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Introduction

As part of the 10 Year Plan for the NHS, the Department of Health & Social 

Care announced plans to create a new NHS Trust, which would offer 

outpatient appointments online.  This is part of the drive to cut waiting 

times through the use of digital solutions.  The Department believes up to 

8 million appointments could be offered in the first three years.

Local Healthwatch are consulted whenever a new NHS Trust is to be 

formed.  To help us respond, we asked local people to complete a short 

survey, giving their views.
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How would it work?

To begin with, NHS Online would offer virtual outpatient appointments for 

certain conditions in gastroenterology, gynaecology, ophthalmology and 

urology. These could include prostate problems or the menopause, for 

example.

A patient will have the choice of seeing a specialist at a hospital of their 

choice, or choosing the online hospital.  The patient would book an 

appointment using the NHS App.  If x-rays or tests were needed, these 

could take place locally, often before the appointment, with the results 

being available to the online consultant.  Prescriptions would be sent 

electronically to the patient’s local pharmacy. If surgery is needed, this 

would take place at a hospital of the patient’s choice.

Should the patient still need to be seen physically after an online 

consultation, this again would take place at the patient’s preferred 

hospital.
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How likely are you to use NHS Online?
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N=58

24%

41%

21%

4%

10%

Very likely Likely Neither likely nor unlikely Unlikely Very unlikely



What information would you want before 

choosing an appointment with NHS Online?
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Can I have help to communicate with the consultant - a translator
or someone who uses sign language?

Is it safe?

Is the appointment confidential?

What happens if something goes wrong?

How secure is my information?

How do we know the consultant is an expert in this condition?

How long is the waiting time?

What happens if I need tests or surgery?

Can I change back to seeing a local consultant at any stage?

Is there a risk of missed diagnosis?



Have you used online services for your health 

before - the NHS App, for example
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I've tried, but found it difficult

Never

Yes - frequently

Yes - occasionally



How likely are you to use NHS Online?
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Previous users of online NHS services                                     N=54

26%

39%

20%

4%

11%

Very likely Likely Neither likely nor inlikely Unlikely Very unlikely



If you have had a virtual outpatient appointment in the 

past with your local (or another, physical) hospital, 

what worked well?
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 Not having to travel to the
hospital?

Feeling more relaxed at
home?

An appointment time
which suited me?

Having seen the same
doctor before?

Knowing the doctor had all
my records?



Gender differences
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How likely are you to use NHS Online?

19%

49%
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FEMALE
Very likely Likely
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Gender differences

NHS Online 10

Men’s information needs

0 2 4 6 8 10 12 14

How long is the waiting time?

How do we know the consultant is an expert in this condition?

Can I have help to communicate with the consultant - a translator
or someone who uses sign language?

Can I change back to seeing a local consultant at any stage?

Is it safe?

Is the appointment confidential?

What happens if something goes wrong?

How secure is my information?

What happens if I need tests or surgery?

Is there a risk of missed diagnosis?



Gender differences
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Women’s information needs

0 5 10 15 20 25 30 35

How long is the waiting time?

Can I change back to seeing a local consultant at any stage?

Is the appointment confidential?

How do we know the consultant is an expert in this condition?

Can I have help to communicate with the consultant - a translator
or someone who uses sign language?

Is it safe?

What happens if I need tests or surgery?

What happens if something goes wrong?

How secure is my information?

Is there a risk of missed diagnosis?

Women's information needs



Age differences
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How likely are you to use NHS Online?
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Very unlikely

Unlikely

Neither likely nor unlikely

Likely

Very likely

Age 65+ Age 18 to 64



What information would you want before 

choosing an appointment with NHS Online?
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0 5 10 15 20 25 30

Can I have help to communicate with the consultant - a translator
or someone who uses sign language?

What happens if something goes wrong?

Is the appointment confidential?

Is it safe?

How secure is my information?

How do we know the consultant is an expert in this condition?

How long is the waiting time?

Is there a risk of missed diagnosis?

 What happens if I need tests or surgery?

Can I change back to seeing a local consultant at any stage?

18 to 64



What information would you want before 

choosing an appointment with NHS Online?
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Can I have help to communicate with the consultant - a translator…

Is it safe?

Is the appointment confidential?

How secure is my information?

What happens if something goes wrong?

How long is the waiting time?

How do we know the consultant is an expert in this condition?

Can I change back to seeing a local consultant at any stage?

What happens if I need tests or surgery?

Is there a risk of missed diagnosis?

over 65



Accessing information

We asked respondents to indicate whether they had any difficulties 

accessing information because of a disability, impairment or sensory loss .  

Ten people said they did, roughly a fifth of all responses.

Although the differences in response are relatively small, they do show 

some interesting views:

• People who felt accessing information was a challenge were less 

concerned about security of information, confidentiality and access to 

communication support

• Those who did not struggle to access information were far more open 

to using an online hospital service – 72% versus 40% were likely or very 

likely
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What information would you want to 

make a choice?
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How secure is my information?

How do we know the consultant is an expert in this condition?

 What happens if something goes wrong?

What happens if I need tests or surgery?

Can I change back to seeing a local consultant at any stage?

Is the appointment confidential?

Can I have help to communicate with the consultant - a translator
or someone who uses sign language?

How long is the waiting time?

Is it safe?

 Is there a risk of missed diagnosis?

No information issues Information issues



Would you use an online hospital?
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Which of the following devices do you own or 

have regular access to?
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Prefer not to say

Games console (e.g. Nintendo, PlayStation, Xbox)

Basic phone

Smart TV

Tablet (e.g. iPad or similar)

Personal or work computer (desktop/laptop)

Smartphone



Do you have access to the internet on a 

regular basis at any of the following:
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Prefer not to say

On public wifi (e.g. in a cafe or library)

At work

On a mobile network (e.g. smartphone or …

At home wifi/broadband



Free text comments about virtual 

appointments

We asked respondents to offer any further comments about their 

experiences of online consultations or concerns about this proposal. 

A selection of these has been included as they were submitted, without 

correcting spellings etc.

A complete list of all the comments is in the document embedded below.
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I had telephone appointments from 
Haematology throughout treatment 
for lymphoma and saw people in 
different departments including 
oncology. Successful treatment and 
never once saw anyone in 
haematology.



I work from home and my condiiton 
effects my mobility so online 
appointments would work better for 
my lifestyle, it would allow me to 
avoid going into the hospital 
physically and therefore avoid 
getting more illness
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That is not safe, safe is only for a follow up when 
diagnosis is established and the treatment 
confirmed. As medical professional i do not feel 
secondary care consults can be safe conducted 
inline. If the patient already has been referred, 
that means the case is complex, unclear or 
serious if could not been managed in primary 
care 



NHS Online 24

It was very inconvenient - the 
consultant called me  and hour and 
45 mins after the allocated 
appointment time  which was in the 
middle of a clinical session for me  
and his first language wasnt english 
so  he was difficult to understand and 
he didnt understand  some of what I 
was trying to tell him. In the end  I still 
had to go to the hospital for 
something that should have been 
fairly easy to manage over the phone



Give opportunity for a written 
submission before the appointment - 
giving me time to reflect and make 
sure that I ask all the questions that I 
want and don't feel pressurised to 
remember everything at the time of 
the appointment. 
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I previously worked for the nhs. During Covid we began 

offering telephone appts where appropriate. Face to face 

appts were still available. Most pts [patients] preferred this 

service. As a clinician I could see more pts - reduce waiting 

list. Any pt who needed F2f [face to face]following 

telephone appt was seen within a week. I feel this short 

wait time when pt has to be physically seen is very 

important to I still confidence in the system 
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The only difficult is the lack of 
opportunity for physical examination 
- my explanation of a condition 
might not be accurate and the 
physician might spot something 
physically I thought not important. 
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Limitations

The survey was never intended to be a statistically significant 

representation of our population, rather it is an attempt to obtain some 

qualitative feedback to inform the work of the Department of Health & 

Social Care

We acknowledge that 

• This was an online survey, so respondents would already have some 

familiarity with IT; many respondents had also used the NHS App or 

online services in the past

• The vast majority of respondents were fluent in English

• Not all the details of how the service would operate were available to 

inform respondents
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Conclusion

• There seems to be general support for the introduction of NHS Online

• Avoiding the need to travel to a hospital and feeling more relaxed at 

home are seen as key benefits of an online outpatient appointment

• Men may be less inclined to use the service, as are older respondents 

and those who struggle to access information

• There are different priorities in terms of the information patients would 

need to make an informed choice
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Recommendations
Healthwatch Southend recommends that the Department of Health & Social Care uses 
the intelligence in this report to 

1. Help develop the operating model for NHS Online

2. Shape public information campaigns to reassure patients about the proposal

3. Underpin ongoing work to equip patients, families and carers with the digital skills 
needed

We also recommend that the Department promotes genuine patient choice, 
empowering patients to select the best option for their care. 
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Why do we collect information about 

respondents?
We ask a number of questions about who responds to our surveys.  None 

of these have to be answered and all are treated in confidence.

We know that people from different backgrounds often have differing 

experiences of health and care services, so this helps us understand 

whether this is the case in Southend.  We want to make sure we hear from 

a broad range of people across Southend. 
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What is your gender?
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N=58

31%

66%

3%

Man Woman Prefer not to say



How old are you?
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1

11

16

26

3

1

18-24

25-49

50-64

65-79

80+

Prefer not to say



How would you describe your ethnicity?
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0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Asian/Asian British: Indian

Black/Black British: Any other Black/Black British background

Mixed/multiple ethnic groups: Any other Mixed/Multiple ethnic group background

Mixed/multiple ethnic groups: Asian and White

White: Any other White background

White: British/English/Northern Irish/Scottish/Welsh

White: Irish



Do you have a disability, impairment or sensory loss 

that can make accessing information challenging?
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17%

79%

4%

Yes No Prefer not to say



Fluency in English

Very well Well Not well Not at all well

I understand spoken English 53 3 0 0

I speak English 54 3 0 1

I read English 53 3 1 0

I write English 54 3 0 0
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For more information
Healthwatch Southend

The Haven Community Hub

138-140 Hamlet Court Road

Westcliff on Sea

Essex SS0 7LW

www.healthwatchsouthend.co.uk

t: 01702 416320

e: info@healthwatchsouthend.co.uk

 www.facebook.com/HealthwatchSouthend/


	Slide 1
	Slide 2: Introduction
	Slide 3: How would it work?
	Slide 4: How likely are you to use NHS Online?
	Slide 5: What information would you want before choosing an appointment with NHS Online?  
	Slide 6: Have you used online services for your health before - the NHS App, for example
	Slide 7: How likely are you to use NHS Online? 
	Slide 8: If you have had a virtual outpatient appointment in the past with your local (or another, physical) hospital, what worked well? 
	Slide 9: Gender differences
	Slide 10: Gender differences
	Slide 11: Gender differences
	Slide 12: Age differences
	Slide 13: What information would you want before choosing an appointment with NHS Online?  
	Slide 14: What information would you want before choosing an appointment with NHS Online?  
	Slide 15: Accessing information
	Slide 16: What information would you want to make a choice?
	Slide 17: Would you use an online hospital?
	Slide 18: Which of the following devices do you own or have regular access to? 
	Slide 19: Do you have access to the internet on a regular basis at any of the following: 
	Slide 20: Free text comments about virtual appointments
	Slide 21
	Slide 22
	Slide 23
	Slide 24
	Slide 25
	Slide 26
	Slide 27
	Slide 28: Limitations
	Slide 29: Conclusion
	Slide 30: Recommendations
	Slide 31: Why do we collect information about respondents?
	Slide 32: What is your gender?
	Slide 33: How old are you?
	Slide 34: How would you describe your ethnicity?
	Slide 35: Do you have a disability, impairment or sensory loss that can make accessing information challenging? 
	Slide 36: Fluency in English
	Slide 37

