
Copyright © INPS Ltd 2012 

The Bread Factory, 1A Broughton Street, Battersea, London, SW8 3QJ 
T: +44 (0) 207 501700 F:+44 (0) 207 5017100 W: www.inps.co.uk  

Vision 3 
 

 

 

MHOL Registration 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

Working in Partnership with NWIS 

 

  



 

Table of Editions and Contents 

 

Date Version Contents Output 

23/09/11 001 Registration details split 

from Online Appointment 
User Guide. 

Updated to VOSAPP2 

Docx & 

PDF 

1/11/11 002 Registration user guides 

integrated 

Docx & 

PDF 

6/11/11 003 Updated following Review 

by ESTU 

Docx & 

PDF 

24/11/11 004 Updated to include warning 

patient is under 16y. 

Docx & 

PDF 

01/12/12 005 Updated following review by 

ESTU 

Docx & 

PDF 

05/12/12 006 Updated to remove SMS 

details. 

Docx & 

PDF 

07/02/12 007 Note added to email details. Docx & 

PDF 

    

 

Copyright  INPS Ltd 2012 

 

 



Vision 3 MHOL Registration 07/02/12 i 

 

Contents 

MHOL REGISTRATION 1 

Whatôs New 1 
DLM 380 (01/12/11) 1 

Registration (Practice) 3 
Add Patient Verification Details 3 

Creating a My Health Online Account 4 
Registration Status 8 
Online Account ï Created 8 
Online Account ï Registered 8 
Online Account ï Active 8 
Online Account - Locked 8 

Disabling the MHOL User Account 10 
To Disable a User Account 10 
Patient Reached DNA Limit - Account Disabled 11 

Searching for Patientsô with a MHOL Account 12 
Create an Ad-Hoc Search for Patients with a MHOL Account 12 
Print a Standard Report 14 

Registration (Patient) 16 
Requisites 16 

Internet Browsers 16 
Mobile Operating/Software Systems 16 

Creating a My Health Online Account and Password 17 
Online Registration 17 
Activating Your My Health Online Account 18 

Logging in to My Health Online 21 
Forgotten Username 22 
Forgotten Password 23 

My Profile 25 
Change Email 25 
Change Password 26 
Change Security Question 27 

Navigating the Website 29 
External Links on Website 30 

Logout 30 

Troubleshooting 31 
Registration Failed 31 
Account registered, but not activated 31 
If you lose your Registration Confirmation Letter before Registering your Online 

Account 31 
GP System Unavailable 31 
Practice Unavailable 32 
Sign In ï Failed Attempt 32 



ii Vision 3 

Practice ID ï Search facility 33 
Help Logging In 34 
Unexpected Errors 35 
System Logout 35 
Terms Of Use and Privacy Policy 35 

APPENDIX 37 

Adding Communication Details 37 
 

 

  



 

 





Vision 3 MHOL Registration 1 

MHOL Registration 

Whatôs New 

DLM 380 (01/12/11) 

Registration (Practice)  

Vision Registration  Changes  

 Registration - Online Service ï The Online Services tab has been 

updated; there is an Add button for email addresses and mobile 

numbers. See ñCreating a My Health Online Accountò on page 4. 

NOTE ï Mobile numbers may be recorded, but will not be used for 

SMS messaging. This function is not currently available in Wales. 

 Registration Letter Update ï The registration letter has been 

updated to include the patients address and the Registration Token 

expiry date (if set). See ñCreating a My Health Online Accountò on 

page 4 

 Warning if patient is less than 16 years old ï When registering 

a patient, on clicking the Create Online Account button a message 

is displayed if the patient is under 16 years of age. See Creating a 

My Health Online Account on page 4. 

Registration (Patient)  

Creating an Online Account Changes  

 Registration Letter Expiration ï Your GP practice can determine 

how long your registration letter is valid for, the expiry date (if set) 

is displayed on your registration letter. Once the letter has expired 

you are prevented from registering and will need to contact the 

practice for a new letter. See ñOnline Registrationò on page 17. 

 Account Activation ï When sent an activation token, there is now 

a time period for activation. If you do not activate your account 

before it expires you will need to get a new registration letter and 

re-register. See ñActivating Your My Health Online Accountò on 

page 18. 
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Sign In Changes  

 Forgotten Username ï There is a link on the login screen to 

request a username reminder if required. See ñForgotten 

Usernameò on page 22. 

 Forgotten Password ï There is a link on the login screen to 

request a username reminder if required. See ñForgotten Passwordò 

on 23. 

My Profile Changes  

 Email Address ï You can now change your email address. See 

ñChange Emailò on page 25. 

 Password ï You can change your password. See ñChange 

Passwordò on page 26.  

 Security Questionï When logging in, if no security question exists 

you are prompted to create a security question. You will then be 

prompted for your security question details when changing your 

profile settings. See ñChange Security Questionò on page 27. 

Other Changes  

 Browser Requirements/Unsupported Browser ï If the browser 

used is not supported an info bar is displayed at the top of the 

webpage. See ñRequisitesò on page 16. 

 Original MHOL Online Appointment documentation re-organised 

into separate modular user guides: 

 MHOL Configuration User Guide ï This is for practices to 

enable and setup VOS and configure services eg Online 

Appointments. 

 MHOL Registration ï This user guide explains how to 

register a patient for VOS and manage the registration, and 

also details how a patient creates and activates a MHOL user 

account. 

 MHOL Using Online Appointment (Practice) ï This user 

guide explains how to configure Vision Appointments for use 

online. It also shows how Online Appointments is used to 

book or cancel appointments. 
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Registration (Practice) 
Once Vision Online Services has been enabled in Vision Control Panel, a new Online 

Services screen becomes available in Registration. This enables you to create a My 

Health Online (MHOL) account for the patient, which will record the status of their 

account. This account can be disabled by the practice if misused by the patient. 

The practice staff member registering the patient must confirm the identity of the 

patient, for example from photo identification. This should then be recorded in 

Consultation Manager. See ñAdd Patient Verification Detailsò for further details. 

The Registration process requires the use of an email address for the patient. If the 

patient does not have an email address, they cannot register for Online Services. 

Training Tip: Email addresses can be added to a patientôs Registration 

screen as a Communication entry; add the email address as you would 

add a telephone number for the patient, select email from the drop 

down list. See ñAdding Communication Detailsò on page 37 

Once the registration is complete, you must print off the Registration letter and give 

it to the patient. They must then go the My Health Online website to complete their 

registration. 

 

The letter contains the following details: 

 Practice ID 

 Patient ID (NHS number in England and Wales, CHI number in 

Scotland and H+C number for Ireland) 

 Registration Token 

 

NOTE ï Accounts can only be created for patients with a new style 

NHS number.  

 

Add Patient Verification Details  

1. In Consultation Manager, select the patient. 

2. Start a consultation, then type #91B in the Read Term ï Add window. 

3. Press enter, 91B.00 Patient data verified is displayed, click OK. 

4. Type the type of identification in the Comment window, eg Passport. 

5. Click OK to save and close. 
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Creating a My Health Online Account 

NOTE ï If the patient has already created an Online Account for Online 

Appointments purposes, they will not have to register again to use 

Online Repeats. If you do not wish patients to be automatically 

registered for additional modules contact INPS Sales or your account 

manager. See Disabling the MHOL User Account on page 10. 

1. Go to Vision ï Registration, select the patient and click on the Online 

Services tab. 

 
Registration  ï Online Services  

2. Select or add a confirmation email address. To add a new emails address click 

the Add  button, type the patientôs email address in the Contact box, 

then click OK to save and close. This email address will be used to send 

confirmation and reminder messages to the patient. See ñAdding 

Communication Detailsò on page 37. 

 

Communication Add ï Email Address  
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IMPORTANT ï The SMS messaging facility is not currently available in 

Wales. 

3. Click the Create Online Account button; this will generate a 10 character 

Registration Token and launch Microsoft Word with a letter containing the 

patientôs Online Registration Details: 

 Website Address 

 Practice ID 

 Patient ID (NHS number) 

 Registration Token - Including the expiry date set by the 

practice; see ñMHOL Configuration User Guideò for further details. 

NOTE ï The registration letter has been updated to include the 

patientôs address and the expiration date of the Registration Token (if 

set). 

4. If the patient is under 16 years, you are prompted: ñThis patient i s under 16. 

Online services should only be made available to patients aged 16 or over. Do 

you want to continue?ò Click No to end the registration process, or Yes to 

continue. 

 

Registration Details ï Patient under 16y  
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Registration Confirmation Letter -  English  
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Registration Confirmation Letter -  Welsh  

5. Check the letter, there should be two pages; the first in English the second in 

Welsh. Check language preference with the patient and print out the relevant 

page and hand it to the patient. 

6. The Online Services tab will then show that the account has been Created. 

Click OK to close. 

Note: The Registration Letter can be edited to add additional practice 

details. Go to P:\Wordproc\Template\MHOLRegdetails.doc. 
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Account Created  

 

Registration Status  

There are four online account statusô: 

Online Account ï Created  

When the patient has supplied their email address, the Online Account is then 

created in Vision Registration and a Registration Confirmation Letter generated and 

given to the patient. Their status will be shown as Created. 

Online Account ï Registered  

When the patient has completed the Online Registration Process, creating a 

username and password, but not activating the account by acknowledging the 

confirmation email, the status will be shown as Registered. 

Online Account ï Active  

When the patient has activated the Online Account by following the link in the 

confirmation email, the account status will be shown as Active. 

Online Account - Locked  

If the patient enters the incorrect password 5 times at one attempt, the Online 

Account will be locked. To unlock the Online Account, click on Active. This will 

unlock the account and allow access Online to the patient. 
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Account Locked  
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Disabling the MHOL User Account 

The patientôs Online Services Account can be disabled at the request of the patient or 

the practice for example: 

 Patient chooses to Opt Out of the service. 

 The Service is being abused by Patient, so the practice disables the 

account. 

 Patient has died or moved away. 

 The patient chooses to opt out of one of the modules. 

 

To Disable a User Account  
1. Go to Vision ï Registration, select the patient and click the Online 

Services tab. 

2. To disable the Patientôs Online Account the following options are available: 

 Global ï This disables all services available to the Account. The 

patient is unable to login. 

 Appointments ï This prohibits access to the Online Appointments 

module only. 

 Prescriptions ï This stops the patient ordering repeat prescriptions 

online only. 

3. Select the required tab and tick the Disable box, type a Reason in the 

Reason Window (optional). 

 

 
Account Disabled  

4. The patient will not be able to use the Online Services you have disabled. 



Vision 3 MHOL Registration 11 

5. Click OK, to save and close. If the patient attempts to login they will receive a 

message confirming their Account is Locked. 

6. The Account can be Reactivated by clicking to remove the Disable tick. The 

patient can now login without having to re-register. 

 

Patient Reached DNA Limit - Account Disabled  

If you have set the patients account to be disabled on reaching a specified number of 

Did Not Attend (DNA) appointments, the patient is prompted when signing in online: 

User account has been disabled. Please contact your Practice.  

 

Sign In Screen ï Account Disabled  

The Global Disable settings are changed automatically and the number and date 

range of the DNAôd appointments is displayed. 

 

Global Disable ï DNA Limit Reached   
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Searching for Patientsô with a MHOL Account 

You can create an ad-hoc search to identify patients with a MHOL account. You can 

also specify the following registration statusô: 

A search can include one or all of the following statuses: 

 Active ï Patients who are registered and have active Online 

Accounts. 

 Created ï Patients have supplied their email address to the 

practice, the Online Account has been created and registration 

letter given to patient. 

 Locked ï Online patients who have locked their accounts, entering 

the wrong password too many times. 

 Registered ï Patients who have registered for Online Services at 

the practice and have created an Online Account, but not activated 

the account yet. 

 

Create an Ad -Hoc Search  for Patients with a MHOL Account  

1. Login to Vision; go to Reporting ï Search and Reports. 

2. Click the New Ad-Hoc Search  icon, the ad-hoc search window will open. 

 
Ad Hoc Search  

3. Click Add Entity, open the Miscellaneous Searchable Entities folder and 

select VOS Users, click OK. 
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Select Entity ï VOS Users  

4. To select the criteria for your search, highlight the VOS Users entity and click 

Selections.  

 
Ac-Hoc Search -  Selections  

5. This opens the Criteria Select window. Select your criteria using the 

following options: 

 Inactive ï Select Inactive = Yes to find patients whose MHOL 

account has been disabled. 

 Input Operator ï A particular user(s), can be selected. 

 MHOL Registration Status ï Select from Active, Created, Locked, 

Registered. (See ñRegistration Statusò for further details.) 
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Criteria Select  

6. Click Run, the search results will be displayed. 

 

Print a Standard Report  

7. Select Standard Report from the Report Output drop-down list. 

 

Report Output  

8. Click Run to create the report, or if the search has previously been run, select 

File ï Report on Last Search which uses the previous run to produce the 

report. 
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Standard Report  

9. To print, click Print. 

 

  

VOS status is 
displayed. 
Yes = Inactive 
No = Active 

If account is disabled, the 

disabled reason, if recorded 
is shown here. Patients registered status is 

displayed. 
The report also shows their 
email address. 
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Registration (Patient) 
This section of the user guide explains the Registration process undertaken by the 

patient to create an Online User Account, how to maintain it and how to sign in and 

out. Their process starts with the registration letter which is generated at the practice 

when registering the patient in Vision Registration. See Creating a My Health Online 

Account on page 4. 

The letter confirms the patientôs registration details, which are required to complete 

the Registration and Activation process. Once the patient has created and activated 

their online account, they can log in and use the Online Modules available at your 

practice. 

 

Requisites  

Internet Browsers 

The Following browsers can be used to access MHOL: 

 Microsoft Internet Explorer 6 or higher 

 Firefox 3.x or higher 

 Safari 2.x or higher 

 Chrome 5.x or higher 

 

Mobile Operating/Software Systems 

MHOL can also be accessed from a mobile phone (smartphone), your phone can be 

used if it has one of the following mobile operating/software systems: 

 iPhone 

 Android 

 Blackberry (OS6) 
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Creating a My Health Online Account and Password 

The following process is undertaken by the patient to create an Online User Account. 

 

Online Registration  
1. In your internet browser, go to one of the following websites: 

 http://www.myhealthonline-inps.wales.nhs.uk 

 http://www.fyiechydarlein-inps.cymru.nhs.uk 

The web address is included in the letter from your GP practice. 

2. From the My Health Online front screen, click Cymraeg  or 

English  to display the website in your preferred language. 

3. Click the My Account tab. 

4. To register click the Register  button at the bottom of the login 

page. 

 
Registration Screen  

5. With the registration letter from your GP practice to hand, enter the following 

details: 

 Type the practice ID (this is a 6 digit alphanumerical code). 

 Type your Patient ID (this is your 10 digit NHS number with no 

spaces). 

Type the Registration Code in the Registration Token box (this 

is a 10 digit alphanumerical code, used to activate your account). 

This code is case sensitive so be careful to type it exactly as it 

appears in the Registration Letter. Your Registration Token may 

have an expiration date, if so this will be displayed on your 

Registration Letter.  

http://www.myhealthonline-inps.wales.nhs.uk/
http://www.fyiechydarlein-emis.cymru.nhs.uk/
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If the date has expired you will not be able to register. Contact 

your practice for a new Registration Letter. 

 

Extract from Registration Letter  

NOTE ï Click Reset Form to clear all data you have added, you can 

then re-enter the details. 

6. Next you must create a username. If the username is already in use, 

ñUsername is not availableò is displayed when you complete the form. You 

must create a new username to continue. 

7. Then enter a Password. This must be at least 6 characters long and contain 

a combination of upper and lower case letters and numbers. Passwords are 

case sensitive. 

HINT: Check your CAPS Lock setting when adding a password, as 

passwords are case sensitive. 

8. Retype the password in the Confirm Password box. 

9. Read the Terms of Use and Privacy Policy, and tick the box to confirm 

acceptance of these conditions 

NOTE ï If you do NOT wish to proceed with your registration, click 

Cancel, at the bottom of the screen. 

10. Click Register  to create your Online Account. 

11. You have successfully registered with your GP practices to use My Health 

Online. You will need to keep your username and password to hand. 

 

Activating Your My Health Online Account  

Following successful Registration, you will receive a confirmation email instructing 

you that you need to activate your Account.  

IMPORTANT ï Your practice may have set a time limit for MHOL 

accounts to be activated. If you donôt activate your account before this 

period expires, you will have to re-register. If your Registration Token 

has also expired, you will have to contact your practice to obtain a new 

Registration Letter. 

You can do this in two ways: 
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 From the email, click the link, which will take you to the 

Registration Confirmation screen. 

 
Confirmation Email  

OR 

 If you still have the My Health Online website open, enter the 

Confirmation Code directly into the Confirmation Code box and 

click the Activate button. 

 

Registration Confirmation Screen  

Once you have activated your account, ñRegister:Successful your account has now 

been activated.ò is displayed. Type your password in the Password box and click 

Login. Your account is now active. 

 

Confirmation Code 

Link to activate your 
account 
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Account Active ï Confirmation  

 

The first time you login you are prompted to set a Security Question. Select a 

question from the drop-down list, the choices are: 

 What is the name of your first school? 

 What was your childhood nickname 

 What is your motherôs maiden name? 

Type an answer in the Answer box and click Submit.  

For further details see ñChange Security Questionò on page 27. 

 

If you are encountering difficulties with registering or activating your account, please 

see ñTroubleshootingò for further information. 
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Logging in to My Health Online 

Once you have registered and activated your My Health Online account, you can start 

to use the online modules available at your practice. 

 

1. Go to www.myhealthonline-inps.wales.nhs.uk or www.fyiechydarlein-

inps.cymru.nhs.uk, select your preferred language then click on the My 

Account  tab. 

2. Enter your Practice ID this can be found on your letter from the practice, or 

use the search facility (see Practice ID ï Search facility on page 33 for further 

details). 

3. Enter your Username. If you have forgotten your username there is a link, 

which when used will send a username reminder to your email account. See 

ñForgotten Usernameò on page 22 for further details. 

4. Enter your password, click on the Login button to access the My Account 

screen. If you have forgotten your password, there is a link which when used 

will send a password reminder to your email account. See ñForgotten 

Passwordò on page 23 for further details. 

  
Login Screen  

5. If you entered the correct details, your My Health Online Account will open 

and you can proceed to use the available modules. 

NOTE ï The first time you log in you are prompted to create a security 

question. See ñChange Security Questionò on page 27, for further 

details. 

file:///C:/Documents%20and%20Settings/Helen/Application%20Data/Microsoft/Word/www.myhealthonline-inps.wales.nhs.uk
http://www.fyiechydarlein-inps.cymru.nhs.uk/
http://www.fyiechydarlein-inps.cymru.nhs.uk/
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My Account Screen  

 

Forgotten Username  

If you have forgotten your username, a link on the Login screen enables you to 

request a reminder. 

 

1. Go to www.myhealthonline-inps.wales.nhs.uk or www.fyiechydarlein-

inps.cymru.nhs.uk, select your preferred language then click on the My 

Account  tab. 

2. From the Login screen, click the link . 

3. A Username Reminder window is displayed. You are prompted: Please enter 

your Practice ID and email address and we will send you a reminder of your 

username. If you are unsure of your Practice ID, pl ease use the Search button 

to locate our practice by name.  

 
Username Reminder  

4. Enter your Practice ID, this is found on your registration letter or use the 

search facility. See ñPractice ID ï Search facilityò on page 33. 

5. Enter your email address (this must be the address used for MHOL). 

file:///C:/Documents%20and%20Settings/Helen/Application%20Data/Microsoft/Word/www.myhealthonline-inps.wales.nhs.uk
http://www.fyiechydarlein-inps.cymru.nhs.uk/
http://www.fyiechydarlein-inps.cymru.nhs.uk/


Vision 3 MHOL Registration 23 

6. Click Submit . 

7. The Identity Verification window opens; you are prompted to answer your 

security question. Type the answer in the Answer box. 

 
Identity Verification  

8. Click Submit . 

9. A Reminder Sent message is displayed, you are prompted: Your username 

has been sent to you r registered email address. Please check your email and 

follow the instructions in it. 

 

Reminder Sent Message  

10. Click Close, you are returned to the Sign In screen ready to sign in when you 

have received your reminder. 

 

NOTE ï If you have forgotten your security answer, contact your 

practice for a new registration letter, you will need to re-register. 

 

Forgotten Password  

If you have forgotten your password, a link on the Sign In screen enables you to 

request a reminder. 

1. From the Sign In screen, click the link . 

2. A Password Reminder window is displayed. You are prompted: Please enter 

your Practice ID, username and email address and we will reset your 

password. If you are unsure of your Practice ID, please use the Search button 

to locate our practice by name. If  you are unsure of your username click here. 

(Clicking opens the Username 

Reminder window for you to request a username reminder) 
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Password  Reminder  

3. Enter your Practice ID, this is found on your registration letter or use the 

search facility. See ñPractice ID ï Search facilityò on page 33. 

4. Enter your Username, See ñForgotten Usernameò on page 22. 

5. Enter your email address (this must be the address used for MHOL). 

6. Click Submit . 

7. The Identity Verification window opens; you are prompted to answer your 

security question. Type the answer in the Answer box. 

 
Identity Verification  

8. Click Submit . 

9. A Password Reset message is displayed, you are prompted: Your password 

has been reset and  an email containing your new password has been sent to 

your registered email address . Please check your email and follow the 

instruction in it. 

 

10. Click Close, you are returned to the Sign In screen ready to sign in when you 

have received your new password. 
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11. Sign in using the temporary password contained in the email, you are 

prompted to change password. 

 
Change Password  

12. Type a new password in the New Password box, then retype it in the 

Confirm Password box. 

13. Click Change , you are now logged in to My Health Online. 

 

NOTE ï If you have forgotten your security answer, contact your 

practice for a new registration letter, you will need to re-register. 

 

My Profile 

From the My Profile tab you can complete the following tasks: 

 Change Email  

 Change Password 

 Change Security Question 

 

Change Email  

To change the email address used for confirmation messages and reminders: 

 

1. Click on the tab My Profile at the top of the screen or select My Profile from 

the menu on the left of the screen. 

2. The Email Address box contains your current email address, type your new 

address in the box and click Change. 

 

Change Email  

3. The Enter current password window is displayed. 
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Enter Current Password  

4. Type your current password in the Current Password box. Click Proceed to 

continue or Cancel to close. 

5. If you clicked Proceed, you are prompted: Your details have been updated 

successfully.  Click Close to finish. 

 

Details Updated  

6. Your email address has now been updated at your GP practice and online. 

 

Chang e Password  

You can amend your password once logged in to My Health Online.  

1. Click on the Tab My Account at the top of the screen, select My Profile 

 from the menu on the left of the screen. 

2. Type a new password in the New Password box, retype in the Confirm 

Password box, click Change  to finish. 

 

Change Password  

3. You are prompted to enter your current password, type your current password 

in the Current Password box. Click Proceed to continue, or Cancel to 

close. 
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Enter Current Password  

4. If you clicked Proceed, a confirmation message is displayed, you are 

prompted: Your password has been changed successfully.  Click Close to 

finish. 

 
Password Changed  

 

Change Security Question  

You are now required to create a security question answer. This answer will be 

required to make changes to your personal details online. 

 

1. Click on the Tab My Profile at the top of the screen or select My Profile from 

the menu in the middle of the opening screen. 

2. Select a question from the drop-down list, your choices are: 

 What is the name of your first school? 

 What was your childhood nickname? 

 What is your motherôs maiden name? 

 

Change Security Question  

3. Enter your answer in the Answer box.  

4. Click Change . 

5. You are prompted to enter your current password, type your current password 

in the Current Password box. Click Proceed to continue, or Cancel to 

close. 
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Enter Current Password  

6. If you clicked Proceed, a confirmation message is displayed, you are 

prompted: Your security question has been updated successfully.   

 

Security Question Updated  

7. Click Close to finish. 
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Navigating the Website 

 

Welcome Screen

Click to Logout 

Click on Tabs to 

access services 

Click to access 
Services 

Links to Change Language, 

view onscreen help etc. 

Welcome Message 
from practice  
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External Links on Website  

External links are available at the bottom of the Home page. 

 

Welcome Screen ï Links  

External Links Available on the Website: 

 Welsh Government 

http://wales.gov.uk/?skip=1&lang=en 

 NHS Direct Wales 

http://www.nhsdirect.wales.nhs.uk/Default.aspx?locale=en 

 Health in Wales 

http://www.wales.nhs.uk/eng 

 1000 Lives Plus 

http://www.wales.nhs.uk/sites3/home.cfm?orgid=781 

 Health Challenge Wales 

http://wales.gov.uk/hcwsubsite/healthchallenge/?lang=en 

 

Logout 

When you have finished using the My Health Online website Select Logout 

 from the menu on the left of the screen. You will be logged out of 

the service.  

http://wales.gov.uk/?skip=1&lang=en
http://www.nhsdirect.wales.nhs.uk/Default.aspx?locale=en
http://www.wales.nhs.uk/eng
http://www.wales.nhs.uk/sites3/home.cfm?orgid=781
http://wales.gov.uk/hcwsubsite/healthchallenge/?lang=en
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Troubleshooting 
Please see below for troubleshooting tips. 

 

Registration Failed  

If registration fails, the error reason should be displayed at the top of the Login 

Screen. Registration may fail one of the following reasons: 

 Username is not available  ï Type in a new username and click 

Register, if unique the username will be accepted. 

 Password not of correct length or format ï Type in a new 

password, ensuring it is alphanumerical, upper and lower case and 

at least 6 characters long. 

 Registration details not found  ï Contact your GP practice, they 

will re-register you and print a new Confirmation Letter containing 

a new Registration Token 

 

Account registered, but not activated  

If you have registered your details and created a username and password, but not 

activated your account, you will be unable to Login. You need to complete the 

Activation process to use your Online Account, see ñActivating Your My Health Online 

Accountò on page 18. If your practice have set a time limit for activating user 

accounts, your may be unable to continue to activate your account. Contact the 

practice and request a new registration letter, you will need to re-register to access 

My Health Online. 

 

If you lose your Registration Confirmation Letter before Reg istering your 
Online Account  

Contact your GP practice and request that they re-create your My Health Online 

Account. This will generate a new Registration Confirmation Letter with a new 

Registration Token. Use this letter to complete the Registration and Activation 

processes. See ñOnline Registrationò on page 17 and ñActivating Your My Health 

Online Accountò on page 18 

 

GP System Unavailable  

On occasion, you may find that the Online Appointments website is not available. You 

will see the following message when trying to access the website: ñMy Health Online 

Encountered an  Error . We are sorry for any inconvenience caus ed. If you have any 

questions, please contact your GP surgery ò. 
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Website Unavailable ï Error Message  

If this problem continues, please contact your GP practice. 

 

Practice Unavailable  

If there is a problem with your registration, eg your email address is deleted, you will 

be prompted ñThe Practice is currently unav ailable, please try again later. ò Try 

logging in later to see if the problem has been resolved, if not contact your GP 

Practice. 

 

 

Sign In ï Failed Attempt  

If you enter the wrong password, you will be unable to open My Health Online, and 

you will see an error message on the screen ñInvalid username/password .ò 

 



Vision 3 MHOL Registration 33 

 
Sign In ï Failed Attempt  

1. Retype your username; retype your password ensuring you have the correct 

one. Click Login to retry. 

2. If successful, you will see the Opening Screen. If login fails again, check the 

error message and retry the login process again. 

3. If your number of login attempts has reached the maximum ie 5 attempts, 

your Online Appointments account will be locked. Contact the practice to 

request your account be unlocked. 

4. If you have forgotten your username and/or password, you can use the links 

on the Login page to request reminders. See ñForgotten Usernameò on page 

22 and ñForgotten Passwordò on page 23 for further details. Or contact your 

GP practice to request your VOS account is re-created. A new Registration 

Confirmation Letter will be given to you. You will need to register again.  

HINT: If you know your username, you can re-use it when re-

registering, you then only need to create a new password. 

 

Practice ID ï Search facility  

If you cannot remember the Practice ID, there is a search facility to assist you to find 

your practice. 

1. Click the Search  icon 
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2. You will be presented with two drop down lists:  

 Location ï Select a location, this then filters the Practice list to 

Surgeries within that area. The default is All areas. 

 Practice ï This is an alphabetical list of practices, select your 

practice from the list or filter the list using Location. 

Once you have made a selection, click Select.  

 
Search for Practice ID  

3. Your Practice ID is added to the Login screen. 

4. Now add your username and password and click Login to access Online 

Appointments. 

  

Help Logging In  

If you experience problems when trying to login; click on the link to open the Help 

Signing in screen. 

 

 
Link to Help  

This opens a window, click More details to access the onscreen help. If you are 

unable to resolve the problem contact your GP practice. 
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Sign In Help  

 

Unexpected Errors  

If the webpage encounters and unexpected error you are prompted: ñSorry ï My 

Health Online encountered an error. Please logout and try again later. We are sorry 

for any inconvenience caused. If you have any questions, please contact your GP 

surgery.ò 

 

Error Message  

Click the Back button to return to the last page you visited before the error occurred, 

or click Logout to close. 

 

System Logout  

If you are logged in to My Health Online and there is a period of 10 minutes of 

inactivity, you account will be automatically closed. Login in to return to the website 

and use the available services.  

 

Terms Of Use and Privacy Policy  

If you wish to access the Terms of Use or Privacy Policy, there is a prompt at the 

bottom of the Home Screen and links at the top of the webpage where you can 

access these documents. 
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Links to Documents  
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Appendix 

Adding Communication Details 
1. Go to Vision - Registration; select a patient, click on the Address tab. 

 
Patient Registration Screen  

2. Click the Add  button to add a contact for the patient.  

NOTE ï Contact details can be added to the main address or as a 

contact for the patient. 

 
Registration -  Address  



38 Vision 3 

3.  Type the contact details in the Contact window, eg email address or mobile 

phone number. Select the type of contact from the Type of Contact Number 

drop down list, eg Email or Mobile phone. 

 
Communication Numbers -  Add  

4. Click OK to save and close, click OK to close the patient Registration screen. 

NOTE ï If, following MHOL Registration, the email address is removed; 

the patient will be unable to login. 
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