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Staff Interview Guide 

Project Title: Virtual Care during COVID-19 and Implications for Future Care Delivery   

Principle Investigators: Jennifer Rayner (Western University) 

 

INTERVIEW PROTOCOL 

We are meeting here today to discuss your experience with adapting and shifting your care to virtual 

platforms (e.g. phone, video calling via OTN or PS suites) for COVID-19. In particular, we are interested how 

this was implemented and implications for future care delivery.  

There are no right or wrong answers and you are free to not answer any questions you don’t feel comfortable 

with. If you need clarification on anything we ask, feel free to ask any time. We can stop this conversation at 

any time you with.  

 

Introduction   What’s your position and how long have you worked here at the CHC?  
If you’re comfortable, I am going to list 4 age categories and you can let me know which 
one you fall under. 20-30, 31-45, 46-60, 60+? 
Have you personally conducted virtual visits before COVID-19?    

Care 
Provision  

In a given week, what proportion of your time is currently spent providing virtual care?  

 Probe: What platforms have you used? Are there any you particularly like? 
Have you experienced any challenges?  

 Prompt: technical difficulties? Inability to read client’s body language?  

 Probe: Were there any concerns around privacy, security or patient safety? 

Can you describe how you usually conduct your virtual appointments and how that differs 
from in-person appointments?  

 Prompt: Do you have to provide any reassurances for your client? E.g. Ask if they 
are comfortable?  

 Follow up: Have you noticed any differences with your client’s behaviour? Do they 
seem comfortable with this type of care?  

 Follow up: Are there certain platforms they prefer more and why?  
Given your experience, do you feel that that this has impacted the quality of care you’re 
able to provide to clients in comparison to in-person visits?  

 Prompt: For example, impacts on your ability to build relationships with clients?  
Can you describe any changes in the number of clients you are seeing now compared to 
before COVID-19?  

 Follow up: Are these your regular clients? Have you been able to serve your 
regular clients? 

 Follow up: Have your working hours changed to reflect this?  

 Follow up: Have you noticed any differences with the length of appointments? 
Missed or cancelled appointments?  
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Can you describe any changes in the needs or concerns your clients are currently 
presenting with?  

 Probe: Do you feel that you/centre are able to adequately address their needs?  

 Follow up: Can you describe any changes in your ability to work inter-
professionally?  

Regarding your relationships with your clients, can you describe any changes since 
providing care virtually?  

 Probe: Are you able to connect with them in the same way you do with in-person 
visits?  

 Follow up question: If no  ask how they feel about those changes? 

Continuation 
of Virtual 
Care  

In your opinion, are there certain factors you think facilitated or hindered the rapid shift 
to virtual care at your centre?  

 Prompt: Current need, client access, funding, adequate training, existing 
technology, access to IT support?  

Can you describe some of the limitations and benefits of providing virtual care for your 
clients?  

 Prompt: Are there certain populations you see virtual care benefiting/struggling 
more than others?  

Can you describe some of the limitations and benefits of providing virtual care for you as a 
provider?  

 Prompt: Increased access for clients, not being able to read non-verbal cues from 
clients? Is providing care virtually stressful for you? E.g. I’ve had one provider tell 
me that they’re always worried they’ve forgotten to ask their client something. 

Given what you said, would you be interested in continuing to provide virtual care post-
pandemic?  

 Probe: Why or why not?  

 Follow up: Are there specific aspects of care that you would like to continue 
conducting virtually?  

 

 

 

Interview guide for Clients   

Project Title: Virtual Care during COVID-19 and Implications for Future Care Delivery  

Principle Investigators: Jennifer Rayner (Western University) 

 

INTERVIEW PROTOCOL 

We are conducting this study because we are interested in learning about your experience with virtual care 

and its impact on your health and wellbeing. In case you haven’t heard the term virtual care, it’s really just a 
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formal way of describing when a provider connects with 

you over the phone or through a video call to provide care.  

There are no right or wrong answers and you are free to not answer any questions you don’t feel comfortable 

with. If you need clarification on anything we ask, feel free to ask any time. We can stop this conversation at 

any time you with. The session here today is being recorded however any use of direct quotes will be de-

identified. 

Introduction  How long have you been a client at the centre?  
If you’re comfortable, I am going to list 4 age categories and you can let me know which 
one you belong to. 20-30, 31-45, 46-60, 61+? 
 
In general, how do you feel about the care you receive at the centre?  
When was the first time you received virtual care? Was that phone or a video call?  

 Probe: What type(s) of providers did you receive care from?  

 Probe: Was this your first appointment with this provider?  

 Follow up question: Have you participated in any more virtual appointments?  

Experience 
with Virtual 
Care 

How did you feel before your first virtual appointment?  

 Prompt: Were you comfortable with the idea?  

 Probe: Before your first appointment, were you given enough information/training 
about your virtual appointment? 

 Follow up question: Were you concerned about privacy (find a quiet place?), 
security?  

 Probe: Were you concerned about the quality of care? 
During your virtual appointment(s), did you experience any technical problems?  

 Prompt: Internet issues, access to a computer or phone? 

Quality of 
Care   

Can you describe how that appointment was different or similar to previous in-person 
appointments?  

 Prompt: Can you describe any clear differences between virtual and in-person 
appointments? 

 Prompt: Was the appointment shorter? Longer?  

 Probe: Was there anything else you noticed that was different?  

 Follow up question: Did you have any challenges expressing your concerns/issues 
to your provider?  

Referring back to your previous answer regarding the care you receive at the centre, how 
would you describe your relationship with your provider now?  

 Probe: Is that the same or different as before?  

Access Can you describe how your access to your provider has changed since COVID-19?  

 Prompt: Have you been able to “see” them as much as you did before?  

 Probe: Are you satisfied with “seeing” them that often?  

 Follow up question: Have there been any changes in wait times for appointments?  
Can you describe how your access to community programs has changed since COVID-19?  

 Prompt: Have you participated in any programs at the centre before COVID-19?  

 Probe: Are you participating in any that are being offered virtually now?  
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 Probe: Is that same, less or more compared to before? 

Continuation 
of Virtual Care  

Given your experience, would you be interested in continuing to receive care virtually after 
the pandemic is over? 

 Probe: Are there specific aspects of your care would you like to receive virtually?  
Was there anything you particularly liked or disliked about receiving care virtually?  

 Prompt: For example, not having to travel to the centre? Paying for parking or 
transportation, more flexibility around scheduling, not having to arrange childcare?  

 Follow up question: Are there any barriers or concerns you want to mention that 
you haven’t already?  

Do you have any last comments or questions?  
 

 


