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Appropriate Use of Online Consultations

Online Consultations is designed for:

· One non‑urgent medical issue at a time
· Administrative requests (e.g. sick/Fit notes)
· Advice that does not require immediate clinical assessment

PLEASE UTILISE THE NHS APP FOR REPEAT PRESCRIPTION REQUESTS

To ensure safe care for all patients:

· Please submit one Online Consultation per issue
· Complex or multiple problems may require a telephone or face‑to‑face appointment
· Urgent or emergency symptoms should not be sent via an Online Consultation — please phone the surgery or call 999 if appropriate

Excessive or Repeated Same‑Day Submissions

Submitting multiple Online Consultations in a short period can delay care and create unsafe clinical workload.

If a patient submits several Online Consultations on the same day, the practice may:
· Merge the submissions into a single clinical request
· Close duplicate or inappropriate submissions
· Redirect the patient to telephone triage or a booked appointment
· Advise the patient not to submit further Online Consultations that day

Persistent excessive use may result in the patient being asked to use telephone access only for a period.

Please read the “fair-use” policy below that provides more detail

Zero‑Tolerance Behaviour with regards to Online Consultations

Our practice operates a Zero‑Tolerance Policy in line with NHS guidance. This means we will not accept any behaviour that is:
· Abusive
· Threatening
· Harassing
· Intimidating
· Discriminatory
· Aggressive or confrontational

This applies to all forms of communication, including:
· Online Consultation submissions
· Emails
· Telephone calls
· In‑person interactions
· Messages directed at individual clinicians or staff

Harassment or Targeting of Clinicians

Harassment of any member of staff — including repeated, targeted, or inappropriate digital messages — is not acceptable.

Examples include:
· Sending multiple Online Consultations naming or demanding a specific doctor
· Using Online Consultations to criticise, intimidate, or pressure clinicians
· Repeatedly submitting inappropriate or hostile messages
· Attempting to bypass triage or demand preferential access
If harassment occurs, the practice may:
· Issue a formal warning
· Restrict the patient to telephone‑only contact
· Remove access to Online Consultations
· In serious cases, consider removal from the practice list in line with NHS regulations

All incidents will be documented.

Temporary or Permanent Restriction of  Online Consultation Access

The practice reserves the right to restrict or remove Online Consultations if:
· Use becomes excessive or unsafe
· Behaviour breaches the Zero‑Tolerance Policy
· A patient repeatedly misuses digital services despite warnings
· Staff feel harassed, intimidated, or targeted
Alternative access routes (telephone or face‑to‑face) will always remain available.

Supporting Patients Who Struggle With Digital Services

We recognise that some patients may find digital tools difficult to use. If excessive  Online Consultations use appears to be due to:
· Anxiety
· Communication difficulties
· Cognitive issues
· Safeguarding concerns
We will offer appropriate support and ensure the patient is directed to the most suitable form of care.

Review of This Policy
This policy will be reviewed annually or sooner if NHS guidance changes.


FAIR USE POLICY

We ask all patients to:
· Submit one Online Consultation request per problem and provide full, accurate details
· Avoid submitting duplicate requests or chasing responses before the triage timeframe has passed
· Understand that not all issues require a GP appointment
· Be available to attend at short notice if you are offered a same-day appointment for an urgent issue
· Attend all scheduled appointments or cancel them with sufficient notice
· Be patient during busy periods, as urgent cases may occasionally delay routine responses
· Make appropriate use of community services such as pharmacies, NHS 111, and self-care options
· Keep your personal details up to date and treat all staff with courtesy and respect
 
Examples of unfair or inappropriate use of Online Consultations or practice services:
Unfair or inappropriate use of our services may include, but is not limited to:
· Submitting multiple requests for the same issue within a short period
· Sending an excessive number of requests beyond reasonable patient need
· Using Online Consultations for urgent or emergency problems instead of contacting 999 or attending A&E
· Repeatedly chasing responses within short timeframes
· Any verbal or written abuse, harassment, or aggressive behaviour towards staff

Where such behaviour impacts our ability to provide safe, fair, and effective care, we may review an individual’s access to our services. This will always involve clear communication and a fair, proportionate assessment.
In rare and serious circumstances, particularly those involving aggression or breaches of the NHS Zero Tolerance Policy, removal from the practice list may be considered.
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