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Evaluation: impact and opportunity of ‘digitally
supported’ models in general practice

The Improvement 

Analytics Unit (IAU) 

analysed 7.5 million 

patient-initiated requests –

(across all access routes) 

from 146 practices using 

one specific online 

consultation platform for 

“total triage”

Inclusive implementation maintaining multimodal pathways can 
improve access for both digital and non-digital users

The model enabled care delivery to be tailored by practice staff 
towards patients’ clinical needs and preferences

Patient preferences shaped by type/complexity of the problem, 
existing relationships, communication needs

No evidence in the analysis of supply induced demand due to 
use of the online system

The contact channel used by patients did not determine the mode 
of consultation that subsequently took place 

High overall patient experience scores for these practices
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User-testing different GP website templates

User testing was with 63 patient-users 

of low to moderate digital confidence

● 63 patient-users - all moderate to 

low digital confidence users (Ofcom 

scale)

● Testing seven GP website 

templates covering 80% of market 

usages

● All patients were tested on a 

template not used by their practice

● 50% of patient-user had previously 

engaged with their surgery website

Task A: 
Finding/starting key tasks

I’d like to imagine a few things you might need to do on a GP 
website, could you show me (on the this website) where you 
would ….. 

● Make, change or cancel and appointment
● Get a repeat prescription online
● Get test results
● Get a sick note for work
● Complete a form to join the practice.

Task B:
Finding OC forms

I’d like you to think about the last time you contacted the surgery 
to ask for medical help … 

Could you show me where you would go on the website to share 
concerns and symptoms and request help from your surgery …
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Participants failed to or struggled to find the starting point for 25-40% of five 

key tasks on the surgery templates tested

Key findings from user-testing

81% did not find the starting point for an online consultation submission 

easily or did not find it at all. Participants searched for up to 6 minutes to 

find an online consultation form.

Key langauge used in “digital first” models on GP websites are unclear to or 

misunderstood by participants. This includes terms such as ‘online 

consultation’, ‘triage’ and ‘clinician’. 
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Where we’re headed

Key elements

▪ Clear segmentation of patient and professional 

users and clear understanding of their needs

▪ Continuous voice of the users: testing and 

feedback, rate my service

▪ Continuous testing iteration and improvement

▪ Better data and analytics 

▪ Holistic support to help practices and PCNs 

co-design and describe their model to patients 

and carry out the associated adaptive change

▪ Usability and accessibility should be key 

considerations in procurement decisions

▪ Strengthened standards around accessibility 

and usability of digital tools

Digital experiences that are:

▪ Safe and secure

▪ Easy to understand

▪ Easy to interact with

▪ Take no more time than necessary

▪ Work for a wide range of users and designed 

to reduce inequalities

▪ Reassuring: I understand what’s coming next
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Contact us

england.digitalfirstprimarycare@nhs.net

https://www.england.nhs.uk/gp/digital-first-primary-care

Join our 3800+ community on FutureNHS: Digital Primary Care
If you are not a FutureNHS user please email us for an invitation via 

england.digitalfirstprimarycare@nhs.net
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