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Introduction  
The COVID-19 pandemic in the U.K. led to national guidance to suspend all routine dermatology work. 1 In view of these 
challenges; facing a depleted workforce and reduced capacity to see face-to-face patients, it became imperative to use remote 
consultations to care for our patients. Telephone consultations were therefore used to assess follow up patients where possible.  
 
Aim 
To evaluate patient satisfaction of telephone consultations during the COVID-19 pandemic in the Royal Derby Hospital 
Dermatology Department. 

Method  
We obtained a list from admin for all patients who had a telephone consultation between 1st April and 29th May 2020. We then 
sent a letter to the patients inviting them to participate in the survey via post or survey monkey with a link and QR code.  
The survey was designed using clear, non-leading questions to minimise bias. The questions evaluated: (i) risk for COVID (ii) ease 
of describing lesions, and having concerns dealt with over the phone (iii) experience of receiving blood tests and prescriptions 
remotely. This was done using a five point scale. The results were anonymous and patients were invited to give further 
comments if they wished to.  
 

Results 
• 70 out of 488 patients completed the survey.  
• 69% were shielding. 

 
• 81% patients were completely satisfied with the length 

of time for their telephone consultation. 
• 61 out of 70 patients found it very easy to express their 

concerns                         
• Of the patients who had concerns, 93% felt that their 

concerns were definitely met by the doctor/nurse. 
• 46 out 70 patients found it easy to some extent or very 

easy to describe their rash/lesion over the phone 
• To those whom applicable, 84% had an easy experience 

of receiving prescriptions 92% receiving blood tests 
 

• 70% were completely     
satisfied with the                             
outcome of  their                           
telephone                     
consultations  
 
 

• In terms of future                               
preference, 33 out of        
70  would still want to     
have face-to-face                      
appointment 

Discussion  
The majority of patients were satisfied with the length of 
time for their telephone consultation. Whilst some studies 
have shown that patients can be unhappy with the length of 
time with telephone consultation and doctor-relationships,2 
others have shown no statistically difference between 
satisfaction with telephone consultation vs face-to-face 
consultations.3 Furthermore 93% of patients seemed to be 
very happy with how their concerns were addressed over the 
phone. This did not appear to be an issue, as found in other 
studies where main themes were patients feeling that the 
doctor had not comprehended their concerns.4 Although 
most patients were very satisfied with their outcome, a high 
proportion (33 out of 70) still would prefer a face-to-face 
appointment in the future. This rate is similar to studies 
looking at patient satisfaction outcomes with telemedicine.5 
 
Limitations 
Firstly there was a relatively small sample size, with low 
survey uptake. Secondly, our study captured patient 
satisfaction at the height of the COVID-19 peak and lockdown 
therefore, patient satisfaction may have been over-
represented.  
 
Conclusion  
This study demonstrates that although patient satisfaction 
can be achieved  using remote consultations, it does not 
necessarily equal a good outcome. Since returning to normal 
activity us dermatologists have found that in many cases 
face-to-face is the better way to treat skin disease , however 
a cohort of patients can be managed remotely and this 
survey suggests that patients do find it helpful.  
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