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The pandemic has significantly turned the 
dial on digital first general practice
 In response to COVID-19, all practices have been urged to triage all patient contacts (‘total triage’).
 To support total triage, commissioners, working with their practices, have been asked to procure an 

online* and video consultation solution.
 Rapid procurement for those practices that do not currently have an online consultation or video 

solution has been supported through a national bundled procurement. 
 NHSE/I are working as a blended team with national, regional and local colleagues to provide 

implementation support and resources to practices to optimise the benefits of OC & VC
 Data is being captured nationally from implementation teams and suppliers, and a dashboard has 

been set up to track and support implementation.
 An evaluation has been commissioned to understand how total digital triage has enabled practices to 

respond to COVID-19, the critical success factors and which elements to retain in the recovery phase.
 National guidance for Information Governance and the issue of COPI notices have enabled rapid 

deployment of data sharing where appropriate during the crisis.

* By “online consultations” we mean a system that enables patients to contact their general practice online in a structured way, regarding the 
wide range of queries, requests and issues that patients usually need support with from their practice, eg administrative requests, clinical 
queries or condition management. 
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Overview of data

Data accurate as of 11 June 2020. 

OC by practice coverage

Live
88%

Implementation
9%

Procurement
2%

None
1%

VC by practice coverage

Live
99%

Procurement
1%
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Digitally enabled models: practice level
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• Most practices are now in a position to offer a good range of digital services, or will be very soon.

• General practice moved from carrying out c.90% of consultations with patients as face to face appointments, to managing 
more than 90% of consultations remotely in response to COVID-19. 

• A large proportion of consultations are now being done through online/direct messaging by the clinician to the patient to give 
them the information, advice or answer they need.

askmyGP data March-June 2020
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Resources
Advice on how to establish a remote ‘total triage’ model in general practice 
using online consultations

For procurement support email: commercial.procurementhub@nhs.net

Health Education England eResource: remote total triage model in 
general practice

FutureNHS: Digital Primary Care workspace for resources, guidance, 
webinar library and message board. 

Principles of safe video consulting in general practice during COVID-19
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https://www.england.nhs.uk/coronavirus/wp-content/uploads/sites/52/2020/03/C0098-Total-triage-blueprint-April-2020-v2.pdf
mailto:commercial.procurementhub@nhs.net
https://portal.e-lfh.org.uk/Component/Details/609561
https://future.nhs.uk/DigitalPC/grouphome
https://www.england.nhs.uk/coronavirus/wp-content/uploads/sites/52/2020/03/C0479-principles-of-safe-video-consulting-in-general-practice-updated-29-may.pdf
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Contact the Digital First 
Primary Care team

england.digitalfirstprimarycare@nhs.net

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

FutureNHS: Digital Primary Care
(if you are not a FutureNHS user please email us for an invitation via 
england.digitalfirstprimarycare@nhs.net) BGS TRENT W
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