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Introduction 

This essay conducts an examination of the implementation, integration, benefits, and challenges of Video Consultation software (VC)  in Wales, with particular emphasis on Aneurin Bevan University Health Board (ABUHB). It evaluates how effectively the VC platform supports digital transformation and patient‑centred care through the FITT Framework which evaluates the fit between users, individuals, work processes tasks, and the technology, considering relevant Welsh digital standards, national health technology strategies, and staff expectations. 
The primary purpose of the VC solution was to provide Virtual appointments, follow ups and reviews when face to face care was limited. This approach supported the vision set out in A Healthier Wales and the Welsh Digital Health and Social Care Strategy (Welsh Government, 2018). Within ABUHB, VC has moved from a pandemic contingency to a strategic solution, for modern health systems  (Tec Cymru, 2021).

The rapid rollout VC across Wales shows how quickly digital services are being adopted. Understanding the benefits and challenges is key to improving future digital health initiatives (Welsh Government, 2023).
Continued investment would enable VC to grow across more specialties and settings, offering a flexible and accessible model of care. By increasing choice and convenience, VC improves patient experience while reducing travel, time, cost, and environmental impact (Aneurin Bevan University Health Board, no date). Table 1 provides definitions of key terms referenced in this essay to aid understanding.

Table 1 –Definitions  

	
	Definition
	Reference

	Aneurin Bevan University Health Board 
	ABUHB is the local health board of NHS Wales for Gwent. Headquartered in Caerleon
	(Aneurin Bevan Health Board, no date)
	Tec Cymru
	TEC Cymru is a national programme funded by the Welsh Government that helps bring technology into care services in Wales.
	(Welsh Government, no date)
	Video Consultation 
	Virtual Pre-Agreed appointment between Patient and Healthcare Provider
	(Crown Commercial Service, no date)
	Attend Anywhere
	The Video Consultation  provider solution
	(Crown Commercial Service, no date)
	Welsh Roadmap Health Care
	Promotes shared responsibility for keeping people and communities healthy, with a strong focus on prevention and early help
	(Welsh Government, 2023)
	A healthier Wales 
	The Welsh Government's long-term plan to transform health and social care. It is a plan to improve health and social care by focusing on prevention, community care, technology, and working together across services.

	(Welsh Government, 2018)


Welsh digital strategies including the Welsh road maps and “A healthier Wales” outline a long-term  vision to modernise health and social care through a digital‑first approach. Key initiatives include the implementation of VC services. (Welsh Government, 2023), (Welsh Government, 2018).
ABUHB in partnership with Tec Cymru led the procurement and deployment of a VC platform for NHS Wales, which provided care to around three million people across multiple Health Boards and Trusts. (Tec Cymru, 2021).

Attend Anywhere was selected as the VC platform. It is a secure, browser-based system that allows patients to join appointments without installing software and provides virtual waiting rooms, strong security features, and integration with clinical workflows. Crown Commercial Service, no date). Its proven track record in Australia and Scotland, demonstrating reliability and advanced functionality for video consultations further supported this.(Wardhaugh, 2020). The platform was introduced with a set of clear strategic objectives including reducing unnecessary hospital attendance and maintaining continuity of care captured within the “Benefit Strategy” planning document ((Benefit Strategy, no date). 

The timeline in Table 2 illustrates key milestones in the adoption of VC within healthcare, 
Table 2 – Implementation Timeline

	Date / Period
	Task / Milestone
	Reference

	2018
	Initial pilot of VC in Wales led by TEC Cymru and Aneurin Bevan UHB to test feasibility and gather evidence for national scale
	(Welsh Government, 2018)



	Early March 2020
	Welsh Government request to enable video consultations for 405 GP practices within 12 weeks (by 20 May 2020).
	(Welsh Government, 2020)
	March 2020
	Minister Gethin Vaughan approved the national rollout of VC as part of the Welsh Government’s COVID‑19 response.
	(Gov Wired, 2020)

	March–April 2020 (First 7 weeks)
	87% of GP practices technically enabled, trained, and live across Wales.
	(Welsh Government, 2020)
	Late March 2020
	Scope expanded to include secondary care, therapies, and community services.
	(Welsh Government, 2020)

	April 2020
	VC Service rolled out across all Health Boards, supporting safe and flexible remote care in line with A Healthier Wales.
	(Welsh Government, 2018)


	2020–2021
	Embedding into routine practice: business case approved Dec 2020, securing continued funding to scale VC across NHS Wales and extend into wider health, social care, and education settings.
	(Meredith, 2022)

	Post‑2021 (Ongoing)
	Integration of VC into routine clinical workflows and alignment with the Welsh Digital Health and Social Care Strategy.
	(Welsh Government, 2018)




 Following the announcement from the Minister of Health and Social Services in Welsh Government, Gethin Vaughan (Gov Wired, 2020) , the VC service expanded rapidly. Implementation was prioritised immediately, with staff redeployed to create a joint implementation team dedicated to the fast rollout of the service across Gwent GP practices, and subsequently across secondary and community care (Welsh Government, 2020). Owing to the rapid and unique nature of the rollout, the size of the joint implementation team across ABUHB and TEC Cymru is not formally recorded. However, it is known that the multidisciplinary core team was led by Programme Lead Sarah Khalil of TEC Cymru. (Welsh Government, 2020)
Implementation followed a structured PDSA (Plan–Do–Study–Act) methodology, with key activity areas including establishing security compliance, configuring, and deploying infrastructure, providing staff training, delivering communication campaigns, and creating ongoing collaborative working groups(Welsh Government, 2020) (Table 3).
Table 3 - Highlights Implementation task points. 
	Area
	Task 
	Reference

	Security
	Establish Security compliance 
	(Welsh Government, 2020)
	Configure Solution
	Configure the solution and ensure correct infrastructure in place
	(Welsh Government, 2020)
	Deployment
	Set up infrastructure and Deploy solution
	(Welsh Government, 2020)
	Training
	Provide and deliver Training and support for Staff
	

	Communication
	Create awareness Campaigns
	(Welsh Government, 2020)
	Collaborative Working
	Create and continue Collaborative working groups throughout implementation and deployment
	(Welsh Government, 2020)


Methods 

This study uses a mixed-method approach for data collection, combining document analysis with qualitative feedback to provide a comprehensive understanding. Document sources were collected through review of Welsh Government policy reports, national programme guidelines, peer-reviewed articles, and organisational records from ABUHB and TEC Cymru. Finally, procurement documentation qualitative data were gathered via structured input from ABUHB project managers, implementation leads, and user feedback on the VC solution. In addition, feedback from healthcare professionals including nurses, doctors, and administrative staff was collected following observations and conversations about their experiences using the VC system, providing insight into real‑world adoption and challenges.

 This triangulated collection method ensured alignment between official policy and practical experience, enhancing validity. Unpublished internal documents were included where they offered unique operational insights, however these documents may have limitations, such as reliance on unpublished internal documents and bias.
To examine the factors influencing the implementation and success of VC within ABUHB, this assignment applies the FITT Framework (Ammenwerth, Iller and Mahler, 2006) (Figure 1). The FITT model assesses how individuals, tasks, and technology interact to influence successful health IT adoption. This is highly relevant to ABUHB’s rapid rollout of VC during COVID‑19, where effective alignment between staff, workflows, and digital tools was essential. The main factors affecting VC adoption are summarised in Table 4.

· Individual - This refers to  the human factor, the individuals who utilise the system.
· Task - This refers to  the solution goals of the technology – How the Technology will function to achieve the Tasks required.
· Technology – This refers to  how the technology completes the required tasks.
[bookmark: _Hlk218967402]By examining the alignment between these three elements, the FITT framework enables an assessment of the factors that contributed to the adoption, usability, and overall success of the VC solution within NHS Wales (Ammenwerth, Iller and Mahler, 2006).
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Figure 1 - FITT Framework- FITT Framework to assess usability (Steele Gray et al., 2016)
	 
Table 4 - VC FITT Framework Highlights
	FITT Framework Areas
	Groups / Areas 
	Key Considerations

	Individual
	 Programme Leads, Magers, Staff, Training Teams, and stakeholders
	Digital Literacy, Attitudes towards VC, Training roll out and uptake

	Task
	The task of the VC solution was to provide Virtual appointments, follow ups and reviews where other forms of patient appointments were not available.
	Clinical Workflows, are the VC appointments suitable for the Patient

	Technology
	Attend Anywhere Platform: Core VC tool.

	Is the infrastructure in place, and does the technology embed/connect to  the required systems?



Within the FITT framework in Figure 2, thunderbolts are utilised to identify areas of risk,  of risk or misalignment, particularly in the interactions between the Individual and the Task, and between the Individual and the Technology. These markers draw attention to points where the introduction of VC may create workflow disruption, uncertainty, or barriers to adoption. Using a consistent visual notation allows clearer comparison across data sources and helps identify recurring patterns of risk 

Sun Symbol: Represents success. When people’s skills and attitudes align with tasks and technology, video conferencing works well—bringing clarity, efficiency, and satisfaction, indicates good fit.
Thunderbolts: Represent risks. These usually come from technology issues like poor usability, unreliable performance, or lack of integration, which can disrupt workflows and reduce adoption or such as clinician uncertainty about remote decisions without physical examination.

While models focusing on individuals, tasks, and technology provide useful insights, they do not fully account for wider organisational and environmental factors that influence digital health projects. A comprehensive understanding requires consideration of sociotechnical and contextual elements that shape adoption and sustainability. This is particularly important given the lessons from previous large-scale programmes, such as the NHS National Programme for IT, which failed partly due to inadequate stakeholder engagement, limited attention to organisational context, and overly centralised delivery approaches. Successful implementation of digital solutions demands recognition of the complexity of change and the interplay between people, processes, and organisational environments(Justinia, 2017). 
Results 

Evidence indicates that while VC rapidly became a principal component of healthcare delivery during COVID‑19, its implementation required significant cultural, technical, and organisational change. Staff across Wales were positive about VC,(Johns et al., 2022) but surveys from ABUHB and Tec Cymru highlight persistent barriers affecting both patients and clinicians (Ahuja, 2021; Smith, 2021) reviewing these barriers together shows how people, organisations, and technology all interact in ways that can make successful change more difficult

Barriers to adoption  of VC

Table 5 outlines the main barriers that have affected both patients and staff in adopting VC services. Presenting these barriers together helps illustrate how individual, organisational, and technological factors interact to constrain successful digital transformation.

Table 5 – Barriers in adoption of VC
	Barrier
	

	Patient Barrier

	Not enough guidance on how to use video platforms.
Limited awareness that video consultations are available.
Low technical skills and confidence

	Staff Barrier

	Lack of technical confidence
Strong preference for face-to-face care
Poor integration between video platforms and clinical systems
Extra burden of supporting service transformation alongside clinical duties


	Overall Impact

	These issues make it harder to achieve lasting cultural change and widespread adoption of digital health solutions.




Healthcare professionals, including nurses, doctors  and administrative staff reported that although they possessed the computer literacy and clinical knowledge required for VC, adapting to new ways of working was not straightforward. Discussions with the health care professionals indicated reluctance to change established clinical practice, with some clinicians concerned that virtual consultations might reduce the quality of patient interactions or limit their ability to conduct safe assessments without physical examination. This uncertainty led to inconsistent use of VC and hesitation in making clinical decisions remotely, particularly when guidance for virtual diagnosis was unclear(Smith, 2021).
Patients similarly faced challenges performing essential consultation tasks, including logging into appointments, and maintaining a stable connection, often due to low digital confidence or poor internet access (Smith, 2021). Staff surveys also reported task‑related disruptions linked to connectivity problems and difficulties integrating VC into existing workflows (Johns et al., 2023)). Collectively, these issues weaken user–task fit and underscore the need for ongoing support, clearer processes, and targeted confidence‑building.
Questions were raised regarding whether the technology underpinning the VC platform had been sufficiently tested and validated for widespread clinical use. Retrospectively, the FITT framework helps illustrate these concerns , showing where misalignment occurred.  

Discussions with the project lead and system users confirmed that the main barrier to implementing video consultations was insufficient training and formal guidance. Clinicians, used to face‑to‑face care, lacked confidence in using digital platforms, and the absence of clear best‑practice standards made it difficult for them to adapt their workflows effectively. These challenges disrupted established workflows and created uncertainty about when to use video consultations. The absence of clear clinical guidance made it difficult for staff to adapt and apply clinical judgement digitally. Many clinicians, whose professional identity is rooted in face‑to‑face practice, were concerned that virtual care might diminish their role and compromise the quality of patient assessment.
Benefits of VC 
Despite the barriers, benefit realisation data from ABUHB shows strong advantages linked to VC use(Benefit Strategy, no date)highlights strong advantages, including reduced travel and waiting times, fewer unnecessary face-to-face appointments, more efficient use of staff time, and improved access to care. However, while VC offers clear benefits, its long-term sustainability depends on addressing key challenges such as digital skills, workflow integration, and organisational readiness. Furthermore, variation in adoption across Wales should be leveraged to develop more resilient and locally tailored digital services (Table 6).

The national VC(VC) service has demonstrated significant effectiveness and positive reception across Aneurin Bevan University Health Board (ABUHB), offering a safe, accessible, and environmentally sustainable model of care with benefits that outweigh its challenges (Ahuja Alka, 2022) To date, the service has delivered over 350,000 consultations, with evidence indicating that 92.4% of patients and families report high satisfaction across more than 50 clinical specialties. A wide range of appointment types have been deemed appropriate, and approximately 85% of cases have avoided the need for in-person contact (Ahuja Alka, 2022).
Findings from programme evaluation surveys demonstrate several clear advantages associated with the adoption of VC, including improved patient experience, better coordinated care, more efficient use of staff time, and increased access to services (Smith, 2021) . A summary of these benefits, based on data collected between September 2020 and February 2021, is presented in Table 6

Table 6 – Benefits of VC September 2020-Feburary 2021
	Benefit 

	Evidence
	Citation

	Improved patient experience -reduced travelling times 
	Eighty-two percent of. 2k clinician responses stated that they saved time on travel.
Three percent Reported no benefit
	(Smith, 2021)
	Better coordinated care 
	Fewer unnecessary attendances to hospital
Approx. 5k clinician and patient survey responses received - 70% felt of that a virtual visit prevented the need for a face-to-face appointment
	(Smith, 2021)
	Improved resource management by more efficient use of staff time 
	Of the approx. 2k clinician responses, 69% shared that VC was beneficial or beneficial for allowing more efficient use of time and space.
Seven percent responded to say that this was not the case for them
	(Smith, 2021)
	Increased access to care
	Approx. 1.9k Clinician survey responses received  - 67% stated that VC helped increase access to care
	(Smith, 2021)


Discussion 
The findings in this essay were analysed using the FITT framework, which examines how well individuals, tasks, and technology align with one another. This approach was used to assess how these areas of alignment, or misalignment shaped the adoption and use of the VC service within ABUHB
Individual -Task fit
The results show a clear misalignment between clinicians and patients, and the tasks needed for effective virtual care. Clinicians were hesitant to make remote decisions, particularly when physical examination was normally required and guidance for virtual assessment was unclear (Smith, 2021) This is supported by national findings that show, although staff recognise the benefits of VC, uncertainty about clinical safety and appropriateness can limit its routine use (Johns et al., 2023). Patients also reported face barriers such as limited device access, poor internet connectivity, and low digital confidence, particularly among older adults (Smith, 2021) low digital confidence and difficulty completing basic steps like logging in or maintaining a stable connection, further weakening individual task fit. similar issues were reported across the UK, where preferences for face‑to‑face care and varying levels of digital confidence affect users’ ability to complete consultation tasks remotely(Johns et al., 2023)

Findings align with wider survey evidence from (Johns et al., 2022)), who reported that most of the 1,256 NHS staff surveyed viewed VC positively despite some challenges. This reflects broader research showing that digital literacy, usability, and reliable support are crucial for successful engagement (Johns et al., 2023). When users lack the necessary skills or equipment, barriers arise at the user–technology interface, even when motivation is high.

Individual-Technology fit
The technology underpinning the VC platform raised questions about whether it was sufficiently tried and tested for large‑scale implementation. The FITT framework helps illustrate this retrospectively.
individual–technology fit was strongest when staff received onboarding and support, and weakest when users faced technical or access issues. Support was provided through online self‑help resources and reusable materials, alongside printed guides, web content, e‑learning, and additional on‑site or virtual training. Together, these formed a consistent support system that enabled effective and sustained use of the VC platform services.(Tec Cymru, 2021; Meredith, 2022). Some patients also struggled with devices, internet connectivity, or navigating the platform (Smith, 2021) When users lack the necessary digital skills or equipment, it creates barriers at the user–technology interface, even when they are motivated to use the system (Ammenwerth, Iller and Mahler, 2006). 

Task-Technology fit
Across ABUHB, VC delivered clear benefits such as reduced travel, improved access, and more flexible scheduling(Benefit Strategy, no date). However, long‑term success requires addressing misalignments across all  FITT areas. While task–technology fit was strong, the main challenges lay in individual task and individual technology fit. This reflects wider research showing that adoption is limited when digital confidence, usability, guidance, or infrastructure are lacking (Johns et al., 2023) Lessons from large‑scale digital programmes such as NPfIT emphasise the need for strong stakeholder engagement, incremental implementation, and sociotechnical awareness to ensure solutions meet user needs (Justinia, 2017)
[bookmark: _Hlk219709626]Improving alignment across FITT domains will require ongoing investment in training, clearer guidance, better system integration, and stronger support mechanisms. With these improvements, the VC platform has strong potential to become a reliable, sustainable, and widely adopted component of healthcare delivery in Wales. The VC solution offers a sustainable, patient-centred alternative that brings care closer to home and contributes to wider health system goals.(Welsh Government, 2018, 2023)

Continued investment would allow the VC service to expand across multiple specialties and settings, providing a flexible and accessible model of care for patients, families, and staff. By increasing choice, improving convenience, and enabling greater care, VC enhances patient experience while also reducing travel, time, cost, and environmental impact. (Aneurin Bevan University Health Board, no date)
The findings indicate that although VC in Wales faces notable challenges across all areas of the FITT framework, these obstacles are manageable. Enhancing training, improving technical reliability, strengthening feedback mechanisms, and involving clinicians and patients more effectively in the development and use of the system will be critical to improving the alignment between users, tasks, and technology. With continued  investment , the VC platform has strong potential to become a reliable, sustainable, and widely adopted component of healthcare delivery in Wales.

For VC to remain a sustainable long‑term service, ABUHB must address both technical and human factors. This includes improving usability, reliability, and system integration, while also strengthening training and providing clearer guidance. Applying lessons from previous rollouts is essential. Without targeted improvements in these areas, use of VC may decline, especially as face‑to‑face appointments become more available.

Figure 2 below summarises the key areas of alignment and misalignment identified in the analysis by mapping them against the FITT framework. It visually highlights how individual, task, and technology factors interact to influence the success of video consultations within ABUHB.

[image: ]
Figure 2 -FITT framework for virtual consultations to illustrate alignment and misalignment. 
The findings show that while video consultations offer clear benefits, such as reduced travel and improved access, misalignments across the FITT framework continue to limit adoption. If these issues are addressed, VC has strong potential to become a sustainable and widely used model of care within ABUHB and across ABUHB.
I confirm that this essay is my own original work and does not include text created by a generative artificial intelligence tool.
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