
Menu of Support for GP Practices 

Maximise the use of Online and Video Consultations in your practice 



Introduction
Technology has the potential to reduce health inequalities by enabling 

patients to access digital health information and providing tools to help them 

better manage their health and care. 

Rapid deployment of online and video consultations (OC/VC) has brought 

forth real change in general practice. As practices have not been able to see 

patients face to face during the current outbreak, these digital services are 

being delivered to ensure patients are receiving the right care when they 

need it.

One of the benefits for patients that are not digitally enabled is that those 

that are will use these services; therefore keeping other practice entry points 

such as phonelines available for those more vulnerable patients.  

While offering online consultations is not new for practices, it is now being 

utilised as the digital front door in many practices across London, accessible 

either via practice websites or via a range of apps (e.g. NHS App). We are 

seeing a steady rise in utilisation rates of online consultation, which has 

quickly become a popular tool for patients. OC/VC is providing a convenient 

and secure alternative to phoning the practice or walk-ins, which are not 

possible under current circumstance unless absolutely necessary. 

This Menu of Support has been developed to assist GP practices on their 

digital journey to deliver total triage using online consultations at their 

practice. If you require additional information you can contact the Digital 

First London region team at england.londondtt@nhs.net.

Top Tip - Where to find more information: 

You can access the Digital Primary Care Future NHS 

workspace. This workspace is an online platform hosted by 

NHS England and Improvement and NHSX, which embraces 

the ethos of collaborative learning. The workspace is open to 

everyone providing digital services and solutions within 

primary care.

The network has been co-designed with a range of 

colleagues and includes information, support and resources 

from the national team, as well as from specific regional 

areas. The workspace is free – signing up is easy. The link 

can be found here.

The Primary Care Bulletin is a new daily bulletin that 

provides resources on health policy and practice and is for 

teams across general practice. Those interested in receiving 

it can sign up here.

mailto:england.londondtt@nhs.net
https://future.nhs.uk/DigitalPC/grouphome
https://www.england.nhs.uk/email-bulletins/general-practice-bulletin/


Menu of support for GP practices
This guide has been produced to support GP practices to make the best use of their OC/VC technology by providing one place where to find and access key 

resources across various areas. This includes implementing and maximising utility of OC/VC but also tips and tricks in how to communicate digital tools to patients. 
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Online Consultations

Online consultations allow patients to 

request advice, support or care via the 

GP Practice website or a range of apps 

(e.g. NHS App). Through the online 

consultation portal patients have the 

opportunity to ask questions, get advice, 

report any symptoms and, where 

appropriate, upload photos. 

This information is then used to enable 

the GP practice to effectively triage the 

request and provide the patient with the 

right information, advice and treatment 

by the right healthcare professional. 

Patient requests are then responded to 

in the most appropriate way; E.g. 

through an electronic message, 

telephone call, video or face-to-face 

appointment.

Online consultations implementation toolkit 
The online consultations implementation toolkit has been developed to support practices, clinicians, commissioners 

and primary care networks (PCNs) with the successful adoption of online consultations and the seamless integration of 

these alongside face-to-face and other services. The toolkit includes: an online consultations summary checklist, an 

online consultations evaluation form that practices can use to evaluate their journey, and online consultations research 

that offers in-depth understanding of the views and perceptions of online consultation, this can be found here.

Practical tools 
• The NHS England Total Triage Blueprint offers advice on how to establish a remote ‘total triage’ model in 

general practice using online consultations. It can be found here.

Top tips for online consulting

• Try to enable continuity with a clinician already known to the patient. Online consultations have been shown to work 

best as part of an ongoing clinician-patient relationship.

• Be clear about the rules of engagement, how the online consultation process works, service hours and response 

times. Patients are more satisfied if it feels personal and meets expectations.

• Write in the tone you would normally use to communicate with patients. Don’t worry about composing messages to 

make them ‘sound right’. Avoid ‘essays’.

• Extract the most relevant information from the history provided in the online form, combining this with information in 

the patient’s record to decide on next steps. Don’t re-take the history, do check your understanding and the patient’s 

expectation.

• Provide clear safety-netting instructions, this is particularly important when you have not been able to see or speak to 

the patient directly.

• Regularly debrief with colleagues, take peer reviewed decisions for difficult cases and consider a shared working 

space to avoid isolation.

• Use feedback from patients and staff as well as routine data reports from your supplier to understand impact and 

monitor demand patterns to flex capacity.

• Use pre-set messages or questions which can then be personalised to save time.

Source: - Dr. Minal Bakhai, Deputy Director and Clinical Lead for Digital First Primary Care at NHS England

https://www.england.nhs.uk/wp-content/uploads/2020/01/online-consultations-implementation-toolkit-v1.1-updated.pdf
https://www.england.nhs.uk/coronavirus/wp-content/uploads/sites/52/2020/03/C0098-Total-triage-blueprint-April-2020-v2.pdf


Video Consultations 

GP practices across London are offering 

and using video consultations to treat their 

patients when needed. 

The latest data shows there has been an 

impressive uptake in response to COVID-

19 with 84% of practices now offering video 

consultations across the country.

That number has reached close to 100% 

for the London region.

Pre Covid-19, video consultation roll outs 

were less than 5%.

Using Video Consultation in Practice 

As part of the response to COVID-19, all general practices need to have the ability to carry out video consultations 

between patients and clinicians. The advice from NHSX information governance team is that it is fine to use video 

conferencing tools such as Skype, WhatsApp and Facetime, as well as commercial products designed specifically for 

this purpose, as a short-term measure to reduce avoidable footfall in practices. Therefore protecting both patients and 

staff from the risks of infection, and enabling practices to manage work more efficiently.

Video Consultation Guide 
NHS has updated their guidance and standard operating procedures through newly published guidance aimed at NHS 

general practice staff who are consulting via video with patients at home. Supported by the Royal College of General 

Practitioners and other key stakeholders, as part of the guideline development group, it includes the key principles for 
safely assessing patients using a video consultation and can be found here.  

Video Consultation Practical Tools 
• Video consultation information produced with Oxford University can be found here. 

GPs Top tips for video consulting

• Maximise privacy; consult in a private, quiet, well-lit room, consider screen position, device and volume settings.

• Consider the camera position, where to look, prepare the clinical environment to avoid interruptions.

• Provide patients with guidance on the secure use of video e.g. a suitable area/vicinity and position of their device etc.

• Adapt communication; e.g. explain when you're moving away from the webcam or need to look away, as the patient 

won’t be able to see your room or what you’re doing.

• Check the video technology is working beforehand.

• In the event of technical difficulties, revert to a phone call. Make sure that the phone number on their record is 

correct.

• Try not to schedule video calls first thing in the morning – this helps if there are technical problems or a clinician is

delayed getting to the surgery.

Source: Dr. Minal Bakhai, Deputy Director and Clinical Lead for Digital First Primary Care at NHS England

https://www.england.nhs.uk/coronavirus/wp-content/uploads/sites/52/2020/03/C0479-principles-of-safe-video-consulting-in-general-practice-updated-29-may.pdf
https://bjgplife.com/wp-content/uploads/2020/03/Video-consultations-a-guide-for-practice.pdf


Remote Working 

. During COVID-19, significant numbers of 

general practice staff are unable to work 

from their normal GP practice base.

NHS England has produced guidance for 

CCGs and their IT delivery partners that 

will support practices with options for 

remote working. The guidance will 

remain in force during the COVID-19 

emergency response period.

NHS offers remote working options for 

practices to be able to perform their daily 

duties. The various options that are 

offered for practices are:

• NHS provided laptop

• Virtualised desktop service

• Personal PC / laptop (BYOD)

• Personal device with desktop sharing 

over Remote Desktop Protocol (RDP)

NHS top tips 

• All practices should move to a total triage model as rapidly as possible to protect patients and staff from 

avoidable risks of infection. 

• Practices should manage patients remotely (online, phone, video) and any pre-booked appointments should 

be converted to remote appointments, unless face-to-face contact is absolutely clinically necessary. 

• Turn off online pre-bookable appointments and instead triage all demand. 

• Encourage use of other online patient-facing services; e.g. repeat prescription ordering and patient access to 

medical records. 

• Appointments made available to NHS 111 for direct booking should be set up as remote appointments. 

• NHS England and NHS Improvement are working with local commissioners on implementation resources and 

capacity to help practices deliver the changes required for a successful total triage model.

NHS Remote working guidance 
This appendix to the GP IT Operating Model sets out additional guidance for CCGs and their IT delivery partners that 

will support practices with options for remote working. The guidance will remain in force during the COVID-19 

emergency response period and can be found here.

NHSX Remote Vouching Guidance 
This guidance supports the details of the identity verification process once an application for online access has been 

received, in order to verify the applicant’s identity before access. This can be found here.

Remote total triage model in general practice eLearning hub 
This outlines the key messages in establishing the remote total triage model in general practice; the planning, training, 

what changes are required, the resources available to help, and can be found here (requires sign-in).

https://www.england.nhs.uk/coronavirus/wp-content/uploads/sites/52/2020/03/C0098-Total-triage-blueprint-April-2020-v2.pdf
https://drive.google.com/file/d/1zNnOesfIujyzGY6lIhlEWrYnwLVJBUIu/view
https://portal.e-lfh.org.uk/Component/Details/609561


NHS App 

The NHS continues to update the 
services of the NHS App. There are 
now over half a million people using it 
across the country. 

The NHS App is a critical tool that can 
help GP practices manage non-urgent 
communications with patients during 
the current outbreak. Secure 
messaging within the App allows 
practices to send a short message to 
the patient with the option for patients 
to reply.

The NHS App offers proxy access that  
allows parents, family members and 
carers to access health services on 
behalf of other people. For example; 
children, dependants individuals care 
for, and relatives. Linked profiles in the 
NHS App that enable users to act on 
behalf of another person are now 
available for all TPP and EMIS 
practices to use.

NHS App Guidance 

The NHS App is an important part of giving citizens access to services online and can be downloaded here. Patients 
can book appointments, order repeat prescriptions, gain access to records, have the option to opt out of national data, 
and sign up for organ donation preferences. The NHS App is underpinned by NHS login (citizen ID). New updates for 
the App include online consultation integrations (currently with one provider) and nominated pharmacy. The NHS has 
produced guidance for GP practices on the NHS App that can be found here.

Practice Managers Association Course 

The Practice Managers Association (PMA) has worked closely with NHSX to develop this concise, interactive course, to 

ensure that practice staff are ready to use the App and to support service users in raising their understanding of the 

App’s functionality and benefits. The course has been developed for any healthcare professional who will have the 

responsibility to raise awareness of the NHS App to patients, service users and colleagues. Please note, this course is 

free of charge. On completion, the PMA will award a certificate for the attained CPD points. You can access this course 

via this link here.

Promoting the NHS App

A range of resources to help promote the NHS App with your patients. You can find it here. 

Practices like the NHS App because:

• Staff spend less time dealing with requests to book appointments and order repeat prescriptions.

• Errors are less likely to occur when appointments and prescriptions are managed through the App.

• Patients can cancel appointments more easily, so DNAs (did not attends – where a patient does not turn up to a 

booked appointment) are reduced.

• In most cases patients can verify their identity themselves, through NHS login, saving practice staff time.

• Safeguards and controls are in place to make sure people cannot abuse the system, triage can still occur, and 

vulnerable patients are protected.

Source:NHSX

https://www.nhs.uk/using-the-nhs/nhs-services/the-nhs-app/
https://digital.nhs.uk/services/nhs-app/prepare-your-practice-for-connection-to-the-nhs-app
https://practicemanagersuk.org/workshops/nhs-app-training-module/
https://digital.nhs.uk/services/nhs-app/raising-awareness-of-the-nhs-app


Promoting digital 
tools in practice 

95% of London GP practices are live with 
online and video consultations and 
offering these services to their patient 
population.  

Increasing utilisation of online 
consultations will allow practices to better 
understand how to set up patient 
pathways, building a system that is fit for 
purpose to ensure all patients get the 
treatment they need when they need it. 

With more patients reaching practices 
digitally and not coming into GP 
practices unless necessary, it is 
important to ensure that all GP practice 
access touchpoints are promoting these 
services in order to increase patient 
knowledge.

Guidance for GP practices on promoting to patients 

NHS has developed the Health at Home campaign that signposts the public to useful information about how they can 

contact their GP, order repeat prescriptions, manage their wellbeing and existing conditions – without leaving their home.  

You can find assets to the new campaign on the PHE campaign centre. Access to the campaign for practices can be 

found here where you will find: 

• Digital First toolkit with newsletter copy, website copy and social media post content.

• Assets that include static social media posts, GIFs, and carousel animation.

• A video on how to contact the GP remotely.

Alongside these resources, NHS England has developed a two-page leaflet that is aimed at helping patients understand 

what online consultations are and the benefits they have. The leaflet can be found here.

Top tips for practices to promote during COVID 19 (practice touchpoints) 

• Patients can be informed about online consultations when they are calling the surgery via a telephone message and 

are waiting to speak to someone. If a GP or someone else in your practice is well known, it is good idea to get them to 

record the message so the patients are reassured it is from their surgery.

• Practices should also ensure that if they use an answerphone message when the practice is closed, it should have the 

appropriate message to signpost and redirect patients to online consultation provision where appropriate.

• A mention of online consultation services with a suitable link on all email signatures will help spread the message to 

patients. This includes using out–of-office and/or automatic responses. Adding a line to any automatic email responses 

will help to propagate the message to patients.

• Text can be added to the box on the right-hand side of the prescription slip promoting online consultation services.

• The practice website landing page must be used to promote details of online consultations services and how to access 

them. This includes NHS.uk websites. All practices must update their section on the site.

• Promotion by all of the practice team, particularly when dealing with a patient or dealing with a telephone request for 

an appointment can be useful way to engage with patients.

• Receptionists should be aware and trained to refer to online consultation services as appropriate. GP practices may 

want to consider the use of a receptionist script to support this process, as well as train staff how to include messages 

promoting the service in texts, letters and emails to patients.

https://www.nhs.uk/health-at-home/
https://www.nhs.uk/health-at-home/
https://coronavirusresources.phe.gov.uk/nhs-resources-facilities/resources/health-at-home/
https://www.youtube.com/watch?v=FO1LRq5FZpE
https://www.england.nhs.uk/wp-content/uploads/2020/02/what-is-an-online-consultation-patient-leaflet.pdf


Examples of OC/VC  
best practice

London has rapidly responded ensuring 

all patients have online access to their 

practice and there has been some great 

work carried out across the capitol.  

Embedding OC/VC requires creating new 

workflows and processes that are fit for 

purpose, facilitate the new forms of 

patient access, and are efficient for the 

practice.

In this section, you will find how areas 

across London have been successful in 

OC/VC to their patients.

If you have a story to share to help 

others, contact our central London team 

to share your story -

england.londondtt@nhs.net.

Below are best practice case studies from GP practices across London outlining individual GP practice journeys to 

implementation OC/VC. The resources below can support efforts to deliver and increase utilisation for OC/VC in your 

area or practice. 

London Podcast
This podcast from the London region brings a clinical, project and programme perspective on the hugely successful 

transition to online and video consultations, as well as an insight into the brand-new NHS app from the perspective 

of one GP practice who has made the successful switch. The podcast touches on points from triage and the creation 

of a digital front door to managing an incredibly rapid deployment, the importance of effective communication and the 

public response. You can find the podcast here. 

NEL STP - Tollgate Medical, Newham GP practice
A guide that focuses on the practicalities of the stages for a practice to deliver OC (from receiving to closing an OC 

request), incl. challenges & solutions to implementation of the OC process and its stages, benefits of the new 

process, and key tools, tips, and resources. This case study will be circulated separately as it hasn’t been 

completed.

SEL CCG Case study
Elm House and Cator Medical Centre “Necessity is the mother of invention”:  Rapid transformation in the age of 

Covid. This case study showcases two large sister practices with a combined patient list of over 30,000 who, in mid-

March 2020, became aware that the current way of working was unsustainable, given the rapidly emerging threat 

from the Sars Cov-2 virus and the imperative to move to a total triage system. This can be found here.

Other case studies
A range of other GP practices within North East London have successfully moved to an Online 

Consultation based model of working and patient access. For more information, see relevant case

studies for Newham practice Star Lane, City & Hackney practice Lower Clapton, and four practices in

Barking & Dagenham.

Promoting the NHS App
A range of resources to help promote the NHS App with your patients. You can find it here. 

https://ockham.healthcare/podcast-the-rapid-deployment-of-online-and-video-consultations-across-london/
https://drive.google.com/file/d/1SvzUcvwgXNoqiI1ckZpcl3L9ysuXk5XA/view?usp=sharing
https://drive.google.com/file/d/1i9xqTCY15v2TQkqbt_-uEHD0ZCxB7rGg/view
https://drive.google.com/file/d/1nc6KRe-1Le_GA1sp8AlNFpo8UErTprgg/view?usp=sharing
https://drive.google.com/file/d/1Or9Hfv_YwJrlOZzSdHtrZzyL3iAb7OQn/view
https://digital.nhs.uk/services/nhs-app/raising-awareness-of-the-nhs-app


Practice Resources 

GP practices can improve 

continuity of care for patients 

through the way in which online 

consultations are implemented. For 

example, through highlighting 

patients who should be referred to 

their regular GP and staff team.

Remote triage along with online 

and video consultation systems can 

also significantly improve access by 

enabling patients to be referred 

more quickly to the right member of 

the team or to the right place.

This section provides additional tools for GP practices to help support the delivery of online and video consultations. 

Practice Support 

• A GP Connect guide for setting up and allocating appointments can be found here.

• Virtual meetings are an easy way to bring together a group of people in the same place at the same time. NHS 

Scotland has guidance on how to set up meetings in Microsoft Teams that can be found here.

• NHSX created a slide pack for helping practice staff make the most of digital services.

• The General Medical Committee has produced guidance on deciding whether to perform a remote consultation.

• Here you can find a blog on how digital solutions help GP practices in south east London during COVID-19. 

• The National Commercial and Procurement Hub offers expert procurement advice and support for procurement 

competitions at no cost to commissioners and have created a service specification to support the procurement of an 

online consultation solution. The procurement guidance from NHSE can be found here.

https://drbhatti.com/2020/04/14/gp-connect-a-setup-guide/
https://support.nhs.net/knowledge-base/meet-now/
https://drive.google.com/file/d/1oAem051voaVTB_kzKxYnLuBQ72AfCYN8/view
https://www.gmc-uk.org/ethical-guidance/learning-materials/remote-consultations-flowchart
https://www.ourhealthiersel.nhs.uk/news-events/news.htm?postid=110512
https://www.england.nhs.uk/gp/digital-first-primary-care/procurement/


Hands on support  

Now that London has reached over 

93% of GP practices offering OC/VC, 

our next step is supporting those 

practices that still need to offer the 

service as well as increasing 

utilisation across London.  

If you are a practice and require 

support, you can access support 

through your local digital team in your 

STP/CCG.  

This slide includes key contacts for 

each STP area.

For London regional team support 

contact:  

england.londondtt@nhs.net 

NEL

Martin Wallis  

martinwallis@nhs.net

Tiffany Grant

tiffany.grant@nhs.net

SEL

Jess Seal

jess.seal@nhs.net

SWL

Ashley Hayward 

ashley.hayward@swlondon.nhs.uk

NWL

Yasmin Baker

yasmin.baker1@nhs.net

NCL

Emily Mitchell  

emily.mitchell9@nhs.net

Bexley

Greenwich

Lewisham

Bromley

Croydon

Sutton

Kingston 
upon 

Thames

Richmond 
upon Thames

Hounslow

Ealing

Hillingdon
Brent

Barnet

Enfield

Haringey

Camden

Lambeth

H&
F

Wandsworth

Westminste
r

Islington

K&C

HaveringRedbridge

Newham

Southwark

Waltha
m

Forest

Hackney

City

Tower 
Hamlets

Barking 
& 

Dagenham

Merton

Harrow

mailto:martinwallis@nhs.net
mailto:tiffany.grant@nhs.net
mailto:jess.seal@nhs.net
mailto:ashley.hayward@swlondon.nhs.uk
mailto:yasmin.baker1@nhs.net
mailto:emily.mitchell9@nhs.net


Digital support for 
care homes 

COVID-19 is changing how patients access 

primary care services. This is particularly 

relevant to care homes as many healthcare 

professionals can temporarily not visit their 

residents.

Through utilising digital tools, you can 

ensure you can continue to

access advice, support and treatment for 

care home residents from a range of health 

and care professionals. Digital tools can 

help ensure patient information is sent and 

received securely as well as help facilitate 

remote monitoring, which can support 

clinical decision-making about your 

residents.

For help or support contact the team for 

London region at: 

england.carehomesdigital@nhs.net 

Digital support for care home providers 

Enabling effective secure communication between health and social care services is more important than ever. To support 

this, NHSmail has been made available to the care sector without the need to complete the Data Security and Protection 

Toolkit first, which will need to be completed at a later date. NHSmail offers a recognised secure email system, which will 

allow patient identifiable data to be shared with healthcare services. There is also opportunity for all NHSmail account 

holders to have access to Microsoft Teams which offers a video conferencing facility to enable video consultations during 

periods of social distancing. For more information, please see the Digital Social Care resources here. You can also contact 

our London team if you have any questions at hlp.londonnhsmailrequests@nhs.net.

All bed-based community providers and care homes have been mandated to use Capacity Tracker, a capacity 

management system allowing care homes to update their capacity daily, which is vital over this period. In London, this is a 

change from CarePulse, which care homes have been using. For more information, please email 

necsu.capacitytracker@nhs.net. 

More information is available on the COVID-19 response and requesting primary care and community health services 

help, building on what practices are already doing to support care homes.

To effectively utilise these tools you will need to think about the current technology you have in your organisation:

What you will need:
• Minimum 10mb broadband speed and adequate coverage across your home - click here to test your broadband speed.

• An email address, preferably NHS mail. Signing up to NHS mail is easy and allows you to share confidential information 

securely.

• A device which can be taken to the resident or a confidential space.

Helpful tips:
• Liaise with your GP/HCP to find out how they are delivering remote consultations (e.g. AccurX, MS teams, Attend 

Anywhere).

• Once you have NHS mail you can access MS Teams.

• Digital social care have launched a technology helpline to provide support, you can find this here.

https://www.digitalsocialcare.co.uk/covid-19-guidance/covid-19-quick-access-to-nhsmail/
mailto:hlp.londonnhsmailrequests@nhs.net
mailto:necsu.capacitytracker@nhs.net
https://www.england.nhs.uk/coronavirus/wp-content/uploads/sites/52/2020/03/COVID-19-response-primary-care-and-community-health-support-care-home-residents.pdf
https://broadbandtest.which.co.uk/
https://www.digitalsocialcare.co.uk/digital-social-care-launch-phone-helpline/


Health and 
Wellbeing of 
Primary Care Staff

It is recognised that frontline 

primary care colleagues are facing 

unprecedented challenges and 

changes through Covid-19.

Supporting your staff is now more 

important than ever.

They should feel supported to 

maintain their psychological 

wellbeing during this time, enabling 

them to maintain the delivery of 

frontline primary care.

Flexible working

The implementation of OC/VC technologies enabled an unprecedented opportunity to make advancements within 

primary care to improve flexible working for staff.

Several campaigns are underway that you can be a part of to make your voice heard and resource you can access:

• #FlexNHS: the NHS has launched its’ NHSFlex campaign which provides support & a resource network to 

promote & enable flexible working in the NHS

• NHS Employers offers a range of tools and resources to support you in developing robust approaches to flexible 

working

• Timewise is a flexible working consultancy, with plenty of resources around flexible working

• Milton Keynes University Hospital also offers a range of resources on flexible working

Individual coaching support for primary care staff

NHSEI are delighted to announce that staff are now able to access individual coaching support by video link or 

telephone with highly trained, experienced coaches. This support is available to all clinical and non-clinical primary 

care workforce either employed by the NHS or contracted to deliver work on behalf of the NHS.

The aim is that this will provide staff with opportunities to process experiences, develop coping skills, deal with 

difficult conversations and develop strategies for self-management in difficult circumstances.

This service has been developed in collaboration with the Royal College of General Practitioners and will 

complement the wider range of health and wellbeing resources launched at www.people.nhs.uk. Primary care staff 

can register at https://people.nhs.uk/lookingafteryoutoo/ and book individual coaching in a way and at a time of day 

that suits them.

https://twitter.com/FlexNHS?ref_src=twsrc%5Egoogle%7Ctwcamp%5Eserp%7Ctwgr%5Eauthor
https://www.nhsemployers.org/retention-and-staff-experience/flexible-working
https://timewise.co.uk/
https://www.mkuh.nhs.uk/working-at-mkuh/nhs-flex-working
http://www.people.nhs.uk/
https://people.nhs.uk/lookingafteryoutoo/

