Visionflex Virtual Care
KPI and Outcomes Tracking
Site: [Site name]  |  Owner: [Name]  |  Tracking from: [Month YYYY]
Track these metrics monthly to monitor adoption, identify problems early, and demonstrate value. Start with what you can collect simply. You do not need to track every metric from day one. Add to the set as your service matures.
Replace M1, M2, M3 with the actual month names once you begin tracking.
Adoption and activity
	Metric
	How to collect
	M1
	M2
	M3
	M4
	M5
	M6

	Virtual care sessions per week (total)
	Booking system or manual count
	
	
	
	
	
	

	Sessions by use case (UC1 / UC2 / UC3)
	Booking system or manual count
	
	
	
	
	
	

	Active users per fortnight (clinical and admin)
	Login records or manual count
	
	
	
	
	
	

	Sessions completed without support needed
	Champion feedback or issues log
	
	
	
	
	
	


Safety and quality
	Metric
	How to collect
	M1
	M2
	M3
	M4
	M5
	M6

	Escalations triggered (count)
	Issues log and incident system
	
	
	
	
	
	

	Escalation types and outcomes (summary)
	Issues log review at monthly meeting
	
	
	
	
	
	

	Documentation compliance (spot check)
	Random sample of 5 records per month
	
	
	
	
	
	

	Privacy incidents or near misses
	Incident system
	
	
	
	
	
	




Experience
	Metric
	How to collect
	M1
	M2
	M3
	M4
	M5
	M6

	Patient experience pulse (1-5 scale)
	Short survey after consult (1-2 questions)
	
	
	
	
	
	

	Clinician confidence pulse (1-5 scale)
	Quick monthly survey or huddle check-in
	
	
	
	
	
	

	Qualitative feedback themes (summary)
	Champion feedback and survey free text
	
	
	
	
	
	


Reliability and operations
	Metric
	How to collect
	M1
	M2
	M3
	M4
	M5
	M6

	Call success rate (completed as planned)
	Booking system vs completed count
	
	
	
	
	
	

	Primary failure reason breakdown
	Issues log categories
	
	
	
	
	
	

	Mean time to resolve recurring issues
	Support ticket timestamps
	
	
	
	
	
	


Outcomes summary (quarterly)
Use this section to capture the broader outcomes that demonstrate value to your organisation, board, or funder.
	Outcome area
	What to capture
	This quarter

	Access improvement
	Reduced wait times, avoided travel, after-hours access enabled
	

	Avoided transfers or presentations
	Count of cases managed virtually that would otherwise require transfer
	

	Cost or efficiency gain
	Reduced locum costs, travel savings, avoided ambulance transfers
	

	Clinician or staff feedback
	Qualitative themes from staff about confidence and workflow
	

	Patient or family feedback
	Qualitative themes from patients, residents, or families
	

	Funder or compliance reporting
	Data points required by your funder or accreditation body
	


This is general guidance, not legal, clinical or financial advice. Always work within your scope of practice and your organisation's policies.
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