
Member Journey 



Once you click on the app 

icon you will be asked to 

create a profile, if using the 
serv ice for the first time. Click 

on ‘create a profile’

You will be asked to complete your personal details, 

including your name, email address, date of birth, gender, 

preferred language, and contact telephone number. The 
app detects your country location and this field is 

automatically completed. Press ‘continue’.

This takes you to the 

‘Register for the Care On 

Demand’ page. Click on 
‘continue’

Download the Care On 

Demand app in the App 

store or Google play



You will then be asked to provide your access code or membership number.  You will need to set 

up a password and confirm that you have read and agreed to the terms and conditions and 

privacy policy.  Once you have completed this select ‘register’ you will asked if you wish to set 
up a secure pin or touch ID.

The next time you log in you can use your pin or touch ID to 

access the App. You’ll also receive a welcome email.

I f you Log out completely, you will need your email address and 
password to access the App.



Once you are registered you 

can request your first 

appointment

I f you have not completed ID verification yet 

you will receive a prompt which will navigate 

you to an area to complete ID & add 
information

I f you wish to book a v ideo 

consultation, please select 

‘Request a video 
consultation’



You will then be asked to input your 

Address, Emergency contact and GP 

details.

Once you have entered your details you will then 

receive final confirmation of this along with 

receiving ID verification link SMS & email.



I f you have not completed your ID verification 

you will be stopped going any further and 

receive the below screen. (Before continuing)

Even when ID verification is not 

complete, you will be able to 

request an appointment.



Once you are registered you 

can access the service.  Home 

page – from here you can 
request a v ideo consultation or a 

phone call, as well as call 
in/email us, v iew your 

appointments and log out of the 

serv ice.  

I f you are already registered, then most of 

these fields will be pre-populated. Please 

advise of the type of consultation you require, 
as well as the language and your time zone 

and press ‘continue’

I f you wish to book a v ideo 

consultation, please select 

‘Request a video 
consultation’



Select the timezone, 

language selection and the 

date and time for your 
consultation and select 

‘request appointment’

Input the reason for your 

appointment. Here you can 

also securely upload any 
scans/pictures and these are 

then saved in your history.

At the time of your 

consultation go into the 

appointment section in the 
app and press ‘start video 

call’ to connect with your 
doctor. 

You will then receive confirmation that your consultation is 

booked, as well as an email confirming this.



To cancel a v ideo 

consultation, from the 

Home page select 
‘Appointments’.

This will then take you back 

to your appointments, where 

you will see that the 
appointment has been 

cancelled. You will also 
receive a cancellation email

Your pending and past 

appointments will show 

here. Click on the v ideo 
call you would like to 

cancel.

Click on ‘cancel 

appointment’ at the 

bottom of the screen.

You will be asked if you 

are sure that you want to 

cancel this appointment. 
Click ‘Yes’



Input the reason for your 

consultation. Here you can 

also securely upload any 
scans/pictures and these are 

then saved in your history.

Enter your location
Select the time zone, 

language selection, add in 

your phone number and 
select ‘continue’

From the home page select 

'Request a Phone call' and 

then select who the 
appointment is for



You will then receive confirmation that your call back has been 

requested as well as an email confirming this.



From the Home page you can select ‘Appointments’ to see any past v ideo or phone consultations.  

Select the appointment you wish to v iew
The notes relating to your 

consultation can be v iewed here 

along with any recommendations 
made by your doctor.



Complete the details for your 

dependant, including their 

age, gender, and contact 
details 

Dependants can be 

added to your details –

select Add new + 

Once you have added their 

details, select Add 

Dependant and you will 
receive confirmation that 

they have been added

Your details and any details of 

your added dependants will 

show when you go to book 
an appointment



I f you have forgotten your 

password click on the 

‘forgotten password’ 
button from the log in 

screen

You will need to check 

your emails, where there 

will be a link to reset your 
password.

After you click on the link you will be 

asked to log in with your temporary 

password through the portal or you 
can go back into the app and put 

in the temporary password provided 
by clicking on ‘continue’

Once you have entered these 

details you will be asked to 

change the temporary 
password to a new one.  

Once you submit these you 
will be asked if you wish to set 

up a pin number to access 

the app.



Once you have selected the 

number it will ask you to 

confirm if you wish to call. I f 
you select ‘Call’ then you will 

be connected with one of 
the Care on Demand team 

who will assist you

From the Home page you can 

also call in directly to the 

serv ice.  Click on ‘Call in’

I f you wish to send us an 

email, either about the app 

or an appointment then go 
to ‘Help & Settings’ on the 

Home page and select 
‘Help Center’

Select ‘Report a Problem’ and you will get two options 

for either Help with the app or Help with my account



You can access Care On 

Demand using Touch 

ID/Face ID

Or using your pin 

number

From the Appointments section you can 

view your history of booked v ideo and 

phone calls, as well as any past 
consultations.  All of your records and 

summaries of your cases are kept here.

Or using Face ID if your 

iPhone supports this



You can set the app up to 

either recognise a pin number 

or Touch ID, if available on 
your phone and change pin

From Help & Settings you can amend your personal details 

in Account Settings as well as change your password 

From Help and Settings you 

can securely access and 

amend your account details, 
set up Pin & Touch ID, as well 

as access the Help Centre
and give feedback



Welcome email – after registering

Password reset email

Video consultation confirmation email

Video cancellation emailAppointment reminder

Call back confirmation email
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