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Abstract : This study aims to unravel which factors enhance accessibility of video consultations (VCs) for patients with low
digital  literacy.  Thirteen  in-depth  interviews  with  patients,  hospital  employees,  eHealth  experts,  and  digital  support
organizations were held. Patients with low digital literacy received in-home support during real-time video consultations and
are  observed  during  the  set-up  of  these  consultations.  Key  findings  highlight  the  importance  of  patient  acceptance,
emphasizing video consultations benefits and avoiding standardized courses. The lack of a uniform video consultation system
across healthcare providers poses a barrier. Familiarity with support organizations – to support patients in usage of digital
tools - among healthcare practitioners enhances accessibility. Moreover, considerations regarding the Dutch General Data
Protection Regulation (GDPR) law influence support patients receive. Also, provider readiness to use video consultations
influences patient access. Further, alignment between learning styles and support methods seems to determine abilities to
learn how to use video consultations. Future research could delve into tailored learning styles and technological solutions for
remote access to further explore effectiveness of learning methods.
Keywords : video consultations, digital literacy skills, effectiveness of support, intra- and inter-organizational relationships,
patient acceptance of video consultations
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