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About Healthwatch Redbridge 
We collect the views and experiences of local people using health and 

social care services. People can also speak to us to find information about 

local services. 
 

We want to help people get the best support possible by listening to what 

they like about services and what might be improved. We share these 

views with the organisations that have the power to improve the quality 

of those services.  

About One Place East 
We are a disabled people’s user led organisation who promote equality 

and inclusion for disabled people, people with lived experience of mental 

ill health, long-term conditions, dementia, people with a learning 

disability and autism. 
 

One Place East exists to enable disabled people and those with long-term 

health conditions in Redbridge and across East London to have choices 

and improved lives.  We: 
 

 Provide accessible information 

 Improve access to services 

 Provide advocacy and support individuals to have a voice 

 Provide services so people are healthy, happy and part of the 
community 

 Create sustainable models of peer support 
  

We deliver high-quality, culturally appropriate, accessible services 

responding to local need and the views of our service users. A key part of 

our work is challenging the stigma and discrimination that people 

experience in their everyday lives. We also provide information and 

signposting. 
 

This report is also available in plain text for screen readers. We have 

included video links (with subtitles) and several case studies, which 

are provided by people who spoke in length about their experiences.  

 

Important – When a tricky word or phrase is first mentioned it 

will be in dark blue writing. If not made clear in the text, there will be 

an explanation shown at the bottom of the page. 
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Introduction 
In December 2021, we were contacted by One Place East and the Chair of 

their Advisory Committee.  
 

They wanted to raise concerns about the difficulty some patients were 

having contacting their GP practice and getting an appointment. 
 

Some disabled people and carers were finding that, since the pandemic, 

lots of GP services have moved online and this has made it difficult for 

some patients with communication needs.  

Listening Events 
We held three online listening events 
and invited patients and carers to let us 
know if the Covid-19 pandemic had 
affected the way they were able to 
book appointments to see their doctor. 
 

We held three events in January and 

February 2022: two for patients and 

another for carers. The events were 

organised by One Place East and 

promoted through postal and email 

contacts, and social media. 
 

People attending the sessions were 

made aware that the information they shared would be treated in 

confidence and they would not be identified without their agreement. 
 

In total, 19 people attended the events (16 Patients and 3 Carers). All 

people identified as disabled people or family carers. People told us they 

had various impairments such as: 

 physical impairments  

 people with learning difficulties/disabilities 

 visual and/or sensory impairments 

 long term health conditions, and  

 users of mental health services.  
 

Carers told us they supported people with learning difficulties, dementia, 

and long-term conditions.  
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Why have we written this report? 
 
 

We wanted to hear from people who have 

been directly affected by the move by 

doctor’s surgeries to online and telephone 

services and the impact this has had on 

them.  

 

 

 

 

We wanted to: 

1. Raise awareness of the issues faced by disabled people and carers.  

2. Improve access to services for people with communication support 

needs.  

3. Provide further information for the accessible information campaign 

being led by Healthwatch England. 
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Report & Recommendations 
 

 

We spoke with staff from Healthwatch 

Redbridge and One Place East, and we also 

invited people attending the meeting to 

take part in a video if they wanted to. 

 

Throughout this report, we have added 

some short videos to highlight some of the 

issues we found. 
 

 

 

 

 

 

 

 

 

What people told us: 

 People said they were waiting ‘ages’ when trying to get through to 

the surgery by phone with some having to call many times to get 

through 

 Telephone appointments were not always suitable for some health 

conditions with most people not being given a choice 

 Online and telephone systems were not accessible to all. Some 

people were unable to use them as they didn’t support their 

impairment, or found them too confusing  

 Some practices had confusing telephone messaging systems 
 

The effects of this meant: 

 Most people told us they found it difficult to access services, 

particularly if they had a communication support need 

 Two people said they believed the delay in getting an appointment 

had led to some of their health conditions becoming worse 

 Many people told us they felt they were unable to use a service as it 

was not accessible for them 

 Some couldn’t always understand what the doctor was telling them 

and needed extra appointment time 

 Most people wanted their doctor to explain clearly and slowly, so 

they could understand what was happening 

 Some didn’t like having to explain their health conditions to 

reception staff to get an appointment 
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Our Findings 
Contacting the surgery 
Most people told us they were only able to contact their surgery by 

telephone since the beginning of the Covid-19 pandemic. 
 

‘Over the phone in a 5-minute conversation 

with the receptionist who appears to be the 

one deciding whether or not you need a call 

back from the GP, which is frustrating as I 

know my body and they don’t.’ 
 

‘Sometimes you have to wait a week but then 

get one over the phone.’

 
 

‘Yes. It’s annoying. And when you finally get 

through to them the receptionist asks what’s 

wrong with you? That’s the Doctor’s job not 

for the receptionist to broadcast it. That’s 

between you and the Doctor.’  

 
 

Contacting the surgery since the pandemic 
We asked if people thought contacting the practice had changed since 

the beginning of the Covid-19 pandemic in March 2020. 
 

Some people told us their doctor’s surgery had telephone appointments 

before the Covid-19 pandemic. 

 

 

‘With my GP, this isn't a Covid issue. 

Telephone appointments have been 

happening for a long time. They're using 

Covid as an excuse.’ 
 

 

 

 

‘I have to contact them by phone, with 

great difficulty. Then I’m told to phone 

back in the afternoon. It’s gotten worse 

since Covid.’
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Telephone systems and waiting times 
Many were concerned about the long waiting times when calling their 

practice. Most were waiting longer than twenty minutes, but some were 

in a queueing system for up to two hours. 
 

 

‘Every time when I tried to call  

the GP it took me over two hours waiting for 

someone to answer... 
 

…So, I’m on the phone for at least half an 

hour waiting for an answer.’ 

 

 

 

Some surgeries had telephone systems that let the caller know where 

they were in the queue.

‘I am told to call at 8am for an appointment 

(for my disabled relative). 

I call but then I hear I’m 20 in the queue. 

Imagine how much time that takes? 

‘Rang in and waited for 40 mins and when I 

got to number 1 in the queue, I had to wait 

a further 15 mins before it was answered.’ 

 

Some practices have telephone systems that ask the caller to press 

different numbers to go through to the correct service. These systems 

can be very difficult for some patients. 
 

 

‘My wife helps me to make a telephone 

appointment, but I feel like if you're going 

to speak to a doctor you would like to 

actually see them… 
 

…With all the choices, by the time you’ve 

listened to them all you could have 

forgotten the first one.’ 
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Click to find out how Kiran contacts her doctor to book an appointment 
 

 

For some people, telephone systems can be very expensive to use. 

 

‘During the week I must pay for calls on 

the land line, so I use my mobile, and 

when they are saying to press one or 

press this; if I don’t have a sighted 

assistant, I can’t do it… 
 

… They don’t give any other options.’ 

 
 

Some people were frustrated as the practice phone system would cut 

them off after a while. 
 

'When phoning my GP because it doesn’t 

allow you to do a ring back, after 1 min 

22 secs the phone system cuts me off, so 

I’d have to end up ringing them again. So, 

I’m constantly ringing them back.’ 
 

‘Sometimes the line goes dead, and you 

lose your place.’ 
 

 

https://www.youtube.com/watch?v=Gu6NGf-rPdE
https://www.youtube.com/watch?v=Gu6NGf-rPdE
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Some people told us they had previously used online booking systems, but 

these had stopped during the pandemic.  
 

Although for some, online booking is not accessible, or the waiting times 

can be stressful. 
 

‘Before Covid I used to phone in and 

could end up waiting in a queue for 45 

mins, after which you are told to book 

online… 
 

… for me as a blind person, this is 

basically impossible unless I have 

someone to do it for me. It’s gotten 

worse since Covid.’ 
 

 

Email and online services 
We asked if people contacted the surgery by email. Most said they didn’t. 

Some explained why they would not use email or online systems. 

 

 

 

‘Sometimes with an email it’s difficult 

to define what’s wrong; it’s easier to 

speak to somebody’ 

 

 

 
 

Some online systems were not accessible to patients with communication 

support needs.
 

 

 

‘Tried to use it once but 

couldn’t do it by myself.’ 
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One person told us about the online NHS Patient App which enables 

patients to book appointments, check and reorder medication, and 

provides information about their medical history. 

 

‘Been on it, but the frustrating thing is 

to access the email or to book 

appointments online you must take a 

load of information to the doctor up to 

the receptionist to prove where you 

live… 
 

… and you can't do that in Covid 

because they wouldn't let you in.’ 

 

Online medical assessment (E-Consult) systems 
Some people spoke about the electronic system called E-Consult. This 

system is designed to ask a series of questions (either online, or by 

telephone) to ensure the patient is seen by the most appropriate health 

service. 
 

Most people were not aware of the system or whether their surgery used 

it. Some were aware of it but didn’t feel it worked well. 
 

‘It’s too confusing. I couldn't do it 

myself.  

 

They tell you to write about the 

condition then they ask you 20 

questions.’  

 

‘Now that they do this (E-Consult) it's 

totally not working for me to go online. 

Yes, basically you try to ring in only for 

them to say “Well, you need to go 

online to book.”’ 
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Case Study: Online Medical Systems 
 

‘I don't really like to call the GP 

because they ask you to do everything in E-

Consult and it always ends up sending you 

to NHS111...  
 

… No matter how many times you go on E-

Consult, it ends up sending you to NHS111, 

so you never can solve your problem… 
 

…If the problem is serious, I try to email 

the GP, but I don't always get a response 

back from them. Before the pandemic it 

was by telephone but later it was by E-

Consult. It's getting worse and worse.’

 

 

Getting an appointment 
We asked whether people felt they could get an appointment when they 

wanted one. Some felt they were able to get an appointment, but others 

were confused by different booking systems. 
 

 

‘In terms of appointments, 

what I could say, if you try to 

make an appointment in 

advance instead of the next or 

the same day you may be more 

successful… 
 

…and I think there is an out of 

hours service available to most 

of Redbridge and Barking and 

Dagenham…

…I think you start booking at two o'clock and then you try to get the 

nearest place that they have a doctor in the evening.’ 
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Types of appointments offered 
We asked people about the types of appointments they were being 

offered since the beginning of the Covid-19 pandemic.  
 

Some were concerned about raising more than one health condition when 

having an appointment. 

 

 

 

‘Sometimes it's quite frustrating if 

you've got two or three issues that are 

connected but they will only let you 

discuss one issue.’ 

 

 

 

 
 

Telephone Appointments 
Most people told us they were offered telephone appointments, but these 

were not always suitable for the health condition they wished to discuss.  

 

And being told to go to Accident and Emergency (A&E) was off-putting for 

some people and meant some conditions might be missed or get worse. 

 

 

 

‘My surgery say they are only 

doing telephone consultations. 

Sometimes you get held in the 

queue for two hours. Anything 

else, they say go to the hospital.’ 
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There was a lot of confusion over whether all practices were open and 

whether patients could be seen in person for have a face-to-face 

appointment if requested.

‘They say the surgery is not open 

for anyone to come in. They’re only 

doing telephone consultations.’  
 

‘[Now] you don't have the option 

(for a face-to-face appointment). 

You will speak [to the receptionist] 

and they will say, “Okay, the doctor 

will call you by phone.”  
 

And then after that, the doctor may 

decide they need to see you.’ 

 
 

Face-to-Face Appointments 
It appeared extremely difficult to get a face-to-face appointment with 

the doctor. 

 

 
 

‘When they actually see her [face-to-

face] it feels like a race...  
 

…They say everything very quickly and 

you think, why is he rushing the 

conversation? 
 

 

 
 

 

… It feels like the information what 

they give you, you don’t completely 

understand what he's talking about… 
 

… If he clarifies it and says it slowly to 

you, you probably will understand.’ 
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Virtual (video) Appointments 
We asked if people had been given a virtual (online) appointment. Most 

told us they had not been offered online appointments. Many felt it 

would be difficult for them to have online appointments due to 

technology or access reasons. 
 

 

 

 

‘I've been asked to send a photo in so the 

GP can have a look at it before the 

consultation. They give you a link to do 

this however not everyone can do this.’ 

 

 

 

 

‘I had that for my son when he broke 

his finger. In the end he had to go 

physically to the hospital which was 

just after the first lockdown and then I 

had to go to PALS because he was still 

in pain… 

 

…he was supposed to get it looked at. 

They said it was broken and then the 

lockdown happened… 
 

…I had to chase it again because his finger wasn't looking like it was in 

the right place.’ 

 

 
 

 

PALS – Patient Advice and Liaison Service (PALS) is a patient 

support and advice service based in hospitals. They provide information 

and support for patients if they are concerned about any treatments 

they are having. 
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Sending photographs to your GP 
The issue of online or telephone appointments could also cause concerns 

for people with specific skin tone or long-term conditions. 

 
 

‘As a black person if I was asked to 

take a photo and send it over to 

the GP; with my skin colour, it may 

not show anything up… 
 

… If your skin is a bit lighter, you 

might see a dark spot but because 

your skin is already dark it's not 

going to show up anything…  

 

…seeing you in those instances is 

vital. 

 

Home Visits 
One Carer told us they asked for a home visit, but it was quite difficult to 

arrange and took a while to organise. 

 

 

 

‘I ask the doctor to come out as my 

grown-up son can’t go to the surgery as 

he gets upset and frightened… 
 

 It’s very difficult for me to get him 

there. 
 

They sent a nurse, but this took a few 

weeks.’ 
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Health concerns 
We asked if people were concerned about any health conditions since the 

beginning of the pandemic. 

 

Some people told us they were concerned that their health was getting 

worse due to appointments being cancelled.  

 

 

‘Oh, it’s got much worse since Covid… 
 

… I was born with my condition and I’m 

getting to an age where I have a number 

of health issues, and they keep referring 

me to the wrong clinics… 
 

… I am waiting over a year for the 

appointments.’ 

 

 

Ordering medication 
Some people shared their experience of ordering medication at their 

surgery. 

 

 

 
‘If I’m ordering any medication, that is 

good...  

 

…Once it gets to the pharmacy, the 

pharmacist will deliver at home. That is 

one good thing I would say.’ 
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‘Sometimes the surgery will ring 

us up and tell us our medication is 

ready, and when you go down to 

the chemist, it’s not ready… 
 

…You go all the way back down to 

your doctors. The doctors say they 

sent it to the chemist and so you 

go back to the chemist and it’s 

still not there… 
 

… You have to wait for another couple of days.’ 

 

 

Click to listen to Michael and Ann’s concerns about repeat prescriptions 

not being done and the difficulties of online appointments  
 

 

 

 

 

 

 

 

 

 

 

https://www.youtube.com/watch?v=dLXtBucOIE4
https://www.youtube.com/watch?v=dLXtBucOIE4
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Patient Experience 
People told us they were concerned that medical issues could be missed 

or not identified correctly if they are unable to see a doctor in person. 
 

 

Case Study: Patient experience 
 

‘I think it's very dangerous 

[just offering telephone appointments] 

because I was born with my condition… 
 

… I might say [to the receptionist] that 

I have a certain condition because I’ve 

had that condition before, but I could 

be wrong… 
 

…by not seeing me I think it could be 

harmful to my health… 
 

…I know I’ve ended up in hospital 

because they've refused to see me, and 

the situation has got worse… 
 

… Now how much more does that cost 

me being in hospital than a 10-minute 

consultation? 

 

 

Click to hear why Lisa is concerned that she could miss something 

important when asked to explain her symptoms to a receptionist, over 

the phone, to book an appointment 

https://www.youtube.com/watch?v=2w4EGF71fIc
https://www.youtube.com/watch?v=2w4EGF71fIc
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Accessible Information Standard: supporting disabled people 
We asked people if they had heard of the Accessible Information 

Standard. Unfortunately, none had.  
 

The standard was introduced in 2016 and is there to ensure all NHS 

services provide people who have a disability, impairment, or sensory loss 

with information in a way they can easily access and understand. 
 

There are five steps which make up the Accessible Information Standard: 
 

One person told us... 

 
‘My doctor knows that I like to have 

information in large print, and they 

provide it to me most of the time… 

 

…When they don’t, I complain.’  

 

 
 

Some people felt Practice staff needed better training around Disability 

Equality. Some felt surgery staff needed more training to better support 
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disabled people and carers. Many wanted information to be provided in 

different ways such as Easy Read material or large print. 
 

Some wanted surgery staff, including the doctor to take the time to 

explain information to them in simple language, and to check that they 

had understood what was being said. 
 

One person said they felt they were never spoken to directly. Their carer 

was continually asked questions on their behalf, even though they were 

sitting there and very capable of explaining for themselves. 
 

We asked whether people felt practice staff were aware of their needs. 

One person said they felt they were never directly spoken to. Their carer 

was continually asked questions on their behalf, even though they were 

sitting there and very capable of explaining for themselves. 
 

‘Everything should be made in Easy 

Read.’ 
 

‘They need to be trained around 

disability because I have had so many 

times; “Oh, could you ask her to 

remove her top.” or “Could you ask 

her…” and you're right there!’ 

 
 

 
‘Some Doctors don’t understand 

disabled people. It is very difficult… 
 

…Sometimes I feel sad because I think 

it's my fault.’ 
 

                           

 

 

No one we spoke with had ever been asked by their 

practice if they had any communication support needs. 
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Accessibility 
We asked people if they thought their doctor’s surgery was accessible for 

disabled people. 
 

Wheelchair Access
 

‘Sometimes the reception desk is too high, 

or it is filled with notices. So, it’s difficult 

to see the receptionist.’ 
 

 ‘The nurse's room is tight. It's not 900 

millimeters but then again, it's an old 

building I don't think they can do much.’ 

 
 

‘They have a static couch which is a 

hindrance. They’ll bring out a stool for me 

to get on the couch, but I can’t stand, so 

that doesn’t help.’ 
 

‘They have a slope but no automatic 

doors.’  

 

 

Hearing Loops 

 

 
‘It’s got the signs on it. My surgery's got a 

hearing loop in the toilet for people with 

hearing disabilities - not in the Dr’s room.’ 
 

 

 

 
 

‘No hearing loops or anything else I’m 

aware of.’ 
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Visual Impairments 
Some people spoke at length about the issue of accessibility. 
 

 
 

Case Study: Visual Impairment 
‘The problem is people think  

everyone knows how to use the 

internet… 
 

… you have people like myself because of 

my visual impairment that is blocking me… 
 

… it was easier when I was working, but I 

don't have that access at home… 
 

… I don’t want to have to rely on someone 

else to help me explain my condition… 
 

… I have a right to privacy, but they push 

inaccessible online services.’ 

 

 
 

 

 

Click to listen to Owais’ experience of booking an appointment, with his 

visual impairment 
 

 

 

https://www.youtube.com/watch?v=SDQQ3NZNhA8
https://www.youtube.com/watch?v=SDQQ3NZNhA8
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‘I get appointments and 

information sent to me via text and 

also by letter.’ 

 

 

 
 

Case Study: Internet access 
‘You have elderly and disabled 

people who want to be 

independent. But someone else has to 

book their appointment for them, as 

they just can't get to grips with 

internet… 
 

…We have a system that says we’re in 

the 21st century and everybody should 

be online… 
 

… It shouldn't be that way; it should be 

that you have systems that everybody 

can use with different contact options… 
 

… because your health is too important.

 

 
 
 
 
 
 
 
 
 
 
 
 
 



25 
 

Accessing communication support 
Everyone attending the listening events identified themselves as having a 

disability or as a carer for someone who was disabled. 
 

We asked what communication support they felt would help them. 

 

 
‘I just want to see a doctor face to 

face…  
 

… and Easy Read leaflets without 

jargon.’ 

 

 

 

Case Study: Understanding your appointment  
One person said that sometimes when the doctor speaks to him, he 

doesn't always speak to him in a way that he could understand. 
 

He also said that he wasn’t provided 

with Easy Read information after an 

appointment.  
 

Sometimes, when the doctor had 

spoken to him, he hadn't understood 

what he needed to do after the 

appointment. 
 

He spoke about when he attended a 

recent hospital appointment, he 

was not given accessible 

information about after-care.  
 

The doctor didn't give him any information in Easy Read, and he didn't 

exactly understand what to do when he got home. As he didn’t know how 

to clean a wound, this could have led to a re-infection.  
 

They didn't explain to him in a way that he could understand.
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Learning Disability support 
We asked if anyone knew about the Learning 

Disability (LD) nurses working at some 

hospitals, and LD Passports, which were also 

available. 
 

Some had used the LD nursing team at King 

George and Queen’s Hospitals and found 

them very useful. Some people were 

unaware of the service. 
 

‘The LD Passport is useful when walking into 

hospitals. It would be helpful if they were in 

GP surgeries also.’ 
 

‘The passports should be expanded to people with other conditions as 

well, not just learning disabilities.’ 
 

 

 

‘Staff need training about accessibility and 

people with learning disabilities… 
 

… Sometimes the surgery says they’ll call 

you back, but they don’t.’ 

 
 

Click to listen to Cynthia’s experience of waiting on the phone to book an 

appointment with her GP 

https://www.youtube.com/watch?v=a82_amEcVzE
https://www.youtube.com/watch?v=a82_amEcVzE
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Disability and Long-Term Conditions 
 

Case Study: Long-term conditions  
  

‘I was diagnosed with 

borderline diabetes in 2020 and 

the doctor referred me to a 

diabetes prevention programme… 
 

…They called me and discussed the 

programme but when I told them I 

was blind, it threw everything into 

confusion…  
 

…Instead of hearing what I might 

be able to do, she started to go 

back and forth with her manager… 

 

… Eventually she was saying that 

they might have to send it back to 

the doctor… 
 

… I said no, that would be 

discrimination because you are supposed to be able to support me within 

your service… 
 

…They said they'd call me back and I haven't heard anything. It just looks 

as if they're going to do what they said and refer me back.’  
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Case Study: Disability  
 

‘I had an experience. My health has gone 

downhill since Covid because of delayed 

appointments…  
 

… I was supposed to have been referred to 

the community physio, but they (GP, 

online appointment) said “you need to be 

referred to the falls clinic” … 
 

…This is a doctor who allegedly had my 

records up on her system. So, I said the 

falls clinic is for people that can walk. 

“Oh!” she said, “You can't walk?” 
 

‘I think a lot of a lot of my issues and probably not just mine; would be 

solved if we had face-to-face appointments… 
 

…I’ve been waiting since August for this referral. But by the time the 

letter from the hospital got to my GP, and my GP then sent the referral 

on, it had been six months… 
 

… and the referral’s just been going from musculoskeletal, to 

physiotherapy, to the falls clinic. It's been going around in circles and 

all the time [my condition] is getting worse.’  

 

 

Musculoskeletal – A clinical department in a hospital that deals 

with muscle and bone conditions.  
 

Physiotherapy – helps to improve physical activity through supporting 

patients with exercises to strengthen parts of the body affected by 

illness or injury, to prevent further injury. 
 

Falls clinics – falls clinics support patients who are prone to falling 

due to physical issues sometimes affecting older people, or those who 

might have a condition which affects their balance. 
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Carers 
We asked whether people who had identified themselves as (unpaid) 

carers, had any concerns to discuss. 
 

 

‘I feel like I’m just shutting down 

myself… 
 

…I haven’t been out for two years as 

my mum is extremely vulnerable. 

It’s so hard, so tiring.’ 

 

 

‘As a carer I have had three 

(outpatient) referrals in two years. 

Only one of them carried out any 

tests.’ 
 

‘We need to be given a priority 

service, so we can contact the GP 

urgently.’ 
 

‘Before Covid, I was able to have home 

visits for mum. Now I get nothing.’ 
 

 

Patient App 
A carer told us she wanted to register 

her adult child for the NHS Patient 

online record, however, she was told 

she couldn’t do so as it had to be the 

patient. Unfortunately, they were 

unable to do this themselves. 

 

We asked if the practice was aware 

they were a carer; they told us yes, 

the practice was aware. 
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Conclusion 
It can be difficult to understand the pressure that General Practitioners 
(GPs) are facing at the moment. Many are struggling with a lack of staff. 
In many areas, there are fewer doctors than are needed for the number 
of patients.  
 
Although the doctor cannot solve the staffing problems on their own; 
there are areas that they could help to improve.  

Booking an appointment 
Before the pandemic, the NHS had started to change the way 
people were able to book an appointment. Many were able to book 
an appointment either by phone, online, or by going to the surgery.  
 
Since the pandemic, practices stopped booking appointments online 
and in-person, so people have been struggling to use telephone 
systems that have not been able to cope. Although other ways to 
book an appointment are slowly beginning to return, some practices 
are slower than others. A person with a visual impairment may also 
find it difficult to book an appointment using a Smart Phone. 
 
People need to be able to book appointments in a variety of ways 
which work for them. No surgery should insist on a single booking 
method. Different impairments require different access routes to 
book or attend an appointment. 

Seeing the doctor 
Most people we spoke with were concerned they were only being 
offered a telephone appointment with their doctor. Some felt this 
did not meet their needs and wanted to see a doctor face to face.  
 
Telephone appointments do not work for everyone particularly Deaf 
people.  
 
Many patients can have more than one health condition. These can 
sometimes work together to make someone feel very unwell. 
Patients should not be limited to discussing one health condition 
when seeing a doctor.   

 

 

General Practitioners – Doctors.  
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Mobile Phone Apps 
Mobile phone Apps can be helpful for many people but should not 
be the only way a patient or carer can access a service. 

Accessible Information 
All practices should be able to offer patients and carers information 

in a way they can understand. 

 

No patient or carer should leave a consultation without 
understanding the outcome of the appointment or how to use any 
medication prescribed. 

Disability Equality Training 
All practice staff, including nurses, receptionists and doctors; 

should be provided with practical training opportunities to ensure 

staff are aware of a person’s access needs and can support a person 

appropriately. 

 

 

 

 

 

 

 

 

 

 

 

 

Consultation – An appointment with a doctor or nurse. 
 

Mobile phone App – A computer program or piece of software designed 

to run on a mobile device such as a phone, tablet, or watch. 
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Images and icons used in this report 
 

Videos created and edited by Isaac Harvey: 

https://www.youtube.com/c/iNeedACoolName 

 

 

The icons (flat symbols) used in this report were from the website:  

https://www.flaticon.com/ 
 
 

Images used from Freepik.com: 
 

Magnifying glass 
 

Elderly lady with laptop 
 

Man in Wheelchair 
 

Torn Paper 
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