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1 Introduction 
1.1 Background and objectives 
This was a People’s Panel survey looking at views on use of the NHS App. The survey 
obtained feedback on the following topics: 

• Methods used by respondents to contact their healthcare provider (GP practice or 
pharmacy). 

• Use of the NHS App. 

• Barriers to use, where a respondent did not use the NHS App. 
 

1.2 Approach 
The survey was designed with input from the Staffordshire and Stoke-on-Trent 
Integrated Care Board during March 2024.  
 
Each questionnaire contained a unique survey ID, to identify non-respondents for the 
survey reminder and to allocate the survey response to a given demographic profile 
for any further analysis.  
 
Technical testing of the survey 
As part of the design process, the questionnaire was tested as follows: 
1. In-house, using a robust plan that fully tested the design and operability of the 
survey. 
2. Piloting with five external members, who checked and reported on areas such as 
usability, complexity of wording, etc. 
3. Software to check that the survey had an acceptable fatigue and accessibility score. 
 
Fieldwork 
The survey fieldwork period was as follows: 

• 28th March 2024 – Email invite to all panel members.  

• 5th April 2024 – Email reminder to all panel members who had not completed the 
survey. 

• 14th April 2024 – Final email reminder to all panel members still to complete the 
survey. 

• 26th April 2024 – Survey closed. 
 
New members joining the panel during the fieldwork period were also given the 
opportunity to participate in the survey.  
 
During the fieldwork period, fourteen members unsubscribed from the panel.  
 
 



Staffordshire and Stoke-on-Trent Integrated Care Board People’s Panel 
Your Views on access to healthcare and the NHS App - Survey Findings 
 

May 2024 (V1.0)         Page 3 of 24 
 

Who we spoke to 
 

Email invites Responses Response Rate 

   
1,656 

Delivered 
392 

Completed 
24% 

Completion  
   

 
Prize draw 
All completed questionnaires were entered into a prize draw to win one of two £50 
love2shop vouchers, to be spent either in the high street or online. The prize draw took 
place in April 2024 and the two winning panel members were sent their £50 vouchers 
via email.  
 
 
 

Technical notes 
Percentages - Due to rounding, not all percentages shown may equal 100%. 
 
 

n= - Where shown in this report, ‘n=XX’ is the number of responses received for a 
given question. 
 
Respondent comments – Only a selection of respondent comments are shown in this 
report. A full list of comments has been provided to the Integrated Care Board.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Survey, data analysis and report production undertaken by Direct Data Analysis Ltd, who run the 

panel on behalf of the Integrated Care Board.  

Direct Data Analysis Ltd 

Brampton Business Centre 

10 Queen Street 

Newcastle under Lyme 

ST5 1ED  

Email: enquiries@direct-data-analysis.co.uk 

Web: www.direct-data-analysis.co.uk  

Tel: 0800 0996 422 

 

mailto:enquiries@direct-data-analysis.co.uk
http://www.direct-data-analysis.co.uk/
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2 
Survey findings 
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How do you access your healthcare? 

 

Members of the People’s Panel were first asked a series of questions relating to 
methods used to contact their healthcare provider (GP or pharmacy).  
 

• 57.2% used the telephone to book an appointment compared to 6.6% who used 
the NHS App to book an appointment. 

 

• 28.9% used the telephone to contact their GP or pharmacy for advice. 
 

• 30.2% used the NHS App to order a repeat prescription.  
 

• 30.3% did not use the NHS App and 29.8% used the NHS App less than once a 
month. 

 

• Most respondents who did not use the NHS App were unaware of the App’s current 
features.  
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10.4%
14.6%

8.2%

16.5%

57.2%

27.6%

11.1%

28.9%

1.3%

1.9%

2.2%

2.0%

9.8%

2.8%

11.1%

5.9%

6.6%

19.9%

30.2%

3.6%

1.3%

3.0% 12.2%

2.2%

13.3%

30.1%
25.0%

40.9%

To book an appointment
(n=376)

To receive test results
(n=362)

To order a repeat
prescription (n=368)

For advice (n=357)

Thinking about the last time you contacted your healthcare 
provider (GP practice or pharmacy), which of the following 

methods did you use?

In person Telephone Email Practice website NHS App Other Not contacted
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The graph shows the twenty most selected practices only. Number of responses shown. 
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Wolstanton Medical Centre

The Westgate Practice

Silverdale Village Surgery

Darwin Medical Practice

Wolverhampton Road Surgery

Leek Health Centre

The Colliery Practice

Mayfield Surgery

Mansion House Surgery

Hartshill Medical Centre

Audley Health Centre

Trentham Mews Medical Centre

Orchard Surgery

Moorcroft Medical Centre

Loomer Medical Partnership

Keele Practice

Holmcroft Surgery

Biddulph Valley Surgery

Well Street Medical Centre

Stafford Health & Wellbeing Centre

What GP practice are you currently registered with?

Daily
1.3%

Weekly
13.6%

Monthly
24.9%

Less than once 
a month

29.8%

I do not use 
the NHS App

30.3%

How often do you use the NHS App?
(Please select the option that is nearest)

n=389
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Respondents currently not using the NHS App 
 

What stops you using the NHS App to access health and care? 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

I do not use a smartphone, but an ordinary laptop computer. I have now looked at the 
"set up the NHS app" at the end of this survey, and it confirms that a smartphone is 

needed, but that the NHS is working to widen it to ordinary computers. 

Nothing stops me, I don't want 
it. 

Not very easy to fill out forms on a smartphone. 
Prefer if you could use this on your computer 

rather than on your phone. Maybe then I would 
use it. 

I don’t know how to use it and we have two 
profoundly disabled adult children and want 

them all on my app to order prescriptions etc. 
and manage appointments. It will only allow me 

one person per email. 

Last time I used this, it had no 
useful information and I do not 

know what it can now offer. 

Nothing really - I very rarely need to access medical services at present so have no real 
need to use the app. 

Surgery does not connect to the 
NHS App. 

Don’t really know much about it. I used it a couple of years ago for my covid pass, but 
I felt at the time its features and use were very limited. 

I can't get on because I need ID and it's difficult 
without driving license or passport. 
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35.4%

23.2%

32.6%

34.4%

17.9%

18.9%

16.8%

25.5%

36.8%

10.6%

24.2%

26.3%

11.7%

11.6%

4.2%

17.9%

64.6%

76.8%

67.4%

65.6%

82.1%

81.1%

83.2%

74.5%

63.2%

89.4%

75.8%

73.7%

88.3%

88.4%

95.8%

82.1%

View prescription, order repeat prescriptions,
change collection pharmacy (n=96)

Receive messages from healthcare professionals
(n=95)

View test results (n=95)

View your GP health record (n=93)

Access NHS 111 online (n=95)

Manage hospital and secondary care referrals and
appointments (n=95)

Complete online consultation forms to contact your
GP (n=95)

Book GP appointments (n=94)

Book and manage COVID-19 and flu vaccinations
(n=95)

Manage organ donation decisions (n=94)

Get health advice using the health A-Z on the NHS
website (n=95)

Find NHS services nearby (n=95)

Register for a GP online (n=94)

Register for health research (n=95)

Link accounts to help family members and carers
access health services on behalf of others (n=95)

Choose and manage how your data is used and
shared (n=95)

Were you aware that you can access the below services through the 
NHS App?

Yes No
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Respondents currently using the NHS App 
 

The following set of questions were answered only by respondents currently using the 
NHS App. 
 

 
Respondents could select all features they used. 

60.5%

32.0%

47.3%

50.0%

6.3%

19.5%

10.2%

16.4%

17.6%

3.9%

8.6%

5.1%

2.3%

3.1%

3.9%

4.7%

View prescription information, order repeat
prescriptions,change your collection pharmacy

Receive messages from healthcare professionals

View test results

View your GP health record

Access NHS 111 online

Manage hospital and secondary care referrals and
appointments

Complete online consultation forms to contact your
GP

Book GP appointments

Book and manage COVID-19 and flu vaccinations

Manage organ donation decisions

Get health advice using the health A-Z on the NHS
website

Find NHS services nearby

Register for a GP online

Register for health research

Link accounts to help family members and carers
access health services on behalf of other people

Choose and manage how your data is used and
shared

What specific features of the NHS App do you use regularly?

n=256
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Respondents could select up to three features. 

 

 
 
 
 
 

61.1%

22.7%

45.3%

42.5%

2.4%

10.5%

4.9%

12.6%

6.1%

0.8%

4.0%

2.8%

0.0%

0.0%

1.2%

1.6%

View prescription information, order repeat
prescriptions,  change your collection pharmacy

Receive messages from healthcare professionals

View test results

View your GP health record

Access NHS 111 online

Manage hospital and secondary care referrals and
appointments

Complete online consultation forms to contact your
GP

Book GP appointments

Book and manage COVID-19 and flu vaccinations

Manage organ donation decisions

Get health advice using the health A-Z on the NHS
website

Find NHS services nearby

Register for a GP online

Register for health research

Link accounts to help family members and carers
access health services on behalf of other people

Choose and manage how your data is used and
shared

What do you find most useful in the NHS App?

n=247
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What challenges or issues did you encounter booking or managing 
appointments on the NHS App? 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

4.3%

28.1%

31.1%

92.5%

70.7%

59.4%

3.2%

1.2%

9.4%

Have you used the NHS App to register with a GP
practice? (n=253)

Have you used the NHS App to book or manage
appointments with your GP? (n=256)

Have you encountered any challenges or issues
when using either feature? (n=254)

The NHS App and GP practice

Yes No Can't Remember

Can no longer book GP appointments via the app at my practice. Have to ring at 8am 
on the day (even a few minutes past and the phone queue is full). 

You cannot book appointments 
on the NHS App at my GP 

practice; you have to ring. I 
would love to book 

appointments on the App. You 
can cancel appointments on it 

though. 

Tried to use the app to book a GP appointment, 
but it showed no appointments available. I then 
phoned my surgery the following morning and 
was given an appointment for the same day. 

Since then, I have no longer bothered to use the 
app. 

Online booking did not state the appointment was by phone, so I turned up for a face-
to-face appointment. 
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What difficulties did you encounter when ordering repeat prescriptions 
using the NHS App? 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

59.8%

14.6%

39.8%

82.2%

0.4%

3.2%

Have you used the NHS App to order repeat
prescriptions? (n=256)

Have you faced any difficulties in this aspect?
(n=253)

The NHS App and repeat prescriptions 

Yes No Can't remember

Works fine if want an exact repeat prescription. Issues: 
1/ If GP changes medication.  

2/ Comments section is useless.  
3/ The GP pharmacist says he can’t immediately see it on his pc. 

Prescription was declined as 
required a checkup but was not 
informed of this until I chased it 

up. 

Again, I can’t order them via the app for my 
surgery. It’s all well and good making these 

services but if the surgeries don’t actually use 
them then it’s all a bit useless. 

Prescription didn't get sent pharmacy. I went in surgery and script was in a box on 
receptionist’s desk. 
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What information do you find most valuable in your medical records? 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

64.4%

66.4%

34.4%

32.4%

1.2%

1.2%

Have you used the NHS App to review your
recent interactions with the NHS, such as recent

appointments or test results? (n=253)

Have you used the NHS App to view your
medical records (253)

The NHS App and your medical information

Yes No Can't remember

Test results, especially blood tests as GPs don't always contact to discuss results. 

Awareness of test results and 
timelines - enabling more 
informed decision making 

about my care. 

Information on consultations and active 
conditions. Comparing test results with previous 

results. 

Being able to view test results and my last consultations and being able to check 
which conditions I have a diagnosis for. It's very helpful. 
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What concerns or suggestions regarding the accessibility of your medical 
history on the NHS App do you have? 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

Yes
24.6%

No
75.4%

Do you have any concerns or suggestions regarding the 
accessibility of your medical history on the NHS App?

n=256

Most practices do not want; nor have the skills and resources to transfer medical 
history retrospectively onto the NHS app so re the NHS app any health concerns prior 

to my joining the app in 2023 are not recorded or shown. 

I can see test results from GP 
but not from hospital 

appointments or blood test the 
hospital asked for. 

Security of information. I have recently seen an 
article about Russia hacking into the details of 
millions of electoral records. What is stopping 
them from accessing and altering my medical 

records? 

There is not enough detail. I'm not that interested when a receptionist booked an 
appointment, but I am interested in the clinical outcomes of a consultation. 
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Yes
12.6%

No
85.4%

Can't remember
2.0%

Have you used the NHS app to ‘Contact your GP about a 
health problem’ successfully?

n=254

Very good
45.2%

Good
29.0%

Average
22.6%

Poor
0.0%

Very poor
3.2%

How did you find the experience of using the NHS app to 
contact your GP about a health problem?

n=31
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Yes
65.7%

No
16.7%

Don't know
17.5%

Would you use the NHS App again for health information 
and advice?

n=251

Yes
17.1%

No
75.0%

Can't remember
7.9%

Have you encountered any technical issues or challenges 
while either accessing or using the NHS App?

n=252
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How responsive and user-friendly do you find the app overall? 
0 being the least, 5 being the most responsive and user-friendly. 

 

 
 
 
 

Average score of all 256 respondents. 

 
 

 
 

 
 
 
 
 
 

Extremely helpful
23.0%

Somewhat helpful
46.0%

Not very helpful
7.5%

Not helpful at all
3.2%

Don't know/not used
20.2%

How helpful do you find the feature of reviewing your 
interactions with the healthcare system?

n=252

3.1 
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Are there any improvements or additional features you would like to see? 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

 
  

Very likely
56.3%Likely

31.3%

Neither likely nor unlikely
6.7%

Unlikely
2.8% Very unlikely

2.8%

How likely are you to continue using the NHS App in the 
future?

n=252

To be able to use it on your computer, not just mobile phone. I would feel far more at 
ease being able to use the app on my PC. 

The search engine on health 
advice could be improved. I 

couldn't find the information I 
needed and had to use Google. 

The ability to email your consultant/hospital 
team for advice. 

I would like to see options to create PDFs/print all parts of my records. 
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82.5% of respondents were aware they could use the NHS App to get health advice, 
find out what to do when they needed help urgently, and find NHS services nearby.  

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

3 
Respondent profiles 
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Demographics of the People’s Panel are broadly representative of the profile for 
Staffordshire and Stoke on Trent (ONS 2021 Census data for Staffordshire and Stoke 
on Trent). 1  
 
Data below excludes respondents who did not answer a demographic question.  

 

 
 

 
 
 

 
1 Staffordshire and Stoke on Trent have separate ONS Census data 

Cannock 
Chase, 11.4%

East Staffordshire, 
7.1%

Lichfield, 
10.4%

Newcastle under 
Lyme, 16.1%

South Staffordshire, 3.5%
Stafford, 

13.1%

Staffordshire 
Moorlands, 

13.1%

Stoke on Trent City 
Council, 19.3%

Tamworth, 
6.0%

Local Authority Area

18-39, 12.7%

40-64, 50.8%

65+, 36.4%

Age
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Female, 
66.6%

Male, 32.1%

Other, 0.5%
Prefer not to say, 0.8%

Gender

Asexual, 0.8% Bisexual, 2.8%

Gay, 1.6%

Heterosexual, 
88.9%

Lesbian, 0.4%

Pansexual, 
0.4%

Prefer not to say, 5.1%
Sexual orientation

Lives with 
Partner, 9.1%

Married/civil 
partnership, 

54.4%

Prefer not to 
say, 2.0%

Separated/divorced, 9.8%

Single, 16.9%

Widowed, 
7.7%

Relationship status
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30.1%

2.7% 2.0%
10.4%

2.2%

42.0%

1.3% 1.1%
7.0%

1.3%
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Employment status

Buddhist, 
1.6%

Christian , 
57.2%

Jewish, 0.4%

Muslim, 2.0%

No religion, 
32.0%

Other, 0.8%

Pagan, 0.4%

Prefer not to say, 
4.0%

Sikh, 0.4%
Spiritualist, 0.8%

Unitarian , 0.4%

Religion or belief
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No, 59.3%

Prefer not to 
say, 2.4%

Yes, limited a 
little, 22.2%

Yes, limited a 
lot, 16.1%

Are your day-to-day activities limited 
because of a health condition?

No, 96.4%

Prefer not to 
say, 0.7%

Yes, 2.9%

Have you ever served in the armed 
services?

Asian or Asian 
British, 3.5%Black or Black 

British, 0.8%
Prefer not to 

say, 0.3%

White British, 
91.9%

White other, 
2.7%

Mixed Race, 
0.8%

Ethnicity


