
Introduction

Alma Kitsberg, Ann-Marie Kitt, Helena Palin, Clare Westwell, Heather Catt, Jonas Eichhöfer

• By speaking to patients and having a patient on our team we have understood

what the impact can be on someone and can now improve the process.

• We went a mile wide and an inch deep, need to go an inch wide and a mile deep.

• We missed opportunities available within our own team – working with Jonas' clinics

• Having a clear set of metrics in place to monitor our impact is vital

• Patient choice is the most important consideration for this work - some patients really

want video appointments, but some don't

• It is important to continue reviewing our team charter, making sure everyone is clear

on their roles and establishing our rhythm and routine

Thanks to Sarah Herron for all her support throughout this project.

This chart shows the uptake of

video consultation in the

Cardiology department.

We did not progress to divisional

wide implementation, but we

have learned more about the

challenges of the current

system.

To increase the proportion of cardiac outpatient appointments conducted as video

consultations from 2% in November 2022 to 15% by the end of December 2023, 50 to

approximately 425, respectively.

We know this is important to the Trust’s objectives. Movements to virtual appointments

support both the NHS Long Term Strategy, the Trust’s Five-Year Strategy and the Trust’s

Green Plan. Virtual appointments are seen as a useful format by patients, as indicated

by our survey results that showed almost 60% thought there was a role for them in the

outpatient offer. Patients highlighted benefits of not having to travel and wait for long

periods in the hospital.

To offer patients appointments via video consultation

1. How many patients offered video appointments accepted

2. How many patients who accepted a video appointment, completed the video 

appointment.

Low proportion of cardiac outpatient appointments are conducted as video consultations; 50

of 2839, 2% in November 2021. The number and proportion declined as we emerged from

the pandemic and has continued to decline since. Outpatient appointments shifted to

telephone, which are less satisfying for both patients and clinicians. However, roll out of the

video consultation software was rushed due to lockdown and there were problems which

made clinicians reluctant to use it. We conducted a root cause analysis and identified

barriers to the adoption of video outpatient appointments, which we incorporated into our

driver diagram. We created a team which included a patient representative, a clinician,

education, transformation and administration specialists to include a range of expert skills

and knowledge to deliver improvement.

We are proud that we had a patient

representative as a core team member. Alma

kept us patient focused and her insight,

combine with the empathy interviews means we

understand the impact on patients. We know we

need to refocus to be an inch wide and a mile

deep and this is what we will work on going

forward. We will take our learning and work

with Jonas to improve uptake video

appointments in his clinics. Once we know

what works we will scale to other clinicians.
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Brilliant!

Loved it and would like to see 

this rolled out in the future
Would have my appts like this 

in the future

Sat waiting in the virtual room 

for 45 mins but wasn’t an issue 

as sat at home relaxing in the 

warm.
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On the day didn’t feel well, 

didn’t want to do video, may try 

again another day.

Doctor’s camera wasn’t 

working, connection lost, 

reverted to telephone 

appointment.

The video we developed as part of the CQA is an excellent resource to promote video

appointments and we will ensure this is shared across the Trust.

One of our change ideas, calling patients before their appointments to offer support to

attend their video appointments, increased uptake for Dr Wong's clinics in January 2023

to 8.4% against an average of 4.4% for the period of the CQA project.


