In today’'s healthcare landscape, patient portals, online booking screens, and video consultations have become
essential tools to improve accessibility and convenience. Remote consultations can remove the burden of travel
and long waiting rooms, but they are not a replacement for thorough clinical assessment. While these
technologies offer great benefits, clinics must design and support them thoughtfully, especially when patients

struggle to use techonthego.co.uk them.

This post explores how clinics can respond to patients having difficulty with portals, focusing on key areas like
balancing speed and care quality, ensuring accessibility for less tech-confident users, and most importantly,

providing clear human help routes within the portal itself.

Understanding the Patient Portal Challenge

Patient portals typically allow users to book appointments, access test results, communicate with clinicians, and
join video consultations. But not all patients find these digital tools intuitive or easy to navigate. The consequences

of confusion or frustration in using a portal can lead to:

* Missed or delayed appointments

® |naccurate or incomplete clinical assessments

Increased anxiety about managing health remotely

Disengagement from ongoing care

For clinics, the challenge is to create user experiences that accommodate everyone — from tech-savvy millennials

to older adults who may be less comfortable with digital systems.

Remote Consultations Remove Travel But Do Not Replace Assessment

It's important to remember that remote video consultations reduce the need for travel and in-person waiting
times, but they don't replace the need for thorough clinical evaluation. Many assessments require physical

examination or sensitive conversations that may be harder to conduct remotely.
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If a patient is struggling with the portal to book a video appointment or upload relevant information, this may
limit the clinician’s ability to make the right diagnosis or care plan. Therefore, a clinic's portal design and support

systems should:

¢ C(Clarify what remote consultations can and cannot achieve
® Prompt patients to provide necessary information before the appointment

e Offer easy ways to switch to in-person appointments if needed

Booking Speed Does Not Equal Care Quality

It can be tempting to prioritise a fast online booking process, thinking that a speedy flow leads to happier patients.
In reality, speed alone does not guarantee quality care or patient satisfaction. Patients need time to understand

their options, select appropriate appointment types, and communicate any concerns before confirming.

For example, if a portal's online booking screen rushes users through without explaining differences between
appointment types (e.g., video consultation, telephone triage, face-to-face visit), patients might pick wrong slots

and end up confused or frustrated.
Here's what clinics should consider:

® Clear descriptions: Explain what each appointment option means in plain language.
* Flexible navigation: Allow users to pause and go back if unsure.
* Support prompts: Offer advice or links to help pages for common questions.

* Guided booking: Use decision trees or prompts that help patients self-identify their needs.

Patient Portals Should Guide Next Steps And Offer Human Help

A well-designed patient portal is more than a booking tool—it should guide patients through their healthcare
journey and offer clear paths to human assistance where needed. Especially when technology creates barriers,

clinics must not leave patients stranded with confusing menus or error messages.

What Does Providing a Human Help Route Mean?



“Human help route portal” refers to embedding visible, easy-to-find options for patients to contact real people,

whether through phone, live chat, or email support. This helps patients when:

® They cannot log in due to forgotten passwords or technical errors
* The booking options don't fit their needs, or they want advice
® They experience problems during a video consultation setup

® They prefer speaking with a receptionist or clinician for reassurance

Best Practices for Incorporating Human Help
1. Visible Contact Details: Phone numbers or live chat links should appear on every major portal page,
especially booking and consultation screens.
2. Contextual Help: Offer quick tips alongside form fields and buttons that anticipate common questions.
3. Multiple Channels: Provide several contact methods (phone, email, chat) to accommodate preferences.

4. Responsive Support: Ensure human help is easily reachable during core clinic hours and that patients receive

timely responses.

5. Fail-safe Options: For patients unable to access the portal at all, offer a clear fallback route to book

appointments or seek urgent care by phone.

Accessibility for Less Tech-Confident Patients

Designing an inclusive portal means considering patients who are less confident with technology, including elderly

users, those with disabilities, or people whose first language is not English.

Key Accessibility Principles

¢ Simple Interface: Limit clutter and use clear fonts and buttons sized for easy clicking or tapping.
* Readable Language: Avoid jargon and explain medical terms in straightforward language.
* Consistent Layout: Keep navigation predictable so users can build familiarity.

* Supportive Features: Include text-to-speech capability, screen-reader compatibility, and options to change

contrast or font size.

* Step-by-Step Guidance: Provide logical workflows with clear confirmation messages and error handling that

does not confuse or blame the user.

Examples of Accessible Booking Screen Features

Feature Description Patient Benefit Large, distinguishable buttons Buttons with high contrast colours and ample
spacing Reduces misclicks, easier for visually impaired or motor skill challenges Keyboard navigation All interactive
elements reachable via keyboard tabbing Supports users who cannot use a mouse or touchscreen Descriptive
labels Form inputs and buttons with clear, focused labels Helps screen readers convey clear instructions to users
Error messages in plain language Explains issue and suggests what to do next Reduces frustration by guiding user
to fix problems Multi-language options Portal content available in commonly spoken local languages Ensures

inclusivity for non-English speaking patients

Additional Support: Offering Tech Support for Patients



Sometimes difficulties go beyond design and require real-time tech support. Clinics should consider offering

dedicated technology help services for patients.
This can take several forms:

* Telephone Tech Support: A helpline where patients can get step-by-step help logging in, navigating

booking screens, or setting up video consultations.

* Instructional Content: Clear, jargon-free user guides and tutorial videos available on the portal or clinic

website.

* Pre-Appointment Tech Checks: Optional session to test patients’ video and audio setup before the actual

video consultation.

e Community Outreach: Partner with local groups or charities helping digitally excluded populations get online

Providing such support shows the clinic's commitment to accessibility and patient-centred care, improving

satisfaction and reducing missed appointments.

What Happens When Something Goes Wrong?

Even with careful design and support, glitches or errors can occur. Clinics must prepare contingency plans so

patients are never left without options. Here's what to consider:

1. Clear Error Messaging: Portal should explain what's wrong without blaming or confusing the user.

2. Immediate Alternatives: Provide phone numbers or other contact details for urgent help.

3. Backup Booking Options: Allow patients to book via phone or in person if the portal is down.

4. Staff Training: Ensure front-desk and clinical staff know how to handle patients reporting portal issues.

5. Technical Monitoring: IT teams should monitor portal uptime and respond quickly to fix issues.

Conclusion

Patient portals, online booking screens, and video consultations can significantly improve healthcare accessibility if
implemented thoughtfully. Clinics must recognise that remote technology does not replace the nuanced needs of

assessment or human interaction.

Designing accessible portal design, prioritising quality over just booking speed, and providing a robust human
help route portal are vital to support patients struggling with technology. Coupled with reliable tech support
for patients and clear contingency plans, these steps help ensure patients remain engaged, confident, and cared

for—even from a screen.

Ultimately, the best portal is one that respects patient diversity, guides users smoothly through the journey, and

never leaves them stranded alone in the digital waiting room.



