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Background and Purpose: 
Traditionally, consumer preparation and information collection at the Pregnancy 
Advisory Centre (PAC) relied heavily on manual processes. The consumer would 
arrive without preparation, with registration paperwork completed in the waiting 
room, resulting in clients spending up to two and a half hours at the centre. This 
approach not only burdened consumers but also limited the efficiency of healthcare 
delivery. Recognising the need for improvement, a digital pathway was introduced, 
aiming to enhance consumer experience and operational efficiency by streamlining 
pre-appointment processes.  
 
Approach: 
Consumers are invited by SMS to their digital pathway. They confirm their 
appointment, receive educational videos pre and post-appointment, and receive 
activity reminders, in a comprehensive digital pathway provided by a web-based 
platform. 
Staff manage the pathway through a real-time “dashboard” ensuring the consumer is 
prepared for care. Appointments can be rescheduled easily, reducing consumer fail 
to attend rates and overall wait times for services. A flag system within the digital 
pathway highlights clinical risks or administrative needs in real time.  
 
Outcomes/Impact: 
The transition to a digital platform resulted in operational efficiencies, reducing 
administrative burden, increasing workplace satisfaction among healthcare 
providers, while enhancing consumer knowledge and supporting informed consumer 
decision-making. 
Implementing digital pathways resulted in the following: 
reduced consumer visit times by forty-five minutes per visit, with more than 1800 
face-to-face consumer hours saved 
87% (or more than 2700) consumers enrolled on a digital pathway 
95% of consumers confirmed their appointment online 
96% of consumers completed their service forms digitally 
95% of consumers access educational material  
90% of consumers provided timely service feedback    
 
Innovation and Significance: 
This initiative represents a significant innovation in healthcare delivery, streamlining 
accessibility and improving health literacy and understanding for clients accessing 
abortion care, including those with limited literacy, or non-English speakers, thereby 
ensuring a more equitable healthcare experience. 
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