
&in
IMPROVING DATA ANALYSIS  New data capture agreed oMt

and data set analysis

I Make data driven decisions on Understand our users so that Segmentation which can be Reduce technical debt and

Outcomes

NI;IS gpp. gt NHS Service Work with
specific design Exs Red Cross MEN - . :
standard ; Offr - available via
system - hie e
y to include { = the NHS

products NHS app “design asylum
WCAG 2.2 o assurance review" seeker ID for

compliant log in

website

Accessibility

865 Accessibility Lab attendees
20 Accessibility Audits
NHS.uk accessibility clinics
2,464 staff Accessibility
overviews

User research in
the community
with hard-to-reach
audiences and
those from lower
socio-economic
groups
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NHS App user research

Conducting user research in

e the community to reach hard

. ﬁ W f' What did you do on the NHS App today? Select all that apply 8088 (© to reach audiences and non-
= Qj ' NHS App users

s Managing prescriptions |
O V e I I 2 k . Booking GP appointments |
\i
P

Viewing refermals and nosp i3 : » ) ¢ »»' N
U appaintments R . 1 5
users involved in UR | | Viewing 6P healt record. I
in the past year N £ Viewing and sending messoges
Managing linked profies [
vanaging aceount and setings [

semething cts= |

o 500 1,000 1,500 2,000

users completing our in-app
feedback survey

-\

v

6 Get Online i:‘."r)

0]
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Getting involved Iin user research

If you want to get involved in any of the user research work we are doing (surveys,
Interviews, usability testing, focus groups, etc.) then you can join one of our volunteer
panels:

For NHS staff; email simon.davis@nhs.net

For non-NHS staff: https://tinyurl.com/2eue7vsn
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Tableau Dashboard
Walkthrough



Accessing the dashboard

How to access the dashboard
The dashboard can be found by logging into NHS England Apps with an OKTA account and

searching for ‘NHS App Reporting Dashboard'.

| do not have an OKTA account
Reqister for an OKTA account and wait for your account to be set up, before following the process

above.

You may have to wait up to 30 minutes before gaining access. If you still cannot get access after 30
minutes, contact IT and raise a ticket via IT.support@improvement.nhs.uk.



https://apps.model.nhs.uk/
https://apps.model.nhs.uk/register
mailto:IT.support@improvement.nhs.uk

Common Issues



How and when to raise to NHS England

If you have a patient raising an NHS App issue and it is not something you can resolve, encourage the

patient to raise this directly to us via one of the following contact forms:

« NHSlogin issues (logging in, registering, verifying their identity, changing account login details):
https://help.login.nhs.uk/, contact form found under “error messages and support section”.

« NHS App issues (after logging in, any issues experienced by users accessing or using the features
and functions): https://www.nhs.uk/contact-us/nhs-app-contact-us/

If they cannot, or do not, want to do this themselves, you can choose to raise this to our service desk on
their behalf. If you do this, please provide us with the following information:

e Patient name

« Patient email address associated with their NHS login account

» Description of issue, and any triage steps you have taken to date

« Confirmation that the patient consents to you raising this on their behalf (you must seek this)
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https://help.login.nhs.uk/
https://www.nhs.uk/contact-us/nhs-app-contact-us/

Help with the NHS App

« Go to ‘Help’ in the top right-hand corner of the app
and scroll down to ‘Contact the NHS App team’
to complete an online form

* Visit: nhs.uk/helpmeapp for lots of help and support,
and to raise a ticket with the NHS App helpdesk

Good morning,
Mary Smith

NHS number: 123 456 7890
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NHS App Guidance

This guide covers troubleshooting common NHS App issues that patients may ask about:

I [] Device Compatibility and Versions I

| @ Error Codes Explained |

Permissions
A28
Merging practices and changing
clinical systems
oy Practice/Patient level permissions
* If No one can use a certain
functionality
« if only some can use a certain
functionality
i=] Patient can’t access GP health
record
22 Proxy access (linked accounts)
Prescription permissions

GP appointment permissions

« Turning off patient facing services:

Common Issues

A0

D

Patient cannot loqg in

Patient cannot access the App In

their area

Patient cannot order or view

repeat prescriptions

Patient has no repeat

prescriptions available to order

g General guidance
on what the NHS
App can do and
how to navigate it

When to seek
support from the
NHS App team

Duplicate accounts: Patient
changed their email address or no

longer has access to their email

Link to: NHS App trouble shooting common

Issuesquide

66



https://digital.nhs.uk/services/nhs-app/resources/trouble-shooting-guide
https://digital.nhs.uk/services/nhs-app/resources/trouble-shooting-guide

Promoting the NHS App



NHS App ‘Walk Through’ Videos

Video guidance

showing how to use
m the NHS App step-by-
step. The videos show

. how to navigate the
Mary Smith NHS App and use its

You can order services:
your repeat https://digital.nhs.uk/s
prescri ption on Requezjt repeat prescriptions erVI CeS /n hs_
the NHS app Wil 2 app/toolkit/walk-

through-videos

Your health

GP health record

4 » Pl ) o001/049

How to order your repeat prescription on the NHS App

& Unlisted

NHS @ =
[NHS] L =+
172K subscribers @ 5 2 A) Share Save



http://www.google.co.uk/imgres?hl=en&sa=X&rlz=1C1SKPC_enGB400&biw=1024&bih=677&tbm=isch&tbnid=H34xmyjTDG8LWM:&imgrefurl=http://www.surestartcountydurham.org/Burnhope/Pages/Change4Life.aspx&docid=DVwQTGnsTrw7QM&imgurl=http://www.surestartcountydurham.org/SiteCollectionImages/Change4life%20logo.png&w=448&h=317&ei=dDk_UevNCYWu7Abs2YC4Cw&zoom=1&ved=1t:3588,r:3,s:0,i:155
http://www.google.co.uk/imgres?hl=en&sa=X&rlz=1C1SKPC_enGB400&biw=1024&bih=677&tbm=isch&tbnid=V5CcAGWlmfE2xM:&imgrefurl=http://sjwtwin.blogspot.com/2011/01/understanding-visual-culture-part-3-of.html&docid=4AeWWP1uE1mZaM&imgurl=http://3.bp.blogspot.com/_y2ich2HEHTs/TUM4UVgnuCI/AAAAAAAAACo/s_tt_C4ZO7A/s1600/change4life_gulp.jpg&w=1000&h=647&ei=dDk_UevNCYWu7Abs2YC4Cw&zoom=1&ved=1t:3588,r:4,s:0,i:158
https://digital.nhs.uk/services/nhs-app/toolkit/walk-through-videos
https://digital.nhs.uk/services/nhs-app/toolkit/walk-through-videos
https://digital.nhs.uk/services/nhs-app/toolkit/walk-through-videos
https://digital.nhs.uk/services/nhs-app/toolkit/walk-through-videos

How you can promote the NHS App i i

The NHS App toolkit makes it easy Viawr vaur hospital
to promote the NHS App. Coa vnuir GP ein
cord in P

It contains: Viaw magsages

. ur care
Posters and step by step leaflets Order repeat IS App

« Images to share on your website, prescriptions
display screens and social media in the NHS App

« Messages to use on your website :
and social media

* Videos which show how to use

ou’re on a waiting

D view your estimated waiting
| time for treatment

N see who to contact if you
have questions

(& you can see all
new entries

L./ view consultation notes,
medicines, vaccinations

es by logging
and test results

Turn on notifications for the NHS
Appt ge tmes g s from you

TR Ll agm
th e A choose where your L |1;h sNr:;Appc;“ eescurge \A?aye;v “ nhs.! uk/r‘:ﬁs -app %
pp e prescriptions are sent stay up to date - | . el O]
« Downloadable Packs to gi n o Oosscnnn B
time that suits you
ownloadable Packs to give a oz —
. . @ nhs.uk/nhs- -app App %
overview of the App to different T — s R
App Ay ipp Stor: [l % Goodepray

audiences

nHS) Bk
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http://www.google.co.uk/imgres?hl=en&sa=X&rlz=1C1SKPC_enGB400&biw=1024&bih=677&tbm=isch&tbnid=H34xmyjTDG8LWM:&imgrefurl=http://www.surestartcountydurham.org/Burnhope/Pages/Change4Life.aspx&docid=DVwQTGnsTrw7QM&imgurl=http://www.surestartcountydurham.org/SiteCollectionImages/Change4life%20logo.png&w=448&h=317&ei=dDk_UevNCYWu7Abs2YC4Cw&zoom=1&ved=1t:3588,r:3,s:0,i:155
http://www.google.co.uk/imgres?hl=en&sa=X&rlz=1C1SKPC_enGB400&biw=1024&bih=677&tbm=isch&tbnid=V5CcAGWlmfE2xM:&imgrefurl=http://sjwtwin.blogspot.com/2011/01/understanding-visual-culture-part-3-of.html&docid=4AeWWP1uE1mZaM&imgurl=http://3.bp.blogspot.com/_y2ich2HEHTs/TUM4UVgnuCI/AAAAAAAAACo/s_tt_C4ZO7A/s1600/change4life_gulp.jpg&w=1000&h=647&ei=dDk_UevNCYWu7Abs2YC4Cw&zoom=1&ved=1t:3588,r:4,s:0,i:158
https://digital.nhs.uk/services/nhs-app/toolkit/general-promotional-materials

Top tips

* Review the toolkit and available resources
* Register and get familiar with the Tableau Dashboard

« Work with your PPG group to get them championing the
NHS App

« Sign up to FutureNHS so you can keep informed about
the national webinars

Good morning,
Mary Smith

NHS number: 123 456 7890

Services

Request repeat prescriptions

Check if you need urgent
medical help using 111 online

Your health

GP health record

View and manage prescriptions

70


https://future.nhs.uk/NHSXImplementation/view?objectID=26634384
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England

Thank You

¥ @nhsengland

B company/nhsengland

england.nhs.uk
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