
Online clinics are rapidly reshaping how healthcare is delivered, promising convenience and accessibility like never
before. For many, the ability to book appointments and consult with doctors from home is a game-changer —
especially with video consultations and slick online booking screens. But what about those patients who aren’t
confident with technology? How can online clinics ensure these services truly serve everyone, not just the tech-
savvy?

In this post, we’ll explore how online clinics can support less tech-confident patients effectively, focusing on key
themes such as the benefits and limits of remote consultations, the distinction between booking speed and care
quality, the importance of patient portals that speak clearly and guide next steps, and the crucial role of human
help.

The Promise and Limitations of Remote Consultations
One of the biggest advantages of online clinics is the ability to have video consultations, which remove the need
for travel, waiting rooms, and exposure to other illnesses. For patients with mobility issues, busy schedules, or
living video call privacy at home far from healthcare centres, remote consultations can be a lifesaver.

However, it’s important to recognise that video consultations do not replace the need for a thorough
clinical assessment. There are physical signs that a doctor might miss through a screen, and sometimes patients
struggle to describe symptoms accurately in this format. An online clinic must carefully balance convenience with
clinical safety, ensuring that patients have clear options for in-person follow-ups if needed.

For patients who aren’t confident with technology, video calls can add layers of anxiety — tricky setups, worrying
about internet connections, and not being sure if the doctor can interpret their issues correctly. Online clinics can
ease these concerns by:

Offering straightforward, jargon-free guides on how to join a video consultation

Providing options to switch to phone consultations if video is difficult

Ensuring the consultation platform is as simple and accessible as possible

Why Booking Speed Is Not the Same as Quality of Care
Fast online booking is a huge benefit of digital healthcare platforms, but speedy appointment slots don’t
necessarily mean patients are getting better care. In fact, focusing too much on quick booking can lead to
rushed consultations or patients being pushed through without adequate attention.

For patients nervous about technology, a booking screen that zooms through options with confusing wording or
tiny print can feel overwhelming or alienating. Moreover, some platforms bombard users with multiple quick-click
choices that seem more about sanitising the process than understanding the patient’s true needs.

Online clinics should:
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1. Use clear language in booking portals, avoiding medical jargon or ambiguous terms

2. Break down the booking process into simple, manageable steps

3. Provide explanations on what each appointment type means, with examples or tool-tips

4. Allow patients to pause or save bookings for later, reducing pressure

Remember, the goal is to foster trust and confidence, not rush patients through just to fill slots.

Designing Patient Portals That Guide Next Steps Clearly
Patient portals and online dashboards are often the hub for managing healthcare interactions but are sometimes
designed with assumptions that all users are digital natives. This can lead to frustrations for those less confident
with technology, especially if the portal is cluttered, full of abbreviations, or does not clearly indicate what a patient
should do next.

Effective portals for less tech-confident patients should:

Use clear language throughout — spell out acronyms, label buttons clearly (“Book Appointment” instead of
vague “Next”), and use plain English



Offer a simple, step-by-step flow that tells the patient exactly where they are and what’s coming next

Highlight critical next steps after consultations, such as medication instructions, follow-up appointments, or
self-care advice

Provide accessible features like adjustable font sizes, audio instructions, and support for screen readers

Consider the portal as a personal healthcare assistant — it should educate without overwhelming, and empower
patients to take control, regardless of their tech skills.

Why Human Help Must Always Be Within Reach
Technology can quickly become a barrier rather than a bridge if patients cannot find help when they get stuck. This
is where human help is absolutely vital.

Online clinics must ensure that easy, visible pathways to human support exist at every stage:

Phone support: A real person to talk to when booking goes wrong or patients have questions

Live chat: For quick troubleshooting or to explain a form in simpler terms

Email or messaging: For non-urgent queries or requests for call-backs

Optional in-clinic help: Support staff for triage or guidance can assist patients transitioning from digital to
face-to-face care

For people who struggle with tech, a “human help” button should never feel buried under layers of menus or
hidden behind complex FAQs. It must be prominent and reassuring.

Accessibility Features for Less Tech-Confident Patients
Good online clinics take accessibility seriously, recognising that some patients may have disabilities, limited digital
literacy, or language barriers. Some practical accessibility features include:

Feature Benefit for Less Tech-Confident Patients Simple, large-font interfaces Easier to read and reduces visual
strain, aiding users with poor eyesight or reading difficulties Audio instructions and screen reader compatibility
Supports patients with visual impairment or literacy challenges Multi-language support Makes portals and
instructions accessible to patients who do not speak English as a first language Minimalist design with clear icons
and buttons Prevents overwhelm and helps patients focus on key actions Guided user journeys Step-by-step
pathways reduce chance of confusion or abandonment

Putting It All Together: An Example Patient Journey
Let’s imagine Sarah, a 68-year-old with limited experience using computers, who needs a consultation for
persistent joint pain.

1. Sarah visits the online clinic’s homepage and is greeted with a big, clear button labelled “Book An
Appointment.”

2. Clicking it reveals a simple list of appointment types with friendly descriptions, e.g. “Joint pain consultation –
discuss your symptoms with a GP.”

3. Sarah selects the appointment and sees an option to choose either a video call or telephone consultation,
along with short information about what each option involves.

4. She opts for a phone consultation, worried about her unfamiliarity with video technology.



5. The system asks for basic details and offers a button labelled “Need Help? Talk to someone” prominently on
the screen.

6. Feeling unsure, Sarah clicks this and quickly connects via live chat to a support agent who helps confirm her
details.

7. On the day of the appointment, Sarah receives an easy-to-read SMS reminder with instructions for the phone
call.

8. After her consultation, she logs into her patient portal where big icons guide her to view her prescription,
book a follow-up, or contact her doctor with questions.

9. Everything is written in clear language, with no confusing medical terms, and if she needs help navigating, a
“contact us” button is always visible.

This kind of thoughtful, patient-centred design builds confidence for people like Sarah and ensures online clinics
don’t unintentionally exclude those who need healthcare support the most.

Conclusion
Online clinics offer significant benefits by removing travel and expanding access to healthcare — but they are not a
one-size-fits-all solution. To truly support patients who are not confident with technology, these services must go
beyond fancy booking screens and tech-first approaches.

Prioritising clear language in portals, designing accessible interfaces, distinguishing speed from quality, and
embedding human help at every step are critical. By doing so, online clinics can provide compassionate, effective
care that empowers all patients, regardless of their digital skills.

After all, technology should be a tool to enhance healthcare — not a gatekeeper that leaves some patients behind.


