initiatives for rural Galicia
Initiative

Phone Consultation in Primary Health Care

Address

Complexo administrativo de San Lázaro, s/n 15781 Santiago de
Compostela

Web

http://www.sergas.es

E-mail

innovacion.xestion.saudepublica@sergas.es

Contact person

Sonia Martínez Arca, General Director of Innovation and Public Health
Management

Legal formula

Public administration. Xunta de Galicia.

The experience
Within the strategy of SERGAS of focus the Health Care
System on patients' service, and considering the scattered
population, its aging and other facts, they are seeking to
improve the accessibility to the public health system and its
relationship with health services, promoting a system of
remote consultations and interaction with them.
Regarding to the attention to chronic diseases, they try to
promote the implementation of organizational systems of
care that allow remote consultations and interaction with
patients and caregivers by using the information and
communications technologies (ICTs).
The project relies on new technologies: interaction can be
made by phone, medical appointments can be requested
through a web and to provide service the medical staff can
refer to electronic medical recordings and to use, if
necessary, the e-prescription application.

Key Galician Features
Widely scattered population
Transport difficulties
Ageing

There is a social demand in relation to overcome the
difficulties of reconciling work and family life, and in
particular to solve incompatible schedules.

SERGAS and ICTs
Moving forward to a quicker response:
By better bridging users and practitioners
By linking them in a more efficient and faster way
Services delivering must be consistent with every time technology and with the actual citizens’ demands
New Tecnologies offer us unimaginable possibilities.
In Servizo Galego de Saúde we incorporate them on our everyday life, thus innovating our relationship
with patients.

Phone Consultation Service in Primary Health Care
Possibility to be evaluated and eventually treated by means of a new distance procedure in Primary
Health Care
When the process starts, patients freely choose the type of consultation they prefer. When they consider
that a face-to-face consultation doesn’t make a difference, they are entitled to make use of the new phone
consultation.
They also decide the telephone number to be reached by the doctor: the one which is recorded in the
electronic clinical history, the work phone number, the carer´s one, etc.

At the appointed time, Primary Health Care doctor phones the patient to the chosen phone number.
Assigned consultation time is the same, whether if it is face-to-face or telephonically.
The relevant consultation activity is recorded within the Electronic Clinical History.

E-prescription
If it's necessary an e-prescription can be activated by the doctor
If the problem behind the consultation couldn´t be properly solved by only using the distance–phonemode, the patient will be given a face-to-face appointment as soon as possible.

Results of the pilot experience
93% of patients said their experience was good or
very good
95% considered appropriated the time of consultation
93% considered appropriated the explanations given
High degree of satisfaction
Higher perception of accessibility
Avoids unnecessary and sometimes complicated
transportation.
Streamlines the consultations in Primary Health Care, while maintaining the same ability to deliver an
adequate medical response (dedicated time, recording,...).
Supports citizens' access to the consultation on a a new process (health problems, prescriptions
management, reports, ...).
Facilitates work and family balancing.

Starting in Galicia
It started in Galicia on December 2, 2013
Expected Outcomes:
To be the first patients choice in 10-15% of the consultations
To get a high degree patients satisfaction
To get a high degree of practitioners satisfaction
To keep a low degree of patients referrals to face-to-face
consultation ( < 3% )
474 Health Care Centres
8.532 Professional staff
2.008 Primary health Care doctors
12.781.032 Appointments in general practice (Primary
health Care)
1.300.000-2.000.000 consultations resolved without patients
displacement

