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/professional-development/publications/rcn-courageous-conversations-covid-19-uk-pub-009-236
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https://www.gmc-uk.org/ethical-guidance/ethical-hub/remote-consultations
https://www.gmc-uk.org/ethical-guidance/ethical-hub/remote-consultations
/clinical-topics/infection-prevention-and-control/novel-coronavirus/rcn-guidance-on-redeployment-covid-19
https://www.england.nhs.uk/coronavirus/publication/covid-19-prioritisation-within-community-health-services-with-annex_19-march-2020/
https://www.england.nhs.uk/coronavirus/publication/covid-19-prioritisation-within-community-health-services-with-annex_19-march-2020/
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Chaperones
The NHS and GMC have clear guidelines for 
having a chaperone present when undertaking 
LQWLPDWH�SK\VLFDO�H[DPLQDWLRQV��7KH�5&1�
would also support and recommend this. 
The RCN document; *HQLWDO�H[DPLQDWLRQ�LQ�
women, includes some useful information, 
but the need for chaperoning is applicable 
regardless of gender. 

The *0&�JXLGDQFH��,QWLPDWH�H[DPLQDWLRQV�
and chaperones and the CQC information 
about chaperones provide a good framework 
for all health care professionals including 
QXUVLQJ�VWDɣ�

It is good practice to make sure that 
organisations including general practice 
have a chaperone policy in place and that 
this is clearly visible to the public, alongside 
information about why this is important. All 
patients and parents with children should 
URXWLQHO\�EH�RɣHUHG�D�FKDSHURQH�GXULQJ�DQ\�
consultation or procedure. In practical terms 
WKLV�VKRXOG�EH�RɣHUHG�EHIRUH�DQ\�SURFHGXUH��
ideally at the time of booking the appointment. 

:KHUH�D�SDWLHQW�LV�RɣHUHG�EXW�GRHV�QRW�ZDQW�
a chaperone, it is important that the practice 
KDV�UHFRUGHG�WKDW�WKH�RɣHU�ZDV�PDGH�DQG�
declined. If a chaperone is requested and 
none is available at that time, then there 
should be an opportunity to reschedule the 
appointment within a reasonable timeframe. 
If this is not possible because of the urgency 
of the situation, then again this would need to 
EH�IXOO\�H[SODLQHG�WR�WKH�SDWLHQW�DQG�UHFRUGHG�
in their notes. A decision to continue or 
otherwise should be reached jointly.

6WDɣ�DFWLQJ�DV�FKDSHURQHV�PXVW�EH�JLYHQ�
appropriate training about the role and 
what it means. They should also have a risk 
assessment and may need further checks 
through the Disclosure and Barring Service 
(DBS), access NI or Disclosure Scotland if 
there isn’t already one in place. 

A remote or video consultation does not 
QHJDWH�WKH�QHHG�WR�RɣHU�D�FKDSHURQH�DQG�WKH�
same principles would apply. The likelihood 
is however that the chaperone will be remote 
and as such all parties need to agree and be 

assured that the links and remote connections 
are working appropriately.

Information described in the 

/-/media/royal-college-of-��ͷ������/documents/publications/2016/march/005480.pdf
/-/media/royal-college-of-��ͷ������/documents/publications/2016/march/005480.pdf
http://www.gmc-uk.org/guidance/ethical_guidance/21168.asp
http://www.gmc-uk.org/guidance/ethical_guidance/21168.asp
https://dbscheckonline.org.uk/?utm_source=Google&utm_medium=cpc&utm_campaign=AdWords&kw=dbs%20check&mt=p&gclid=EAIaIQobChMIgdyx2f2A6QIVjbh3Ch0ntwJ6EAAYASAAEgLa1PD_BwE
https://www.nidirect.gov.uk/campaigns/accessni-criminal-record-checks
https://www.mygov.scot/organisations/disclosure-scotland/
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Top tips guidance on initiating and concluding the conversation

1 Introduction:
Establish who you are speaking to and that it is the correct person and introduce yourself. 
Check that the patient can hear and understand you and is in a suitable place to talk. Consider 
any reasonable adjustments that may be required ie - hard of hearing/learning disability/
cognitive impairment/English as a second language and if interpreting services are needed. 
Environment:
Wherever possible, make sure you have a quiet private space to have the telephone/video 
conversation. 
Refusals:
If the person says at any time during this conversation that they do not wish to discuss these 
issues, respect their choice. Assure them that they can reconsider at any time. Advise how to 
contact you – or in your absence who to contact, and how. If appropriate arrange a date and 
time to call back.
Documentation: 
Record details of this conversation clearly, either immediately or as soon as is possible 
�UHFRUGLQJ�WLPH�DQG�GDWH���%H�VSHFL¿F�DERXW�KRZ�LQIRUPDWLRQ�ZDV�REWDLQHG��0DNH�VXUH�WKDW�
you document clearly that this was a remote consultation during the COVID-19 pandemic. 
Chaperone:
In discussion with the patient/client/family, consider if a chaperone is required. If so the 
consultation should be organised to facilitate this.

2 Introduction: 
‘Hello. My name is……. I am ………………. (describe your role)’
within the principles of mental capacity legislation, check that the person is the person you 
want to talk to, ‘Who am I speaking to please?’��$VN��DV�DQ�H[WUD�VHFXULW\�FKHFN��‘Could you 
confirm your address/telephone number please?’. Can they hear and understand you, and 
are they in a suitable place to talk? 
,I�\RX�KDYH�UHDVRQ�WR�VXVSHFW�WKDW�WKH\�DUH�KDYLQJ�DQ\�GLɤFXOW\�ZLWK�XQGHUVWDQGLQJ�RU�
communication, ask if there is someone with them who could join the conversation and help 
them. If a friend or relative joins the call at any stage, say ‘Hello. My name is …….’ again and 
reiterate the reason for your call. Establish and document the name of the friend or relative 
and their relationship to the person.

3 Establish the reason why this is a remote consultation instead of face-to-face: 
‘Unfortunately, during the COVID-19 crisis, we can’t visit people at home or get them 
to come into the surgery for their review, so I have had to contact you by phone/ video 
call. I am calling today to...’ 

Main part of the conversation which will be led by the reason for the call, for example,  
to carry out an asthma review or a contraception check. (See scenarios for examples)
8 Concluding the conversation and agreeing further actions: 

‘Are you able to summarise what we have discussed today?
Document what the patient says and reinforce any actions that you have agreed.

9 Follow up: 
Consider whether follow-up is needed and, if so, what achievable follow-up can be arranged. 

㌀
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Case studies/scenario situations:
The following scenarios are designed to give people an idea of how remote consultations 
might work and the decision-making triage process. 

https://www.rcpsych.ac.uk/about-us/responding-to-covid-19/responding-to-covid-19-guidance-for-clinicians/digital-covid-19-guidance-for-clinicians
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Case Study – Childhood vaccination
The Joint Committee for vaccination and Immunisation (JCVI) have advised that 
childhood vaccinations up to and including the preschool booster should continue 
and immunisation services for these be maintained to reduce the serious risk of 
vaccine-preventable disease, see here. 

The RCN have produced guidance to support maintaining the National Immunisation 
schedule during COVID-19 see here.

The vaccines themselves require a visit to the surgery or potentially a home visit but the 
guidance advises that a telephone call in advance will help to minimise the time spent in  
the surgery.

https://www.gov.uk/government/publications/jcvi-statement-on-immunisation-prioritisation/statement-from-jcvi-on-immunisation-prioritisation
/-/media/royal-college-of-��ͷ������/documents/clinical-topics/public-health/maintaining-the-national-immunisation-schedule-during-covid-19.pdf?la=en&hash=7F5D4E8A84C84E9AD1640B1A5A4A99BF
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Case Study – With safeguarding in mind
It is recognised that social distancing can put additional pressure on household were 
people living with dementia reside. There is guidance from Dementia UK to help 
support the person, families and others to help manage this situation. 

People might be seeking appointments for a wide range of issues including COVID-19 
symptoms, rash, pain, sleeplessness, other infections and minor injury. 

0DVNV�DQG�JRZQV�FDQ�EH�YHU\�Rɣ�SXWWLQJ�IRU�VRPHRQH�OLYLQJ�ZLWK�GHPHQWLD�LI�WKH\�DUH�XQDEOH�
to comprehend or retain why this occurring and a remote consultation may be desirable. It is 
often helpful to have a family member who resides in the household to support them through 
the process. However, person-centred dementia care encourages us to engage with the person 

https://www.dementiauk.org/get-support/coronavirus-covid-19/
https://www.alzheimers.org.uk/get-support/coronavirus-covid-19
https://www.gov.uk/government/publications/covid-19-guidance-for-the-public-on-mental-health-and-wellbeing/guidance-for-the-public-on-the-mental-health-and-wellbeing-aspects-of-coronavirus-covid-19
https://www.gov.uk/government/publications/covid-19-guidance-for-the-public-on-mental-health-and-wellbeing/guidance-for-the-public-on-the-mental-health-and-wellbeing-aspects-of-coronavirus-covid-19
/clinical-topics/infection-prevention-and-control/novel-coronavirus
/clinical-topics/infection-prevention-and-control/novel-coronavirus
/clinical-topics/modern-slavery
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Case Study – Health Care Assistant providing support for stroke patient
Mary is a health care assistant who works on the stroke rehabilitation unit at 
her local community trust. She supports stroke patients who have recently been 
discharged and assists in the emotional and wellbeing of stroke management. This 
involves working closely with family members to support them in day-to-day life.

One of the patients, Mr Khan, is 79 and was recently discharged from hospital following 
a lengthy stay after having a stroke. He lives with his wife Amal, also 79, who is generally 

https://www.nhs.uk/conditions/coronavirus-covid-19/advice-for-people-at-high-risk/
https://www.stroke.org.uk/finding-support/information-coronavirus-stroke-survivors
https://www.stroke.org.uk/finding-support/managing-loneliness-and-isolation
https://www.stroke.org.uk/finding-support/managing-loneliness-and-isolation
/clinical-topics/neuroscience-��ͷ������/stroke
https://www.england.nhs.uk/coronavirus/wp-content/uploads/sites/52/2020/04/C0033-_Specialty-guide_-Stroke-and-coronavirus-V1-update_16-April-003.pdf
https://www.england.nhs.uk/coronavirus/wp-content/uploads/sites/52/2020/04/C0033-_Specialty-guide_-Stroke-and-coronavirus-V1-update_16-April-003.pdf
https://rcni.com/hosted-content/rcn/first-steps/first-steps-health-care-assistants


https://www.england.nhs.uk/coronavirus/wp-content/uploads/sites/52/2020/04/C0198-community-health-services-sop.pdf
https://ihv.org.uk/wp-content/uploads/2020/03/Virtual-Contacts-FINAL-VERSION-27.3.20.pdf
https://ihv.org.uk/wp-content/uploads/2020/06/Vulnerable-Families-FINAL-VERSION-19.6.20.pdf
https://ihv.org.uk/wp-content/uploads/2020/06/Vulnerable-Families-FINAL-VERSION-19.6.20.pdf
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Case Study – Chronic obstructive pulmonary disease (COPD)
James is a 78 year-old gentleman who has COPD. He is an ex-smoker and is 

https://www.nice.org.uk/guidance/ng168/resources/covid19-rapid-guideline-communitybased-care-of-patients-with-chronic-obstructive-pulmonary-disease-copd-pdf-66141907467973
https://www.nice.org.uk/guidance/ng168/resources/covid19-rapid-guideline-communitybased-care-of-patients-with-chronic-obstructive-pulmonary-disease-copd-pdf-66141907467973
https://www.blf.org.uk/support-for-you/coronavirus
https://www.brit-thoracic.org.uk/about-us/covid-19-information-for-the-respiratory-community/


/clinical-topics/public-health/sexual-health
https://pcwhf.co.uk/resources/how-to-manage-contraceptive-provision-without-face-to-face-consultations/
https://pcwhf.co.uk/resources/how-to-manage-contraceptive-provision-without-face-to-face-consultations/
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https://www.sueryder.org/how-we-can-help/someone-close-to-me-has-died/advice-and-support/telling-a-child
https://www.macmillan.org.uk/cancer-information-and-support/get-help/financial-help/welfare-rights-advice
/professional-development/publications/rcn-courageous-conversations-covid-19-uk-pub-009-236
/professional-development/publications/rcn-courageous-conversations-covid-19-uk-pub-009-236
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