
. Utilising the CARE measure for evaluating virtual 

care within pelvic health physiotherapy during the 

COVID 19 pandemic 

RELEVANCE

The CARE Measure 

measures empathy in the 

context of the therapeutic 

relationship . Empathy is key 

to  developing patient-

clinician relationships (Hojat

et al., 2013; Mercer & 

Reynolds, 2002), Influences 

positive outcomes (Elliott et 

al., 2011; Hojat et al., 2013), 

Improves patient compliance 

and patient satisfaction (Kim 

et al., 2004).

The pelvic health 

physiotherapy team in 

previous years scored highly 

on the care questionnaire at  

an average of 47.1. This 

evaluation is to see if the 

care provided during the 

covid pandemic scores as 

highly as usually care in 

previous year. 

CARE questionnaire is a 

National data base of 

316,320 questionnaires

High face and concurrent 

validity, internal and 

structural reliability

DISCUSSION & 

CONCLUSION

• Patients have perceived 

care to be positive during 

the lockdown covid

pandemic. 

• Virtual appointments 

provided adequate care for 

patients but this does not 

score as high as face to 

face care on empathy. 

• The representative sample 

tested is small compared to 

previous years

• Further assessment is 

needed to ensure 

consistency of empathy and 

care provided. 

• In future patient choice for 

both virtual and follow up 

appointments should be 

offered. 

PURPOSE
To evaluate how patients perceived 

care provided during the covid

lockdown using the care measure 

empathy score. 

To establish if telephone 

appointments are an effective 

means of communicating with 

patients in pelvic health 

DESCRIPTION OF 

THE STUDY

• During lockdown the pelvic 

health physiotherapy service 

changed to a new pathway of 

patient management. 

How our service changed 

during lockdown. 

• All patients were sent a video 

presentation regarding their 

diagnosis of what they could 

do to manage their condition 

and self manage. 

• This was followed by a 

telephone or video 

appointment on attend 

anywhere. 

• If urgent patients were seen 

as face to face alongside an 

obstetric appointment.

• Patients were seen by both 

non qualified physiotherapy 

students or qualified 

physiotherapists

Pre lockdown all patients 

were seen face to face with 

no virtual information or 

Virtual Appointment. 

WHAT WE DID

• 20 patients at random were 

telephoned and asked the 

CARE measure 

questionnaire. 

• The caller was different 

from the therapist who 

treated the patient. 

• Analysis using 

standardised care measure 

tool

• Results were compared 

against national average 

and last year. 

Themes  from open 

comments : 

Positive comments 

• Fully reassured 

• Helpful treatment 

• Very comfortable 

• Able to say all concerns 

• Video helpful 

• No more problems 

• Empathy 

• Best experience of her 

‘coronavirus pregnancy’

Negative comments

• Would prefer face to face 

• Connection problems on the 

video 

• Difficult to hear 

RESULTS 

Care measure score  

Virtual 

45.15 

2019 /2018

47.1

National PT average 

48.1


