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‘‘Understanding the needs and 
wants of the BNSSG population, 

so that we can make quicker, 

more effective decisions and 

deliver better health outcomes 

for our citizens”

Vision and mission of the Healthier Together Panel



Comparison of the profile of the entire BNSSG region population (according to census data)/our 
rim weighted survey sample and the actual panel profile recruited as at April 2020
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Section 1

Covid-19 Context and timings



Survey of the Citizens’ Panel was live as the COVID-19 pandemic 
quickly evolved
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Section 1 – Covid-19 Context

• N=220 participants (55% of the sample) completed the survey prior to the lockdown measures announced by the government on 23rd March
• N=184 participants (45% of the sample) completed the survey after lockdown 

3rd March – Survey 
launched

16th March – Advise against 
non-essential travel and 

vulnerable groups shielded 

23rd March – Lockdown 
measures introduced

10th April – Survey closed

In response to the quickly evolving situation, we decided to keep the survey open 

but cut the data to give us the ability to understand if answers changed considerably 

at different points in time

We also included additional questions at the end of the survey to ask if the 

coronavirus pandemic had impacted on their answers and to ask about the impact it 

was having on panel members

Throughout the report we have called out any significant differences in the 

responses over time or where people have highlighted that their answers may have 

been influenced by the situation 



One third of respondents asked reported that Covid-19 had an impact on the 
answers they gave in other sections of the survey

Section 1 – Covid-19 Context

Q17/18. We recognise that at the moment many people are concerned or uncertain about the impact of the Coronavirus (COVID-19) and with that in mind would 

like to understand whether you feel that the situation with Coronavirus has had an impact on the way you have answered the questions in this survey?

If so, how? Base: n=184

Over the last few weeks
my organisation has adapted to needing 

to work in a more remote way…many 

people would have never considered this 

before coronavirus, needs must as they say.  

And surprisingly to everyone, working 

digitally has been achieved, this could also 

apply in an NHS setting and save much 

needed resources. My experiences have 

meant that I am feeling positive about using 

technology in a working environment and 

consider this is a success which could be 
applied in other areas 

of my life

More openness to digital technology and video consultations

I very recently had an appointment 
with the GP, and because of 

coronavirus it was a video 
appointment. I had never had a 

video appointment before but it 

worked really well and therefore I'm 

much more in favour of video 

appointments than I was before.

I have been using video and 
online media to connect with 

family and friends recently 
and seen the pros and cons of 

using it

• Only 7% of respondents indicated that Covid-19 had a big impact, with 29% indicating it had a slight impact 
• The main section impacted by Covid-19 was identified as the questions about digital technology and video consultations 
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Section 2

Digital technology and video consultations



Almost two-thirds of participants strongly believe that digital technology in 
general has made life easier for them

Section 2 – Digital technology and video consultations

0%

78%

83%

85%

92%

96%

97%

97%

99%

100%

None of the above

Facebook or Instagram profile

Skype/Facetime video call

Desktop/ laptop

Online banking

Regular email

Watched online video

Smartphone/tablet

Sent a text

Internet access at home

Q5/6. Use of technology/ Attitude to technology Base: n=404

NB: According to the ONS, 88% of UK households have a PC and 93% of UK adults use the internet 

Current technology usage (regularly use or ever used)

(75+ years 32%)

(75+ years 44%)

(Manual workers 56% /unemployed 59%)

64%

25%

9%

2%
1%

Strongly agree

Slightly agree

Neither/nor

Slightly disagree

Strongly disagree

Extent of agreement that digital technology 
makes life easier

• Based on the answers, we defined 60% of the participants as ‘high’ tech affinity and 22% as ‘moderate’ tech affinity. The remaining 18% ‘low tech 
affinity’  was more notable in Worle/Weston (37%), those aged 75+ years (53%) and among lower social grades (42%)



Face-to-face and telephone consults are preferred by video 
consultations for accessing different health and care services 

Section 2 – Digital technology and video consultations

Q7. Below are a few situations where you might need health and care services, for each situation can you please indicate your preferred way of 
accessing this type of service from the list of options provided?   Base: n=404

A: Advice about an existing or 

new health condition or problem

B: Having a follow-up 
appointment with health and 

care professionals 

C: Reviewing your medication

66%

35%

17%

32%

21% 44% 17%

25%

14%

18%

8%

3%

Face to face Telephone Video Text/email

• Generally across these answers, there is a strong correlation between age and preference for face to face vs remote contact. The older the respondent the less remote they 

would prefer their contact to be. Those aged 16-24 are the most in favour of video consultations, followed by those aged 25-44 years

Preferred way of accessing health and 
care services (single code per option)



However two-thirds of people would be comfortable with a video 
consult with a healthcare professional they already know but there 
are some key segment differences

Section 2 - Digital technology and video consultations

Q8a. Based on this description, how comfortable are you with the idea of using video consultations to deliver health and care services instead of 
some in-person appointments ….with a GP or healthcare professional who you know and have met in person?   Base: n=404

Those more uncomfortable than average(%):

• Inner City and East 52%

• Males 30%

• Those not working 47%

• C2DE (manual occupations, unemployed, 

casual and lowest grade occupations, 

state pensioners) 32%

Those more comfortable than average(%):

• North and West Bristol 78%

• Females 73%

• Those with children at home 78%

• ABC1 (managerial, professional, 

supervisory occupations) 71%

• 25-44 years 72%

• NB. No differences across levels of 

tech usage

64%
comfortable

(somewhat 34%, very 30%)

10% 
neither/nor

26% 
uncomfortable

(somewhat 17%, 

very 9%)



Section 2 - Digital technology and video consultations

Those more comfortable(%):

• North and West Bristol 59%

• Females 45%

• Those with children at home 56%

• ABC1 46%

• 25-64 years 47%

• High tech individuals 44%

Those more uncomfortable(%):

• Worle, Weston & Villages 60%

• Inner City and East 43%

• Those with high impact LTC’s 61%

• Those living alone 56%

• C2DE 58%

• 65-74 years 45%

• Low tech individuals 52%

23% 
neither/nor

40%
comfortable

(somewhat 28%,

very 12%)

37%
uncomfortable

(somewhat 22%, 

very 15%)

Q8b. Based on this description, how comfortable are you with the idea of using video consultations to deliver health and care services instead of 
some in-person appointments …. with a GP or healthcare professional who you do not already know? Base: n=404

People are more likely to be uncomfortable with a video consultation 
with a healthcare professional they don’t already know, especially 
those with serious long-term conditions and living in WWV



Section 2 - Digital technology and video consultations

Q10. From the list below could you please indicate which health related concerns, if any, you would be comfortable discussing via a video 

consultation with a health and care professional? Base: n=404

8%

4%

57%

58%

65%

67%

79%

None of the above

Other (unprompted)

Advice on an ongoing mental
health problem or condition
e.g. depression or anxiety

Concern about your emotional
wellbeing e.g. feeling down or

stressed

Concern about a potential
infection e.g. chest infection or

urine infection

Concern about minor physical
illness or injury e.g. skin rash

or muscular pain

Advice on an ongoing physical
problem or condition e.g.
diabetes, asthma or high

blood pressure

(Repeat prescriptions, alternative treatments, test results, contraception, sick notes)

(Worle, Weston & Villages 25%, 45-74 years 11%, 75+ years 12%, 
LTC’s 22%, C2DE 19%, Low Tech users 19%)

People are directionally less likely to be comfortable using video 
consultations for new or ongoing mental health or emotional 
wellbeing concerns

NB. 
Having been given these 

examples, Inner City & East are 
now more comfortable than their 

counterparts, especially regarding 
ongoing conditions (96%) and 

mental health/ wellbeing (73%). 
Similar is true for males



The perceived benefits of video consultations centred on the 
ability to stay home with no travel required and convenience 
benefits 

Section 2 - Digital technology and video consultations

Q9a. Please describe what you think the benefits of using video consultations might be for you and your family? Base: n=369

Ability to stay at 
home if you are 
unwell, comfort 
factor, familiar 
surroundings, 
avoiding bad 

weather (especially 
for the vulnerable)

29%

Accessibility, 
easy access, 
easy to use

26%

No travel 
required -

no travel time, no 
travel expenses, 

no parking 
needed, no 

public transport 

24%

Convenience, 
saves time and 

effort, saves 
waiting time at 

surgery

23%

Provide better 

healthcare -
efficient, more 

appointments,

ongoing monitoring, 

referrals,

quicker diagnosis, 

able to ask

questions

14%

Reduce 
waiting 
times,
quicker 

appointments

12%

Reduce 
spread of 
infection,

e.g. Covid 19

10%

Flexibility 
for workers 
and carers,
good for busy 

lifestyles

10%

Privacy, 
confide-
ntiality

Saves 
NHS 

money

Environ-
mental 
factors

3% 3% 2%

No 
benefits

3%
(75+ yrs and high impact

LTC’s 12% each)

(Notably Worle, 

Weston 54%)



The perceived challenges of video consultations centred on 
concerns about access to technology and the limitation of the 
interactions e.g. no physical examination, impersonal and awkward

Section 2 - Digital technology and video consultations

Q9a. Please describe what you think the challenges of using video consultations might be for you and your family? Base: n=362

Technology 
dependent

Access to/ possession of 

technology is not equal 

amongst the population

Variable quality of signals, 

speeds and connections 

across the region

Variable quality of 

equipment across 

population

29%

Lack of physical 
examination

Blood tests, blood 

pressure, temperature 

check, HCP touching 

areas to see if sore

20%

Impersonal
No relationship 

building, less 

friendly, lack of body 

language, prefer face 

to face, difficult to 

explain the issues, 

sensitivity

19%

Would feel….
Uncomfortable, 

awkward, 

embarrassed, 

anxious, stressed, 

nervous

No 
challenges

9%

8%

Outcomes and 
diagnosis

Understanding, 

symptoms potentially 

missed, lack of trust, 

continuity of care, 

quality of care

7%

Availability of 
appointments

7%
(Inner City 28%,

16-24 yrs 29%)

Lack of 
technology 

skills
Especially 

vulnerable and 

elderly

9%
(65+ yrs 18%)

Privacy/ 
confidentiality
Data protection, 

security

7%

Practicalities/ 
process/ logistics

How does it work, how 

to get prescription

5%



Section 2 - Digital technology and video consultations

• However one in ten BNSSG residents feels that nothing could encourage them to use a video consultation, with this being largely driven by people in 
WWV, older people and people with low technology affinity 

Q11. Which of the following factors, if any, would encourage you to use a video consultation instead of a face to face appointment at your GP 
practice, locality hub or hospital? Base: n=404

11%

16%

24%

27%

30%

37%

42%

50%

65%

75%

None of the above

Information on where to
access free WiFi or internet

Information on the benefits (time saved, quality of care)

Recommendations from family
and friends

Support to get you set up (how to
guide, demonstrations)

Information about security and
data protection

Recommendations from
health and care professionals

Information on the follow-up or
support provided following the

video consultation

Ability to have a video
consultation with

usual HCP

Ability to book the video
consultation at a time that

suits you

NB. 
Inner City & East,16-24 

year olds and males find many of 
these factors encouraging. 

(Worle, Weston & Villages 30%, 45-64 years 17%, 75+ years 24%, 
LTC’s 23%, C2DE 23%, Low Tech users 30%)

(Especially 16-24yrs 95%)

(Especially 16-24yrs 78%)

(Especially 16-24yrs 77% and

manual workers 73%)

(Especially Inner City & East 40% and 

LTC’s 41%)

(Especially Inner City & East 34%,

BAME 53% and 

those not working 42%)

Flexible, convenient booking, with healthcare professionals people 
already know may help to drive further uptake of video consults



16

Thank you

Any questions?

Alex Ward-Booth, Head of Insights and Engagement, 
BNSSG CCG - alex.ward-booth1@nhs.net

Ben Carlson-Davies, Insights and Engagement Manager, 
BNSSG CCG – ben.carlson-davies@nhs.net

Justin Warr, Interim Comms and Engagement Manager, 
Healthier Together – rebecca.balloch@nhs.net

Janice Guy, Managing Director, Jungle Green MRC –
janice@junglegreenmrc.co.uk

Julie Ford, Taurus Research -
julie@taurusresearch.co.uk

mailto:alex.ward-booth1@nhs.net
mailto:ben.carlson-davies@nhs.net
mailto:rebecca.balloch@nhs.net
mailto:janice@junglegreenmrc.co.uk
mailto:julie@taurusresearch.co.uk


@HTBNSSG

Contact us:

Healthier Together Office, Level 4, South Plaza, Marlborough Street, Bristol, BS1 3NX

0117 900 2583

Bnssg.healthier.together@nhs.net 

www.bnssghealthiertogether.org.uk

https://twitter.com/htbnssg
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