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Virtual Healthcare expanded rapidly across NSW
during the COVID-19 pandemic. However,
implementation was reactive and occurred in
response to immediate service pressures,
resulting in variation in governance, workforce
capability and operational models across Local
Health Districts (LHDs) and Specialty Health
Networks (SHNs).

NSW Health has subsequently recognised the
need for a coordinated, statewide approach to
sustainably integrate virtual care into routine
service delivery.

May & Finch (2009) suggest that successful
virtual care implementation requires alignment
between policy, governance, workforce capability
and organisational culture.

In NSW Health, these challenges are amplified by
the complexity of operating across multiple
jurisdictions, funding arrangements and
healthcare providers. Virtual care services must
also navigate multiple reporting lines and
overlapping professional governance structures,
with clinicians accountable to both organisational
management and profession-specific regulatory
standards.

This study aims to examine how an
evidence-based, policy-oriented framework can be
developed to support the sustainable, equitable
and system-wide integration of virtual healthcare
within the NSW health system.

Using the PICO framework (Schardt et al., 2007),
the research question is structured around key
stakeholders in NSW Health including clinicians,
policymakers, health services.

Comparison of NSW with the UK and Canada will
identify transferable policy approaches while
considering differences in health system and
governance contexts.

0 address the identified gaps in the research to
date, this study adopts a mixed-methods research
design, integrating policy analysis, stakeholder
engagement, and expert validation across three
phases to ensure methodological rigour and policy
relevance:

 Phase 1: Scoping review of the literature and
policy landscape on virtual healthcare
implementation, policy frameworks, and system
integration challenges in NSW.

 Phase 2: Stakeholder Perspectives on Virtual
Healthcare Policy and Implementation in NSW
-Health.

 Phase 3: Developing and Validating a Policy
Framework for Sustainable Virtual Healthcare
Integration in NSW: A Mixed Methods Study.
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Figure 1. Sustainable Virtual Healthcare Framework.
Adapted from Greenhalgh et al.'s (2017) Non-adoption,
Abandonment, Scale-up, Spread and Sustainability
(NASSS) framework, Complex Adaptive Systems theory
(Plsek & Greenhalgh, 2001), and the NSW Virtual Care
Strategy 2021-2026.

I RESEARCH IMPLICATIONS

This study will extend the application of existing
policy and implementation science frameworks within
the context of virtual healthcare.

By combining the Policy Analysis Triangle, Diffusion
of Innovations Theory, CFIR, Health Equity and
Health System Resilience frameworks, the research
provides a more comprehensive understanding of
how policy succeeds or fails in practice focusing on
sustainability, system integration and policy
effectiveness..

I APPLIED IMPLICATIONS

This study will generate a practical policy framework
that can inform decision-making across NSW Health
and potentially other jurisdictions.

The framework is intended to support governance
reform, funding sustainability, workforce readiness
and equitable access bridging the gap between
policy development and real-world implementation.
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