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QUESTIONS AND ANSWERS RAISED IN THE WEBEX (script) 

 

Q1: Will the NHS Inform website be mobile phone-friendly? Are there any major differences 
layout-wise? 

A: Absolutely. We have a fully responsive site, with a “mobile first” approach, so our first thoughts 
when developing are to make sure that it works for mobile phones, and then we scale up to 
laptops/desktops etc. 
There is a slight difference in terms of layout due to screen size. The navigation is the same. You 
may lose some of the imagery, but no content is lost. All information is kept, and you can still 
access the required resources. At least 70% of our users come from mobile phones, so we need to 
ensure that we are meeting their needs. 
 

Q2: On the live chat, it does say “if you feel unwell or have symptoms, please contact your GP or 
call 111 if your GP is closed.” 
Consider addition of work practice, eg. “Contact GP practice or 111 if your GP practice is closed.” 

A:  That is a really valid point, which I will feed back, we do research the GP practice throughout the 
self-help guide, so that has not been updated on the chat script. 
You are right to bring this up - we should be managing the expectations of the patient that it might 
not be the GP that they are seeing. Thank you for this feedback. 
 

Q3:  In practices staff ideally should signpost patients very quickly. The new NHS Inform 
navigation page means that if patients and staff are clicking back and forth on the website, it 
could be a bit time consuming and confusing. In previous versions of NHS Inform, you could still 
see previous answers – can that functionality make things easier for staff?  

A: The intention for this guide is not for staff to use it on the behalf of patients; it’s for patients to 
use on their own. We would not expect staff to go through those algorithms whilst someone is on 
the phone.  
The ideal thing would be that, over time, patients know that this resource exists, and patients 
would go online and look at their outcomes before contacting the appropriate health professional.  
There should an option to review your answers at the end of each guide. 
However, staff should have an awareness of the guide so that they can signpost users, if 
appropriate. 
 

Q4: Will the service directory extend to the third sector? Is that part of the A Local Information 
System for Scotland (ALISS) discussion? 

A: Absolutely. We will be working with the third sector, but not exclusively with ALISS, as we know 
that not all areas use ALISS exclusively. We need to understand the technology and how we can 
communicate with all the other directories. 
Similar to spider searching – put in your postcode and service you’re looking for, but it’d look for 
other directories as well as NHS and ALISS. Whilst we don’t have that functionality at present, we 
are looking into it with the development group. 

https://btevent.webex.com/ec3200/eventcenter/recording/recordAction.do?siteurl=btevent&theAction=poprecord&recordID=64766727&internalRecordTicket=4832534b000000040b9e637fc7eb516abbdab7e216b5f9bd0385e7b68fba38c0e1dfd0b45574a89e
https://ihub.scot/media/5511/nhsinform-signposting-for-self-care.pdf


  

 
 
 

Q5: How do you evaluate the usage of NHS Inform resources? 

A: As I’m sure you can imagine, evaluating a resource the size of NHS Inform is extremely complex. 
We break it down into component parts. Each area of content undergoes an evaluation cycle. Every 
3 years we get in-depth evaluation, but work with partners on a 6 monthly basis so that if there 
have been any changes in guidelines and policy, we ensure everything is up to date.  
We also evaluate the digital tools. We’ve done an early evaluation process for the self-help guide. 
The service directory has evaluation planned for this year. 
The site as a whole is evaluated as well. 
Websites usually have a shelf life of 2-3 years. By the time you get to that point technology has 
moved on. Given the current NHS Inform website is now 2 years old, we’ll look to be evaluate this 
soon to be in a good position for the future.  
 

Q6: Will there be other language versions developed? 

A: This comes up a lot, and at the moment we are unable to do this. There is no translation 
software available at the moment that provides the accuracy that we are comfortable enough to 
use yet. 
There is an icon on the website regarding accessibility. This offers a translation function, but this is 
only Google translate, and upon evaluation there is only a 38% accuracy rate, which for health 
research is too high a risk.  
We are horizon scanning to see if there are any appropriate functions to find a solution. 
Where this is a language barrier, users can contact a helpline similar to 111 service. 
 


