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Abstract

Background: The COVID-19 pandemic affects the processes of routine care for chronic patients. A better understanding
helps to increase resilience of the health system and prepare adequately for next waves of the pandemic.

Methods: A qualitative study was conducted in 16 primary care practices: 6 solo working, 4 monodisciplinary and 7
multidisciplinary. Twenty-one people (doctors, nurses, dieticians) were interviewed, using semi-structured video interviews.
A thematic analysis was done using the domains of the Chronic Care Model (CCM).

Results: Three themes emerged: changes in health care organization, risk stratification and self-management support. All
participating practices reported drastic changes in organization with a collective shift towards COVID-19 care, and
reduction of chronic care activities, less consultations, and staff responsible for self-management support put on hold. A
transition to digital support did not occur. Few practitioners had a systematic approach to identify and contact high-risk
patients for early follow-up. A practice with a pre-established structured team collaboration managed to continue most
chronic care elements. Generally, practitioners expected no effects of the temporary disruption for patients, although they
expressed concern about patients already poorly regulated.

Conclusion: Our findings show a disruption of the delivery of chronic care in the Belgium prim care context. In such
contexts, the establishment of the CCM can facilitate continuity of care in crisis times. Short term actions should be
directed to facilitate identifying high-risk patients and to develop a practice organization plan to organize chronic care
and use digital channels for support, especially to vulnerable patients, during next waves of the epidemic.
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Background
The COVID-19 pandemic has had a profound impact on
public health, resulting in excess death rates of 170,000 in
Europe and of more than 100,000 in the USA [1] during
the first outbreak. However, not all people are equally

affected by the virus; people with diabetes or cardiovascular
disease had a 2,5–3,9 times higher odds of being infected
[2], with infection generally resulting in worse outcomes
and a higher mortality rate in elderly people and in patients
with comorbidities such as hypertension, cardiovascular
disease, chronic respiratory disease, chronic kidney disease
and diabetes [3].
People with chronic conditions, however, are not only

affected by the COVID-19 pandemic in a direct manner,
but also in an indirect manner. The COVID-19 pandemic
disrupts entire societies, including the routine health care
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systems. The unprecedented scale of this pandemic pro-
vided a significant challenge to modern medical care, re-
quiring a collective shift towards the acute care for
COVID-19 patients with severe presentation in hospitals, as
well as the optimisation of infection control in the commu-
nity. This comprehensive effort to contain the pandemic
and minimize the subsequent morbidity and mortality has
affected both the continuity and quality of care for patients
with chronic diseases [4].
Resources at all levels have shifted away from chronic

disease management and prevention during the out-
break, and the lock-down of many services has trans-
lated into reduced access, a decrease in referrals and
reduced hospitalisations of patients with non-COVID-
19 pathology [5]. Scattered reports suggest chronic
patients have postponed health care seeking [6], some
of them because of the fear of getting infected with
the coronavirus [7]. In addition, patients have less op-
tions for community-based support and care. This
leads to a serious concern about the indirect health
footprint of COVID-19, especially on chronic diseases
with increased complications and accelerated progres-
sion due to delayed and diminished access to second-
ary care and to a disruption in follow-up at primary
care level.
These concerns indicate the need for an analysis of

chronic care adaptation during the COVID-19 pandemic.
Primary care providers have been struggling how to or-
ganise chronic care amidst the peak of the outbreak, when
infection risk was high and resources extremely tight [8].
Pressure of COVID-19 on primary care is well docu-
mented, but the associated adaptation for chronic care is
less so [9]. Chronic care models are based upon product-
ive and active interactions between a patient, their infor-
mal care givers and the health care team, facilitated by a
strong health care organisation and community embed-
ding. Important research questions in relation to COVID-
19 crisis are: How is such a model adapted in a context of
a pandemic, in which the danger for serious and wide-
spread infections absorbs most resources, and drastically
changes the physical and social context in which to deliver
care and support? How do primary care providers adapt
their chronic care models to emerging crisis situations?
How is the workforce adapted and what is prioritized?
And what can we learn from these responses for the resili-
ence of chronic care models?
This paper addresses this gap by examining the pri-

mary health care response among primary care providers
in Belgium. The study aims to examine how both con-
tent and delivery of chronic care is being affected by the
pandemic. Better understanding can enable us to identify
ways to increase the resilience of the health system and
be better prepared for flare-ups of the COVID-19 epi-
demic and other emergency situations.

Methods
Context and study population
This study was performed among primary care prac-
tices in Belgium. Belgium has registered an estimated
842,2 deaths per million inhabitants in the beginning of
June [10], and the all-causes excess mortality of the first
wave was the highest in Europe after Spain and Eng-
land, almost double that of the USA. Five weeks after
the first confirmed case in Belgium, in the context of a
shortage of protection material, the federal government
in collaboration with the National institute of Public
Health: Sciensano issued an emergency plan for general
practice with guidelines that stated to postpone all non-
urgent care and to start triage centers [11] for COVID-
19-suspected complaints. After emergent signals of an
increasing burden on emergency units of non-COVID-
19 patients with urgent problems having postponed
needed care, the guidelines explicitly allowed the
provision of chronic and psychiatric care [11] if urgent
and to prevent worsening. Six weeks thereafter, general
practices were allowed to re-open for non-urgent care,
provided they maintained strict COVID-19-prevention
and hygiene measures. With the introduction of the
emergency plan, teleconsultations became permitted
and remunerable, a novelty that had been postponed
since many years. Suddenly, physicians were now ex-
pected to triage patients with complaints by phone. But
teleconsultations were also explicitly allowed to guaran-
tee the continuity of care for patients with chronic dis-
eases. In this period 25% of Belgian patients saw their
consultation with the general practitioner postponed,
whereas in 33% of the cases it was switched to a tele-
consultation [12].
The study was an additional study embedded in a lar-

ger study on the scale-up of integrated care for diabetes
and hypertension, SCUBY [13]. General practitioners
work traditionally as self-employed providers in small
practices, but over recent eras some practices are being
transformed into small multidisciplinary group practices.
It concerns only a small number of practices, in which
the GP stays the central health care professional, but
delegates some tasks to e.g. nurses or dieticians. For the
current study General practitioners (GPs) were re-
cruited in a semi-rural area in the northern part of
Belgium (Flanders), as in this region a mix of the differ-
ent practices types was present. Practices were selected
purposively, in order to reach different practice types
and recruited by phone. Data collection occurred until
data saturation, which was reached after twelve inter-
views. Purposive selection was done to recruit an equal
number of GPs from different types of practices: solo
working, monodisciplinary group practices and multi-
disciplinary group practices (with at least one nurse or
a dietician).

Danhieux et al. BMC Family Practice          (2020) 21:255 Page 2 of 6



Data collection and analysis
Because of the COVID-19 related restrictions, interviews
were held via a secured online video connection by 2 re-
searchers. The interviews took place from over a 6 week
period, starting in week 12 of the epidemic, 3 weeks after
the initial peak. All interviews were recorded, transcribed
verbatim and independently analyzed by the two first au-
thors (KD and VB). They lasted 42 min on average. The
interview guide contained questions about chronic care
for diabetes and hypertension and an additional part
with 12 questions about changes in care organization for
patients with chronic diseases as a result from the
COVID-19 (Additional file 1).
A thematic analysis was done using the elements of the

Chronic Care Model (CCM) [14]: processes and incentives
to improve the care delivery system; self-management sup-
port; team function and practice systems; evidence-based
guidelines and implementation support; and information
systems to facilitate the development of disease registries,
tracking systems, and reminders and to give feedback on
performance. The COREQ checklist was filled to assure
complete reporting (Additional file 2).

Results
Sixteen primary care practices were selected: 5 solo work-
ing, 4 monodisciplinary and 7 multidisciplinary. Within
these practices, 21 people were interviewed: 3 dieticians
(all female, 0 to 6 years of experience), 2 nurses (all female,
9 and 13 years of experience) and 16 GPs (9 female and 6
male, 1 to 42 years of experience). An overview of the
participants is provided in Additional file 3. There were
no important differences observed in the answers between
male and female participants. Three major themes
emerged: a) changes in health care organization; b) risk
stratification; and c) self-management support.

Changes in the health care delivery system and team
approach
The providers all observed a general drop in consulta-
tions for chronic care. They mentioned the emergency
plan and subsequent prohibition to see patient for non-
urgent problems as the direct cause, but also referred to
fear among patients.

“Because they are afraid to come” (IV 17, GP, mono-
disciplinary group practice)

In all primary care practices, the initial response was a
re-organization with a focus on securing access to and
safety of acute care with much attention to COVID-19
suspects. This entailed telephonic consultation and col-
laboration with triage posts for patients with COVID-19
suspected symptoms and the re-organization of the
practice in line with the hygienic guidelines to enable

access for patients with acute non-COVID-19 related
health problems. This absorbed most time and energy,
leaving little room to consider anything else, especially
as defining what is urgent was not self-evident to the
GP’s.

‘In the beginning it was also very busy, so we just
tried to do the most urgent. […] But what is urgent
and what is not urgent? Chronic care becomes ur-
gent also on a certain moment’ (IV 7, GP, multidis-
ciplinary practice)

The majority of primary care practices did not plan
the (re-)organization of chronic care.
Nurses and dieticians were frequently put on temporary

unemployment by the practice owner due to a loss of rev-
enues following the drop in consultations and their ser-
vices considered ‘not essential’. However, practices with
an established culture of dialogue (such as a tendency to
hold meetings regularly) took a more systemic approach
with team meetings about organization and patients.

‘Throughout the corona pandemic, so for seven weeks
now, we have been meeting every afternoon for an
hour about our patients, about the care, about the
triage center, about having enough material, about
cases, about yes, suicidal patients, about everything
and more. Every day for an hour, so I think we are
very alert for that and are fiercely engaged in doing
the best possible care in this difficult period.’ (IV10,
GP, multidisciplinary practice)

Collaboration and concertation with medical special-
ists was more difficult for non-acute matters, also be-
cause not all referral centers communicated clearly
about their changes in schedule and way of working. Ac-
cess for acute care was no problem.

Risk stratification and actively contacting patients
Few GPs had made a selection of high-risk patients to
proactively contact to check whether they had medical
or other problems. Most respondents recognized the
value of such approach, but they mentioned barriers
such as a lack of time and staff, ethical objections, and a
limited knowledge on how to use the Electronic Medical
Record (EMR) system.

‘I have a problem with people calling patients myself.
There are colleagues who do that, but I have a bit of
a problem with that. I have a regular audience, they
will come.’ (IV8, GP, solo practice)

An important reported facilitator for pro-actively con-
tacting patients was the availability of a list of the high-
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risk chronic patients extracted from the EMR, which was
present in some larger group practices, and developed ad
hoc in some others. GPs in solo practices indicated that
they know their patients personally and that they would
be able to identify high-risk patients by heart. When asked
for examples of such patients, they mentioned different
characteristics, such as those receiving home visits, of very
old age, those not well-controlled, with recent change of
medication, or patients reporting difficulties. GPs would
approach such high-risk patients for a face-to-face con-
sultation at their home or at the practice. Approaching pa-
tients actively was new to all GP’s.

‘Firstly, we have coded everyone in our practice with
chronic pathology: hypertension, diabetes, COPD,
asthma. It has been very easy for us to draw lists.
We also exported lists of patients with depression
and oncological disorders. We started by calling the
diabetes lists: if you get sick or if you feel anything
contact us.’ (IV13, GP, multidisciplinary practice)

In contrast to GPs, the dieticians interviewed stated
the intention to contact all their clients for renewed ap-
pointments as soon as possible. This would also com-
pensate for their unemployment during COVID-19.

Self-management support
The new option of teleconsultation provided primary
care practices with a potential tool to monitor and sup-
port patients with chronic diseases from a distance.
However, most respondents said to mainly use these tel-
econsultations to prescribe medications and to get a
quick overall impression of the patient.

‘[...] actually, just verify how it's going. Are there any
special complaints? Are they more tired? Can they still
do their normal daily routine? Aren't they anxious with
this corona virus?’ (IV3, GP, multidisciplinary practice)

They had various reasons to resist to real, complete
phone or video consultations. A frequently given answer
related to unfamiliarity with this way of doing consulta-
tions and the perceived inability to assess patients well.
Other arguments were the preference of patients, the
lack of perceived need and the lack of time because of
long-lasting COVID-19-related consultations.

‘I cannot follow diabetes from a distance. I need to
take lab tests, measure blood pressure.’ (IV8, GP,
solo practice)

‘I did ask if they wanted it by phone or skype. But
there are actually very few who have responded to
that.’ (IV9, dietician, multidisciplinary practice)

In addition, self-management support was usually pro-
vided by the nurse or dietician, but due to the lower rev-
enues, these staff members were put on temporary
unemployment.

‘A nurse has not been able to work all the time, be-
cause everything a nurse does is not urgent or not es-
sential or not life-threatening, or how should I put
it.’ (IV10, GP, multidisciplinary practice)

Perceptions on the changes and effects on chronic patients
Respondents indicated that for the large majority of previ-
ously well-managed chronic patients the consequences of
the COVID-19 outbreak and the associated re-organization
of primary care would be limited. They argued that missing
only one consultation is not problematic.

‘Most of those who follow the quarterly check-ups
and are stable, are not going to suddenly get worse.’
(IV21, GP, monodisciplinary group practice)

However, there were worries about the effects on some
patients, specifically those with socio-economic prob-
lems, whom they expected to experience more distress
from COVID-19 and the lockdown. GPs mentioned that
for these people, more unhealthy food and especially less
physical exercise would probably be important causes of
diabetes getting out of control.

‘Because you know a lot of patients have had a lot
less exercise than normal. They've only been able to
find their salvation in the fridge. So in terms of
pounds and exercise, that's been dramatic for a lot
of patients in the last few weeks.’ (IV12, GP, mono-
disciplinary group practice)

Most primary care practices were quite satisfied with
the way their practice was organised and were proud of
all the work they had done. Therefore, they did not plan
on taking other measures next time, besides increasing
their stock of protection material.

‘I think that we as general practitioners and cer-
tainly we as a practice do that super well, and I
think that from the side of the government some
other things might have happened there.’ (IV10, GP,
multidisciplinary practice)

Discussion
This study examined how primary care practices in a
highly affected area in Belgium organized services for
chronic conditions like diabetes and hypertension during
the COVID-19 pandemic. Our findings show primary care
providers themselves observed a severe disruption in the
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delivery of chronic care, which is in line with online sur-
veys carried out during this period in Belgium [12, 15].
International research has proven this disruption had effect
on multiple quality indicators [16, 17].
Despite the fact that Belgium is a high-income country

which spends about 10% of its GDP on health care, pre-
vious studies [18–20] showed that patients with chronic
conditions are often not receiving optimal care – also
pre-COVID-19. These shortcomings permeate more
strikingly in the primary care response to COVID-19.
All the studied practices were forced to adapt to the cri-
sis situation, but most practitioners did not deem a (re-
)organization of chronic care necessary, relevant or pos-
sible. Some practices even missed their multidisciplinary
colleagues or team members because of emerging finan-
cial constraints. This reduced the capacity of primary
care practices even more to offer resilient chronic care
and sheds light on the low priority given to self-
management support, e.g. by paramedics.
It is thus obvious that a general re-organization of pri-

mary care for chronic conditions is needed – also to be
able to adequately care for chronic conditions in times
of a pandemic. A leading position paper clearly paved
the way to reshape care for chronic conditions based
upon the principles of Wagner’s Chronic Care Model
(CCM) [21]. Our data seems to support this call for
more comprehensive and integrated care: some larger
and multidisciplinary teams that kept into contact with
their chronic patients had established procedures for
better care for their chronic patients and already de-
ployed risk stratification and multidisciplinary collabor-
ation. For example, one such practice (with a large
multidisciplinary team and stable financing) managed to
continue parts of chronic care, contacting vulnerable pa-
tients using online technologies. Our results suggest that
the more successful adaption to the rapidly changing
care environment was related to the pre-existing imple-
mentation of important domains of the chronic care
model in the participating practices. Implementing the
CCM in a practice may thus facilitate continuity of care
in times of a pandemic.
We learned that most examined practices were not

able to adjust quickly to changing circumstances. To
reach the most vulnerable and frail chronic patients and
to keep them as healthy as possible, risk stratification
within a practice population is essential. The Kaiser Per-
manente’s triangle’ disease management model, focusing
on intensive care and support of people with complex
chronic conditions [14], may be used as an example. In
the case of a new emergency, good record keeping and
listing the patients in strata could help to keep in con-
tact with these chronic patients. Pro-active measures
may then be taken, using innovative techniques like
telemedicine as a mitigation strategy as proposed by the

World Health Organization. The potential of mobile and
digital self-management support channels for patients
can be further promoted especially among the pre-iden-
tified vulnerable patients [22].
The limitations or our study encompass the selection

of our sample population and the lack of quantitative
data of the care process and follow-up parameters. We
sampled practices in one region in Belgium (Flanders),
but a large variance of infection rates across the various
regions exists as in the neighboring countries like the
Netherlands. The experiences of the chronic patients
were also beyond the scope of the present study. The
strength of our study is that we interviewed different
members of a range of primary care practices.
The COVID-19 pandemic and the associated chal-

lenges in ensuring quality chronic care have shed
light on pre-existing deficiencies in primary care prac-
tices. Structural changes in primary care organization
are needed to improve general chronic illness man-
agement as well as to be resilient to future COVID-
19 waves and pandemics. Our qualitative study
deepens the knowledge of how primary care practices
vary in their organization of care in times of a pan-
demic and of chronic care in general. We suggest pri-
mary care practitioners to better identify the chronic
patients in their patient population, and to proactively
plan the steps to be taken in order to keep track of
them, using a team-based approach. The study results
generated two important pathways to achieve this (1):
a more systematic implementation of the CCM, which
could be achieved by better training of GP’s in prac-
tice management and (2) the establishment of a stable
financing structure supporting staff (nurses and dieti-
cians) so that they can play a role in managing
chronic patients in times of a crisis. This will help to
quickly switch between acute and chronic services
and will improve continuity of care.

Conclusions
This study shows that the COVID pandemic affected
the continuity of chronic care drastically, casting light
on pre-existing weak spots in chronic care organisa-
tion. Face-to-face consultations had to be ceased and
focus shifted towards COVID care. In most practices
there was no proactive reach out to patients with
chronic diseases and multidisciplinary teamwork was
pushed to the back burner. Otherwise, some good
hope is present, as practices with reliable pre-existing
structures did notably better. Important ways to im-
prove are implementing the CCM through stratifica-
tion of the patients according to their needs and
planning ahead in anticipation of flare-ups or a
second wave.
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