
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

PATIENT: RICH 

AGE: 74 

 
SYMPTOMS: 

• Requires increased 

education and support 

from Diabetes Education 

for new insulin pump 

• Due to COVID-19, Rich 

cannot bring his wife to 

his appointments with 

Diabetes Education Clinic 

 
PATIENT EXPERIENCE: 

• Efforts to include his wife 

in over the phone was 

unsuccessful 

• Since Rich and his wife 

struggled with his new 

insulin pump  software, a 

virtual appointment was 

not initially offered 

• During COVID-19, Rich 

and his wife became 

comfortable with 

technology and wanted 

to try a virtual visit 

• After several 

appointments, his wife 

became upset and 

frustrated with virtual 

visits. They missed the in-

person visits 

AMBULATORY & VIRTUAL CARE 

PATIENT: RICH 

Rich is a 74 year old resident of Moraviantown. He has been a 
Type One diabetic for 50+ years and manages well on an insu- 
lin pump. Rich’s wife is a major support for him and for years 
has accompanied him to all of his appointments at the Diabe- 
tes Education Clinic. Just prior to the pandemic, Rich started 
on a new insulin pump. With this comes an increased amount 
of education and support from the Diabetes Educators. 

 
Initial COVID-19 restrictions put in place prevented Rich from 
being able to bring his wife to his appointments and it quickly 
became evident that he was struggling in her absence. Efforts 
to include her in appointments over the phone proved to be 
unsuccessful. Considering that Rich and his wife had strug- 
gled with the software required for the new insulin pump, a 
virtual appointment was not initially offered, but it seemed like 
now would be a good time to see if this was something they 
would be willing to try. 

 
Turns out that with the restrictions in place because of the 
pandemic, Rich and his wife had been becoming more and 
more comfortable with technology as a way to connect with 
their family, so this made them feel like a virtual visit would 
work well for them. And it did, for several months. 

 
Two visits ago with Rich, his wife started to express her 
frustration with virtual visits. Despite the fact that they found 
the technology easy enough to use, they were starting to miss 
the in-person visits. At the last visit, Rich’s wife was visibly 
upset, and out of anger and frustration, made several upsetting 
comments to the educator. 

 
 

 
What can we do to improve the patient experience in the vir- 

tual platform we are providing patients and families? 

 


