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Providing telephone navigation support helps improve access to primary healthcare for patients from disadvantaged neighborhoods and 

facilitates patient-family doctor attachment. Volunteers are well-suited to do this as they are low cost, provide a human touch to primary 

healthcare, use plain language, and take their time when talking with patients. 
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In Quebec, centralized waiting lists help unattached patients find a 

family doctor. Patients from disadvantaged neighborhoods wait 

longer on these lists and face barriers in connecting with a family 

doctor and accessing primary health care. 

 

 

 

 

 

 

A partnership of physicians, researchers and decision-makers co-

designed and implemented a telephone service to help these 

patients navigate the health system and connect with their newly 

assigned family physician.  

Objective 

Evaluate the impact of a lay volunteer telephone service to support 

patient navigation on access to primary health care. 
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Follow up on visit 

Confirm patient’s 

understanding  

Review next steps 

Answer questions 
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Mixed Methods Evaluation  

4 clinics 19 patient post 

interviews 

54 pre/post  

patient surveys 

Outcomes conceptualized and integrated based on 

Levesque et al.’s access framework (1). 

Helpfulness of the intervention 

89% Reported that the 

intervention helped access 

needed services 

70% Reported that the 

intervention helped 

improve their health 

Decreased feeling abandoned by the system 

No responsible doctor or nurse 

Too difficult or too long to be 

seen at the usual clinic 

Too difficult or too long to be 

seen by a specialist 

No one seemed to be 

responsible for my care 

Consulted providers didn’t know 

my personal health situation 
Pre              Post 

Pre                                                              Post 

Decreased access barriers 

No family doctor or nurse 

Difficulty getting an appointment 

Time to appointment too long 

Service unavailable when needed 

Difficulty contacting the clinic/doctor Pre              Post 

Pre 

“The guide was super nice, very attentive. 

I knew she was smiling the whole time 

she was talking to me. She made me very 

comfortable. She helped me prepare for 

my appointment and even sent me 

information flyers by email.” 

“It helped me a lot. We don’t know where to 

go as we are new to the area. This is the 

first time we have a family doctor so we 

don’t know what to do. We were a little 

worried my husband and I, so it was very 

reassuring.” 

“I felt like, at last, 

someone is looking 

out for me” 

Improved patients’ abilities to navigate the system 

Ability to perceive/seek 

Ability to engage 

* Statistically significant 

* Statistically significant 
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