Telehealth Policy and Procedure
(SC5)

Policy Statement
The purpose of this policy is to ensure the safe, effective and ethical delivery of telehealth services to our patients while maintaining compliance with relevant laws and regulations.

Scope
This policy applies to patients, staff, management and medical professionals of Health United.

Background
Telehealth is the delivery of healthcare services using telecommunication technologies. Health United recognises the importance of telehealth in providing accessible and efficient healthcare services to our patients. This policy and procedure document outlines the guidelines for implementing and using telehealth services within Health United.
There are sets of legislation that have issued guidelines on telehealth, providing guidance to medical practitioners on the appropriate use of telehealth technologies and the standards of practice expected when providing telehealth services.
Compliance with these legislations and guidelines is essential for Health United and our practitioners offering telehealth services to ensure the legal and ethical delivery of care and protection of patient rights and privacy.

Legislative Requirements
· Health Practitioner Regulation National Law (NSW)
· Privacy Act 1988 (Cth)
· Health Records and Information Privacy Act 2002 (NSW)
· Telemedicine Guidelines (Australian Medical Association)
· Australian Digital Health Agency Act 2016 (Cth)
· Medical Board of Australia Guidelines on Telehealth
· Health Practitioner Regulation National Law (NSW)

Principles that Inform Our Policy
All decision-making about our Telehealth Procedure is made in accordance with the principles of our Telehealth Policy.

Eligibility for Telehealth Services
Health United offers telehealth services to patients who meet the following criteria:
· patients who are unable to access in-person healthcare services due to geographical barriers
· patients who require follow-up consultations or ongoing management of their health conditions
· patients who consent to receive healthcare services via telehealth.

Informed Consent
Before initiating telehealth services, healthcare professionals must obtain informed consent from patients. Informed consent should include:
· explanation of the telehealth process and its limitations
· discussion of potential risks and benefits associated with telehealth
· assurance of confidentiality and privacy measures.

Technology Requirements
Healthcare professionals must ensure that telehealth sessions are conducted using secure and reliable telecommunication technologies. This includes:
· secure video conferencing platforms with end-to-end encryption
· reliable internet connection and audiovisual equipment
· compliance with Health United’s IT security protocols.

Confidentiality and Privacy
Health United is committed to protecting the confidentiality and privacy of patient information during telehealth sessions. Healthcare professionals must adhere to the following guidelines:
· Conduct telehealth sessions in private and secure environments.
· Avoid recording telehealth sessions unless explicitly authorised by the patient.
· Use secure communication channels for transmitting sensitive information.

Professional Conduct
Healthcare professionals are expected to maintain the same standards of professional conduct during telehealth sessions as in face-to-face consultations. These include the following:
· Dress professionally and maintain an appropriate demeanour.
· Ensure clear communication and active listening.
· Adhere to professional boundaries and ethical guidelines.

Documentation
Healthcare professionals must accurately document telehealth consultations in the patient’s electronic health record (EHR). Documentation should include:
· date, time and duration of the telehealth session
· summary of the discussion and any recommendations provided
· any follow-up actions or referrals initiated.

Key Terms
	Term
	Meaning
	Source

	Telehealth
	Involves patients consulting a healthcare provider remotely when they have determined a physical examination is not needed and you cannot see them in person. This can be conducted via phone or video call.
	www.health.gov.au/topics/health-technologies-and-digital-health/about/telehealth

	Telecommunication technologies
	Refers to distance communications, such as radio, telephone, television, satellite, microwave, data communication and computer networking.
	ACE Project

	EHR
	The Electronic Health Record system used by Health United to store patient files in an e-format.
	Health United


Links to Other Policies and Documents
· Code of Conduct Policy and Procedure
· Inclusion and Diversity Policy and Procedure
· Accessing an Interpreter or Translator Policy and Procedure
· Supporting Patients With Disability Policy and Procedure
· Individualised Plans Policy and Procedure

Induction and Ongoing Training
Health United ensures that induction and ongoing training of all staff include the Telehealth Policy to enable staff to fulfil their roles effectively. In addition, we promote information sharing at staff meetings, sharing information received from industry trends or changes in legislation and consultation at policy review sessions.

Policy Created/Reviewed
	Policy Created/Reviewed
	Modifications
	Next Review Date

	Implemented April 2024
	
	April 2025



Monitoring, Evaluation and Review
This policy will be reviewed annually or upon the occurrence of any relevant legislative change. Health United management will conduct reviews in consultation with educators at staff meetings.

Telehealth Procedure
To ensure the effective implementation of this policy, the following procedures will be followed:

Scheduling Telehealth Appointments
· Clients can schedule telehealth appointments through Health United’s appointment scheduling system or by contacting the clinic directly.
· Reception staff will instruct clients on how to prepare for the telehealth session and any required paperwork.
Conducting Telehealth Sessions
· Healthcare professionals will initiate the telehealth session at the scheduled time using the designated telecommunication platform.
· Before the session, healthcare professionals will review the client’s medical history and relevant documentation.
· During the session, healthcare professionals will engage with the client in a manner consistent with in-person consultations, addressing the client’s concerns and providing appropriate medical advice or treatment.

Follow-up and Documentation
· After the telehealth session, healthcare professionals will document the consultation notes in the client’s EHR.
· If follow-up appointments or referrals are required, healthcare professionals will coordinate with the client to schedule these appointments and provide necessary information.

