
Patient perspectives on electronic 

consultation as an acceptable alternative to 

traditional referrals: the Champlain BASETM

eConsult service

Justin Joschko, MA

CT Lamont Primary Care Research Centre, Bruyère Research Institute

Clare Liddy, MD, MSc

CT Lamont Primary Care Research Centre, Bruyère Research Institute

Amir Afkham, BSc

Champlain Local Health Integration Network

Erin Keely, MD

The Ottawa Hospital

2016 CAHSPR Conference, May 11th



• Background and Objective

• Patients’ Experiences with the eConsult Service

• In Their Own Words

• Future Research

Overview



Barriers to Access
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A Solution: eConsult
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• Examine patients’ perspectives on the eConsult 

service. Specifically:

1) experiences with the eConsult service

2) attitudes towards its use in their care

3) opinions on it as an alternative to traditional face-to-

face specialist referrals

• Better understanding of the patient perspective will 

allow us to deliver better, more patient-centric care

Objective



• PCPs enrolled with eConsult discussed the study with 

patients when completing an eConsult case 

• Interested patients were contacted by telephone 

between June 2015 and January 2016 and completed 

fifteen-minute semi-structured interviews

• Interviews included closed- and open-response 

questions

• Team members conducted thematic analysis of open-

response questions using constant comparative 

approach

Methods



Results

• 43 patients agreed to be contacted; 30 completed 

interviews.

• Reasons for visits included skin ailments (25%), cardiac 

issues (21%), follow-up for tests (18%), and pain (11%). 
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Results
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Themes

• Three themes emerged regarding patients’ 

thoughts on eConsult

1) Access

2) Acceptance of eConsult

3) Strengthened Role of Primary Care



Access

• Quick responses

• More timely access to specialist

• Better access for rural/remote patients

• Cost saving (for patient and health system)

She took photos of both my hands [and] sent them 
through the eConsult and within 24 hours I was back in 
the office [with a prescription].



Acceptance of eConsult

• Helpful

• Reassuring

• Considered eConsult a good idea

• Useful in some circumstances but not others

It was really, really helpful and I was so happy that it 
was available. I didn't even realize that they were doing 
this. So when [my PCP] explained it to me, I was very 
happy that this was possible.



Strengthened Role of Primary Care

• Avoided unnecessary appointments

• Access to specialist knowledge

• PCP can advocate on patient’s behalf

• Streamlined service, “one stop shop”

It just kind of gives me a bit of peace of mind knowing 
that there’s more than one person involved in making 
the decision […] It’s kind of nice to know that there’s 
other people involved in looking at the file and making 
that determination.



In Their Own Words



Limitations

• Patients drawn exclusively from Champlain LHIN

• Potential for participation bias

• Results not generalizable to other services/regions
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Next Steps

• Compare patient outcomes for eConsult versus traditional 

model

• Explore patients’ experiences with the health care system



For more information, check out our eBook

Thank You!

Available in ibook (for Mac) and pdf (for PC) from

www.ChamplainBASEeConsult.ca

https://itunes.apple.com/us/book/id1108131512

