Avant checklist:

Conducting a telehealth consultation

1. Preparation
The preparation required for a telehealth consultation is ideally
supported by your practice staff and the appropriate policies.
Have your staff:
Confirm technology platform with patient and triage patient
as appropriate for telehealth.
Confirm and document consent to telehealth.
Confirm financial consent.
As the practitioner:
Access all the information you can from the medical records.
Consider accessing the patient’s MyHeathRecord if available
and appropriate.

2. Start the consultation
Introduce yourself.

Consent
Confirm consent to telehealth appointment.
Confirm financial consent.
Confirm consent to email/SMS.
Discuss also the sharing of information with others
in their care team.
“Ask many open questions as you can and give them the space
to explore any of their concerns.“
Dr Amandeep Hansra, General practitioner.

Rapport
One of the challenges during a telehealth consultation is building
the rapport needed for the patient to feel comfortable especially
if they are not known to you. Consider the following tips:

Identify the patient and confirm their ID if you do not know them.

Keep a professional appearance.

Explain process and limitations of telehealth.

Minimise any potential distractions in view of the camera in
your workspace. If you can, use picture in picture feature
(e.g. where you can see both yourself and the patient) to
see how you are being viewed by the patient, or if there is
something distracting in the background (e.g., your cat!).

Outline consultation process.
Discuss a plan for technical trouble such as connection loss.
“If you are using video, it is important to tell them, ‘If the video
cuts out, I am going to ring you on your mobile. Can I check
your number?”
Dr Amandeep Hansra, General practitioner

Privacy
Give the patient some reassurance that their information
through telehealth platform is safe and secure.
Confirm that you are in a private setting and check their
setting and who else may be present.

Ensure your video is sufficiently “zoomed in” for the patient
to see your facial expressions.
Try to maintain good eye contact and a constant gaze into
the camera, rather than frequently looking away at your
computer or notes.
Consider starting with a non-medical question. You may want
to prepare a few questions to help engage with the patient.
Increase your focus on basic communication skills such as
active listening, not interrupting your patient and repeating
back what you have heard. Delays experienced by the
connection can make this especially important.
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“Because you don't have the same body language cues as you
normally have, you need to go the extra mile to ensure they
actually understand you and that you’ve understood them.”
Dr Penny Browne, General practitioner and Avant CMO.

3. Conduct the consultation
Use strategies and evidence-informed practices to reflect
the standard of care expected in a face-to-face consultation,
as far as possible.
Increase your emphasis on history taking and asking
additional questions to compensate for reduced visual
and physical clues.
Check with the patient for any additional issues or concerns.
Get the patient to confirm their understanding
(e.g. ask them to repeat the information back to you).
“Our aim is that a telehealth consultation and a face-to-face
consultation are almost exactly the same in terms of the
processes that we use.”
Dr Bridget Clancy, ENT and head and neck surgeon.

“We've got to go back to the very core of delivering good
medical consultations. Even more so with telehealth than in
person, that involves taking a really good history.”
Dr Amandeep Hansra, General practitioner.

Consent to treatment
If necessary, it is acceptable to consent a patient for a surgical
procedure or other treatment or procedure via telehealth.
Ensure the patient has plenty of opportunities to ask questions.
Email supporting documentation to them such as
information sheets.
Advise them how to contact you if they have further questions.

Ongoing management
Outline treatment plan.
Discuss medications and side effects.
Discuss importance of any further investigations,
tests or referrals.

4. Close the consultation
Check the patient’s preferred pharmacy/imaging/specialist.
Agree on the plans for treatment.
Outline to the patient how to get back in touch with you,
or another practitioner and if needed discuss what they
should do if symptoms change/get worse/don’t respond
to treatment.
“Part of the difficulty is checking that the patient understood
what are the next steps and how we are going to manage their
treatment. I always double check that.”
Dr Penny Browne, General practitioner and Avant CMO.

Physical examination

5. Documentation requirements

There are obvious limitations to telehealth particularly in relation
to physical examinations.

Documentation standards do not change when the consultation
occurs virtually. However, there are additional things to document:

Use the tools and resources you have or that the patient has
at home (e.g. BP or blood sugar monitoring).

What technology was used for the consultation
(phone or video) and rationale.

Think laterally about what information you can glean
virtually (e.g. functional assessments, information from the
home environment).

Whether patient has given financial consent.

Support your patient to attend a face-to-face consultation
where direct physical examination is required to continue
providing good care.

Whether the patient has consented to a telehealth consultation.
Whether the patient has consented to being contacted
by email.
Whether anyone else was present.
Whether there were any limitations to your assessment.
Clinical reasoning, treatment and follow-up plans.
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How to conduct a telehealth consultation
Still not sure about the correct order of steps to take? Here is a flow chart outlining
how to conduct a telehealth consultation during COVID-19.
At the beginning of the consultation

Billing

1. Confirm appropriateness of telehealth (face-to-face
not required).

•

Is there a requirement to
bulk bill?

2. Identify patient and confirm ID.

•

Has the patient given informed
consent to the charging of a gap?

•

Practitioners can verbally
confirm consent as temporary
measure during COVID-19
pandemic.

3. Explain process, privacy and limitations of telehealth.
4. Discuss contingency plan for communicating
if connection drops out.
5. Confirm and document consent to telehealth.
6. Confirm financial consent.

Conduct the consultation
Organise a physical examination if needed.

Further investigations

Prescriptions

Follow-up

Medical records

What process do you have for
managing tests and referrals?

What process do you have
for managing prescriptions?

Does the patient need
to see you again?

Have you documented
the following?

• Email?

• For collection?

• Telehealth?

• Post?

• Direct to pharmacy?

• Face-to-face?

• Technology used (video
or phone) and rationale?

• Collected from practice?

• ePrescribing – token?

• Specialist referral?

• Faxed to provider?

• Consent
• Anyone else present?
• Limitation to assessment?
• Follow-up plan?

Useful resources
• Conducting a telehealth consultation factsheet
• Setting up telehealth in your practice factsheet
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