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Teams Delivering 
Services Virtually 
24/7

Values

FY2016/17 Strategic
Focus

Ambition
To virtually support kiwis to stay well

and connect them seamlessly with care when they need it

Where, what and how?

Motivated by 
Quality

Do the Right Thing
Pokohiwi ki 

Pokohiwi
Passion for Better

MH&A 

Specialists 

Health 

Advisors
Nurses

Poisons 

Officers

Emergency

Triage 

nurses

Deliver New 
Services that Solve 

Problems

Get Innovating 
Strengthen Our 

Operational 
Foundation 

Mental 

Health 

Nurses



Our Services
Depression 

Helpline



By the numbers

From 1 Nov 2015 to 7.47pm 19 July 2017

1m
Virtual contacts with New Zealanders 



Virtual Care – has to be a partnership



Public information

and campaigns

Personalised 

automated 

advice

Online

interaction

Personal

interaction
F2F

Website self-help

Social media channels

Media

Assessments

Symptom checkers

Monitoring

Targeted marketing

Apps

Chat

Email

Txt

Social messaging

Phone

Picture

Video

Referral to

F2F provider

Increasing clinical richness and cost

Patient’s

Healthcare

Home



All staff receive 

quality 

indicators & 

case reviews

11

Clinical 

Governance

Training 

and 

e-learning

External

Clinical

Governance

Committee

Joined up

mgmt

plans

Professional 

Development & 

Registration

Developing a high performing workforce 

Monthly group

supervision 

sessions 

High performing 

clinicians using 

depth 

of experience 

Call 

review

Evidence based 

tools and 

guides 

On the spot 

coaching

Policies &

Procedures

Investigation

& Root Cause

Analysis
Trend

Analysis



Co-design in session: participants from Police, St John Ambulance, Ministry of Health, CMDHB and Homecare Medical 



Storyboard of the 111 triage experience used in user testing and research sessions



Virtualisation in General Practice 
• Integrated

• Consumer and clinician developed for New Zealand 

• Uber or the Co-Op taxi app? 

• Need scale to do this

• What we are doing:

• International review (Ontario Experience)

• Trialling virtual consults in practices across Auckland and Christchurch

• Consumer co-design underway

• Then looking for solutions……..



• Scale 

• Need for expertise 

• System level approach

• Virtual care improves access 

Some final thoughts……. 

• Digital deprivation / no boundaries 

• Privacy – sort it

• Different channels different 

populations 

• Integration 
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