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Designing or improving 
care navigation processes 
and workflow

Choosing the right online 
consultation tool for patients 
and practice workflow

https://www.england.nhs.uk/gp/national-
general-practice-improvement-
programme/resources/ 

https://future.nhs.uk/connect.ti/DigitalPC/viewdocument?d
ocid=173457381

Available via Future NHS - search for the title above

Quick question

Have you seen or read 
one or both of these?

Add neither, care nav 
or OC in the chat.

https://www.england.nhs.uk/gp/national-general-practice-improvement-programme/resources/
https://www.england.nhs.uk/gp/national-general-practice-improvement-programme/resources/
https://www.england.nhs.uk/gp/national-general-practice-improvement-programme/resources/
https://future.nhs.uk/connect.ti/DigitalPC/viewdocument?docid=173457381
https://future.nhs.uk/connect.ti/DigitalPC/viewdocument?docid=173457381
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Our ask – to share this research

Who we need to reach

• ICB teams leading OC tool tenders, 
shortlisting, procurement

• Clinical leads in ICSs, PCNs and 
practices

• Digital leads in ICSs, PCNs and practices

• Digital inclusion leads

• Accelerators 

1. Cascade and share across systems.

2. Arrange a briefing: we’re happy to come along.

3. Remind teams GPIP support offers can 
provide hands on support with designing or 
improving care navigation.

4. Contact us: for support or to give feedbac 
Dominic.vallely1@nhs.net
Emmy.Graham@nhs.net

5. Introduce us: we’d like to speak to practices 
introducing or upgrading their care navigation. 
We’d also like to speak to practices using Anima, 
Doctrin or Rapid tools.

mailto:Dominic.vallely1@nhs.net
mailto:Emmy.Graham@nhs.net
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Improving patient online journeys, improved care navigation 
and expanding capacity are at the heart of PCARP

General practice improvement programme (GPIP)
‘Hands on’ support for practices and PCNs to improve telephony journeys, online 
journeys, improve care navigation and better align capacity with demand

NHS App
Supporting self-
service + better 
integration with 
practice workflow

Pharmacy First
Re-distributing 
workload away from 
general practice

1. Goal

Digital Services For 
Integrated Care (DSIC)
Better digital tools for practices; 
telephony, online consultation, 
booking and comms tools

Improvement in patient experience / practice experience of general practice 

Modern general practice model
A fairer, safer, more sustainable model for general practice2. Model

5. Transformation 
support

4. Critical enablers GP websites
Highly usable and 
accessible patient 
journeys for key tasks

Primary Care Access Recovery Plan (PCARP)3. Plan

ARRS / 
workforce
To increase 
capacity
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Care navigation supported by highly usable and well- 
integrated digital tools is the heart of modern general practice

Objectives

Collect information
Enhanced information 
captured into online system. 
Request additional 
information or photos where 
needed to help remote 
closure

Filter
to remove 
admin 
tasks

Signpost / Refer
 
to other services and 
information

Review, prioritise, 
allocate
including review for 
continuity of care

Phone

Online

Walk in

Admin Remote close via 
message (eg. SMS) Consult with 

multi-professional 
team

Online self-
serve

Community pharmacy

Other primary and 
community services

Refer to VCSE services

Modern 
general 
practice 
model

Book
Schedule consultation 
(phone or face to face) 
via SMS or phone

Improvement 
Capabilities
Capabilities and 
shared learning to 
continue change

Access Care navigation / Demand and capacity alignment Improvement

See all expressed 
demand

Understand all 
expressed need

Make full use of a multi-professional team Reduce avoidable appointments and support 
safer more equitable allocation of capacity

Better alignment of capacity with demand, improve working environment, improve patient experience Building in-
house 
capability to 
sustain 
improvement
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Four sections

1. Patient needs

2. General practice staff 
workflow needs

3. Detailed comparison of 
15 online consultation 
tools

4. Information about 
advanced functions

Understanding patient and general practice staff needs 
from online consultation tools

Benchmarking of 15 online consultation toolsBased on research with 
165 general practice staff 
in 26 practices 

and 152 patients testing 
15 online consultation 
tools

• Accurx

• Anima

• Ask First

• AskMyGP

• Doctorlink

• Doctrin

• eConsult

• EMIS online 
consult

• Engage

• Footfall

• Forms 4 Health

• iPlato / MyGP app

• Klinik

• Patchs

• Rapid Health
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Understanding user needs around reading and language
Reading is a significant challenge for many patients. ‘Reading and comprehension challenges’ vary between tools
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Understanding user needs around question sets and length
For a (standardised) scenario the number of questions a user needs to consider and respond vary considerably
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Understanding 
accessibility and 
compliance with 
WCAG accessibility 
standards

Note: Table show results of independent accessibility testing against WCAG AA standards
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Findings are summarised in four comparison tables
Report contacts four comparison 
tables:

• Functionality for patients

• Usability for patients

• Workflow functions for practices

• Advanced workflow functions for 
practices

Note: Light blue means the tool meets the criteria in full, mid-blue means the tool meets the criteria partially. Dark Blue means the tool does not 
meet the criteria. Note: some criteria only have two options meets / does not meet.
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Unpacking care navigation process and workflow

We’d like to speak to practices using Anima, 
Rapid, Doctrin and any practice groups or 
PCNs moving to shared triage.
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Comparing key workflow functions
• Operating hours

• Staff OC form

• Patient ID matching

• Red flag questions

• Key triage questions asked

• Shared worklist / inbox

• Routing rules

• Message patient

• Message with attachments

• Canned responses

• Library of medical forms

• Form builder tool

• Save to patient record

• Usability for patient

Note: Light blue means the tool meets the criteria in full, mid-blue means the tool meets the criteria partially. Dark Blue means the tool does not 
meet the two options meets / does not meet.
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Choosing highly usable and well-integrated online consultation tools to 
support well-designed care navigation workflows delivers significant benefits

• Provide patients with equitable access and choice of contact channels; enabling patients to 
choose channels and times to contact GP surgeries that suit their needs at that point

• Support practice staff to collect structured information about patients' clinical needs; to support 
better assessment of need and urgency which facilitates allocation of clinical resources

• Support care navigation processes; by providing tools and functions to review, assess, prioritise and 
allocate patient requests to teams, roles and individuals at different stages of care navigation, triage 
and booking

• Support effective and equitable allocation of clinical skills and time; to match patient need to the 
appropriate clinician, within the right time frame, using an appropriate consultation modality (written, 
phone, video, face-to-face)

• Reduce practice burden; by increasing workflow efficiency and releasing time for general practice 
staff
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Our ask – to share this research

Who we need to reach

• ICB teams leading OC tool tenders, 
shortlisting, procurement

• Clinical leads in ICSs, PCNs and 
practices

• Digital leads in ICSs, PCNs and practices

• Digital inclusion leads

• Accelerators 

1. Cascade and share across systems.

2. Arrange a briefing: we’re happy to come along.

3. Remind teams GPIP support offers can 
provide hands on support with designing or 
improving care navigation.

4. Contact us: for support or to give feedbac 
Dominic.vallely1@nhs.net
Emmy.Graham@nhs.net

5. Introduce us: we’d like to speak to practices 
introducing or upgrading their care navigation. 
We’d also like to speak to practices using Anima, 
Doctrin or Rapid tools.

mailto:Dominic.vallely1@nhs.net
mailto:Emmy.Graham@nhs.net
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Thank You
      gabriel.matacervantes@nhs.netFor support with online consultation tools and care 

navigation contact us: 
Dominic.vallely1@nhs.net
Emmy.Graham@nhs.net

mailto:Dominic.vallely1@nhs.net
mailto:Emmy.Graham@nhs.net

