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Consultant Connect – Overview and FAQs 
 

What does Consultant Connect do? 
Consultant Connect is a very simple, CCG funded, advice & guidance initiative that provides GPs with 

immediate access to telephone-based advice from local hospital consultants.  

 

GP calls connect directly to teams of local consultants via their mobile phones with each consultant 

getting c 20 seconds to answer a call before it automatically forwards on to the next consultant. By 

connecting to teams of consultants rather than to individuals the connection rates tend to be high.  

 

The order in which consultants receive calls is based on a Rota of consultant availability that the 

hospital maintains and where typically the ‘consultant of the day’ will feature at the top of the rota.  

 

Once connected, calls are recorded as highly encrypted, information-governed digital files which 

provide a medico-legal record which is available to the relevant GP practice and hospital team. 

 

At the end of the call GPs are asked to stay on the line for a few seconds to rank the outcome – this 

gives the CCG a broad view as to the effectiveness of the system and their investment in it. 

Consultants are also asked to rank the outcome via text message as a back-up. 

 

This service is in operation nationally and with average performance as follows: 

 Average connection time (to speak to a consultant)  c 50 seconds 

 Average call duration     c 4 minutes 

 Average call connection rates    c 70%-80% depending on the specialty 

 

Note that this service does not guarantee a connection. GPs are aware that there is no dedicated 

resource and sometimes consultants will just all be busy.  

 

In what instances should/can Consultant Connect be used? 

The way in which this system is used is ultimately determined by the CCGs, hospital and GP practices 

collectively but it is generally accepted that calls will be made for patient-specific advice. In some 

cases, a call may determine whether a referral/admission is appropriate; in other cases, a call may 

determine what treatment within primary care is appropriate for long term condition patients. The 

speed of connection is such that the GP’s can (at their option) call whilst a patient is still with them. 

 

What are the benefits? 

 Better patient experience – speeds up the care pathway, avoidance of unnecessary patient visits 

to hospital, reductions in follow-up visits to GP Practices 

 Better GP experience – more patient episodes conclude with no follow-up work, case based 

learning, reconnecting with consultants 

 Better consultant experience – reduction in inappropriate referrals, reduction in the number of 

written requests for advice that require responses, reconnecting with GPs 

 Better for the hospital and CCG – full tracking of Advice & Guidance activity, greater ‘whole 

system’ efficiency, with savings available to support other hospital and community initiatives 
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What is required of consultants to support this initiative? 
When a consultant receives a call on their phone it is simply a case of picking up the call if they are in 
a position to speak, or ignoring the call if they are otherwise engaged.  
 
On picking up a call (e.g. by swiping the screen on a smart phone) the consultant will then be asked to 
“press 1 to accept the call”. This extra step is necessary in order to avoid calls getting stuck in 
voicemail facilities. Having “pressed 1” the consultant will be connected to the GP for the advice 
discussion. 
 
During what hours of the day does Consultant Connect operate? 
The hours of service availability are a matter of discussion between hospital and CCG. Typically, this 

service is available to GP practices between 8.30am and 6.00pm, Monday to Friday although exact 

hours can vary for specific hospitals and specialties. GPs are however made aware that call 

connection rates tend to be higher between the hours of 9.00am and 5.00pm. 

 

Calls made outside of the available hours will not connect to any consultant mobile phones. 

 

Will we be overrun with calls?  
No. Based on experience in other areas of the country we expect that each consultant will answer an 
average of 1 – 3 calls per week, each call lasting an average of c 4 minutes. Where teams have a 
‘consultant of the day’ that person is usually put at the top of the Rota to ensure other consultants 
are only called if the duty doctor is not available.  
 
What specialties will be available? 

Ultimately the potential is for this initiative to include all specialties available at the local hospital – all 

accessible to GPs via the single Dial-In Number. However, understandably CCGs generally commission 

this initiative on a trial basis initially, focusing on up to 4 specialties, to ensure that it is effective and 

value for money before then making a decision on whether or not to continue and broaden the 

service. The selection of the first 4 specialties is determined jointly by the CCG and the hospital 

according to local priorities. 

 

How much time does a consultant get to pick up a call? 
Each consultant listed as available on the Rota gets a standard 25 seconds to answer the call and 
“press 1”. However, this 25 seconds includes the time taken for the mobile carrier to make the call 
connection which can vary according to the strength of the signal. 
 
Should any consultant team experience repeated problems with being ‘timed out’ before being able 
to pick up calls then we can extend the answering times - email us at info@consultantconnect.org.uk.  
 
Do consultants have to answer every call? 

No. If a consultant is unable to answer a call they can either ignore it (it will ring for up to the 25 

seconds) or reject it; the call will then loop to the next consultant on the Rota. Consultants should not 

feel awkward about ignoring a call if they are not in a position to take it as there is a good chance that 

one of their colleagues will be in a position to pick up the call. 

 
 

mailto:info@consultantconnect.org.uk
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How will consultants recognise an incoming Consultant Connect call? 

Consultants are advised to save the inbound Consultant Connect number as a contact on their mobile 
phones; this will always be 07441 906809. We also recommend that consultants allocate a different 
ring tone to this contact so that they recognise a call even without taking the phone out of their 
pocket/bag. 
 
Will consultants be using personal mobile phones? 
In our experience consultants prefer to use their own mobile phones for work purposes in preference 

to carrying two phones around with them. However, should consultants want dedicated work phones 

then they should discuss this with their specialty manager. 

 

Are personal mobile numbers held confidentially? 

Consultant mobile phone numbers used for this initiative remain confidential within the system, are 

not visible by GPs (who use only their Dial-In Number) and are not used for any other purpose.  

 
What will GPs hear when they call Consultant Connect? 
When a GP dials the number, they will be given a choice of specialty – e.g. “Press 1 for Cardiology, 2 
for Gynaecology, 3 for Paediatrics” etc.  
 
Once the specialty has been selected the GP will be asked to input the patient’s 10 digit NHS number. 
This is for medico-legal purposes only to facilitate retrieval should it be necessary in the future. The 
call will then be routed to the chosen team of consultants.  
 
Will the consultant know the identity of the patient who is the subject of the call? 

Any input of NHS Number is for medico-legal purposes only and GPs are made aware that the 

consultant will not have any information regarding the identity of the patient unless the GP identifies 

them verbally. 

 
Will the consultant have access to any patient records to support the advice discussion? 
GPs are made aware that consultants are likely to have no access to any patient records as they may 
be away from their desks/computer systems when they take a call. 
 
What happens if no consultants answer a call? 
GPs are made aware that on occasion all consultants may be busy and a call from a GP will not be 

answered. Should a call be routed through all available consultants and get no answer then the GP 

will be informed that no consultants are available. If this is the case GPs are advised to try again later 

or revert to alternative pre-existing means of contacting a consultant.  

 

What if a GP doesn’t have the patient’s NHS number or mis-keys it? 
A Consultant Connect call will still be routed through to consultant teams as long as at least one 
numerical digit has been pressed followed by the # key. Practice ID and date/time references saved 
within the system will still enable medico-legal tracking in such instances. 
 
Who is responsible for the patient whose care is being discussed? 
As is currently the case, it is the GP who is ultimately responsible for the decision as to whether or 
not a patient should be referred or admitted to hospital following receipt of the advice. 
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Who is responsibility for arranging referrals or admissions? 
If following receipt of the advice a GP decides to refer or admit a patient, they do so via existing 
processes; the consultant is not required to undertake any follow-up work following conclusion of a 
Consultant Connect call. 
 
What happens to the recording of the Advice & Guidance conversation? 
Call recordings are held securely, and into perpetuity, as fully encrypted digital files and are available 

to relevant GP Practices and hospital teams at any time via secure web-portal for medico-legal 

purposes.  

 

These digital recordings can be attached to a patient’s primary care records much in the same way 

that pdf reports can be. This is entirely at the GP practice’s option although we understand that most 

practices just make a note of the conversation in their existing clinical system in the knowledge that 

they can access the full recording in the future if needs be. 

 

How do hospital teams access the secure web-portal? 

Hospital teams can request a login and password to access the secure web-portal by emailing 

Consultant Connect at info@consultantconnect.org.uk.  

 
Will consultants get to see stats for usage? 

The secure web-portal not only provides hospital teams with access to call recordings but also to real 

time statistical reports of all relevant call activity and outcome data which can be downloaded to 

excel or CSV files.  

 

Some feedback from other CCG areas already using Consultant Connect 

 GP feedback:  
o "excellent initiative - back to the old days when speaking person to person made much 

more sense" 
o "used it today and it was amazing! spoke to [Dr X] within a minute of calling" 
o "Works well. Efficient. Makes our life much easier and better for patients. Far more 

economic - saves unnecessary referrals!" 

 Consultant feedback:  
o "Simple and effective. GPs I have spoken to were pleasantly surprised to get through.” 
o "It is a no brainer. Most GPs and Consultants wish the same thing - efficient way to sort 

out a clinical issue. Nice to have a quick chat." 
 
What does it cost the hospital? 
The Consultant Connect system is funded by the CCG. Charges to the CCG are on a licence fee basis 

and are not linked to call volumes. 

 

Consultant Connect Contact Details: 

For any service or technical related issues, please contact our support team on: 

Tel:  01865 261451 (note: this number does not provide access to any clinical teams) 

Email:  support@consultantconnect.org.uk 
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