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Patient Communication Scripts for Departments Conducting Telehealth Video Consultations. 
Fields highlighted in yellow should be altered per each department
Phone script 
Hi (patient name) 
This is Western Health (department) calling to confirm your (clinic) appointment on (date) at (time), 
This appointment will now be completed via a Telehealth Video Consultation
All you need is a smartphone, tablet or desktop computer. We recommend using headphones with a built in microphone if possible. 
*if the patient does not have any of the above devices, advise there appointment will be conducted over the phone.
We will send you a text message with a link to your video consultation and we will also send you a link to complete a test video call to confirm whether you device will be suitable.
Please complete this prior to your appointment. If your test is not successful please give us a call.
Please connect to your video call at least 15 minutes before your appointment time to allow for preparation time.
The clinic staff will be notified when you enter the Telehealth video consultation waiting room. 
You may have to wait as with a face to face clinic and we thank you in advance for your patience and understanding.  
We recommend having the below ready for you appointment:
· Appointment letter
· Medications
· Support person(s) if applicable
· Any Questions you may have 
· If using a tablet or desktop / laptop computer have Mobile phone as back up (on silent)

Further information for patients:
Location
· Privacy and noise: Choose a location that you are least likely to get interrupted.
· Lighting (avoid back light and fluro as can cause flicker)

During the call
· Speak up
· If you have a question, just ask
· Look into the camera to achieve good eye contact

Text message script:
You have a Telehealth Video Consultation appointment at 9.00am on 16/06/2020, in Pre-admission clinic, Western Health. Test your device first here: https://vcc.healthdirect.org.au/precall. Please click this link to start you video consultation: https://vcc2.healthdirect.org.au/womenschildrensspecialistclinics. Or visit https://telehealth.wh.org.au/  To cancel / reschedule please call 03 8345 #### 
Email: 
Use same as a text message with the attached information leaflet for further information for patients. 
Subject: Telehealth Video Consultation (department) Western Health 
Attachment:

 
Dear (patient first name) 
You have a Telehealth Video Consultation appointment at 9.00am on 16/06/2020, in Pre-admission clinic, Western Health. Test your device first here: https://vcc.healthdirect.org.au/precall. Please click this link to start you video consultation: https://vcc2.healthdirect.org.au/womenschildrensspecialistclinics. To cancel / reschedule please call 03 8345 #### .
Kind Regards 
(Department) 


iPM Appointment letter example:

 
Generic Department Patient Information Leaflet (send with iPM letter)


Further information to assist staff: 
https://about.healthdirect.gov.au/video-call
https://help.vcc.healthdirect.org.au/conductavideocall/whatyouneedtomakeavideocall?from_search=43237071
Troubleshooting: Issues during a Video Call 
https://help.vcc.healthdirect.org.au/57493-category-3/issues-during-a-video-call
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Administrative Telehealth Script – Arriving patients within the Telehealth wait room 


Hi (Patient name)
My name is (insert staff name) and I’ll be checking you in for your appointment today
Can you please confirm the following details? 
1. Full name
2. Date of Birth
3. Address
4. Telephone number (add all mobile numbers within the mobile field) 
5. Next of Kin details 
6. Medicare Card (Ask patient to show you the Medicare card) / if no Medicare card confirm insurance type as per current arrival process 
7. GP details 
8. Is your consultation taking place at home or in another location
Thank you, the clinic staff will be notified that you have entered the Telehealth video consultation waiting room. 
You may have to wait until a clinic staff member connects with you. 
If for whatever reason you are to disconnect please select the link and re-join the waiting room. If you have any issues connecting please contact #### ####
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Where do I go to attend my appointment?


Where appropriate, you can have your 
consultation online via a video call


Instead of travelling to your appointment,
you enter the clinic’s waiting area online. 


The health service is notified when you arrive,
and your clinician will join you when ready.


There is no need to create an account.
No information you enter is stored. 


What do I need to make a video call?


A good connection to the internet             
If you can watch a video online 
(e.g. YouTube) you can make a video call


A private, well-lit area where you will not be 
disturbed during the consultation


One of these:


• Google Chrome web browser (recommended)
or Firefox web browser on a desktop or laptop
(Windows or MacOS), or on an Android tablet
or smartphone


• Safari web browser on an Apple desktop or
laptop (MacOS), or iPad or iPhone


Web-camera, speakers and microphone           
(already built into laptops or mobile devices)


See over for more information on how to
make a video call.    


Video calling is as convenient as a 
phone call, with the added value of 
face-to-face communication.


It can save you time and money,       
and brings your care closer to home.


Attending your appointment 
via a Video Call


To attend your appointment, go to:


Is it secure? 
Video calls are secure; your privacy is protected.        
You have your own private video room, that only 
authorised clinicians can enter.


How much does a video call cost?
The video call is free (except for your internet usage). 
However, the regular costs – if any – of a medical 
consultation still apply.


How much internet data will I use?
You don’t use any data while waiting for a clinician        
to join you.


A video consultation uses less than half of the data 
you would use while watching a YouTube video in            
High Definition*.


Data use is less on lower-speed internet connections, 
or if you’re using a less powerful computer, tablet, 
or smartphone. These factors can also reduce the       
overall quality of the call.


Data use increases when there are more than two 
participants in the call.


That’s about 230 MB on a mobile device, and 450 MB on a PC    
for a 20 minute call, which is similar to Skype® or FaceTime®.


*


Smartphone & tablet users            
If you can, connect to a home or work 
Wi-Fi network to avoid using your mobile 
data allowance.







What do I do if something is not working?
•	 Go to https://vcc.healthdirect.org.au/troubleshooting


More information





		Replace this text with the name of your service: Replace this text with the name of your service

		Replace this text with the URL of your service's Waiting Area entry page: Replace this text with the URL of your service's Waiting Area entry page

		Replace this text with the URL of your Waiting Area's entry page: Replace this text with the URL of your Waiting Area's entry page

		Replace this text with contact details, or other information relevant to your service: Replace this text with contact details, or other information relevant to your service.
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		  Women’s & Children’s Specialist Clinics 

Enquiries: 03 8345 1727

Fax: 03 9055 2125

Email: wandcclinics@wh.org.au  

If you require an interpreter please call 8345 7148





«CurrentDate»

«Mainrecipient»

«Mainrecipientaddressline1»

«Mainrecipientaddressline2»

«MainRecipientAddressLine3»

«MAINRECIPIENTSUBURB» «MAINRECIPIENTSTATE» «MainRecipientPostCode»





Hospital Patient I.D: «PatientID»

Dear «MainRecipient»



As Western Health is working to protect the health of our patients and staff as the COVID-19 (Coronavirus) outbreak continues, Women’s and Children’s Specialist Clinics will be Telehealth Video consultations where appropriate. 



This letter confirms your appointment by video with Women’s & Children’s Specialist Clinics. 



PLEASE DO NOT ATTEND the Hospital for this appointment. This will be completed via Video consultation. 



We have made you an appointment as below:



Patient:		«PatientForename» «PatientSurname» 

Clinic:			«ClinicName» 



Appointment:		«ApptDate»



Appointment time:	«ApptTime»



All you need is a smartphone, tablet or desktop/laptop computer with a camera, microphone and speaker. To test your device first here: Westernhealth.org.au/testyourdevice 

Please click this link to start you video consultation: https://vcc2.healthdirect.org.au/womenschildrensspecialistclinics

This will also be available on our Telehealth website www.telehealth.wh.org.au. Please contact us if you cannot connect. 

Important Information:



If you no longer require this appointment or your contact details change at any stage please notify us by calling 8345 1727 so that we can update your details on our system.

We would like to thank you in advance for your patience and understanding. 



Yours sincerely,

Women’s & Children’s Specialist Clinics  



www.westernhealth.org.au 				 
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Where do I go to attend my appointment?


Where appropriate, you can have your 
consultation online via a video call


Instead of travelling to your appointment,
you enter the clinic’s waiting area online. 


The health service is notified when you arrive,
and your clinician will join you when ready.


There is no need to create an account.
No information you enter is stored. 


What do I need to make a video call?


A good connection to the internet             
If you can watch a video online 
(e.g. YouTube) you can make a video call


A private, well-lit area where you will not be 
disturbed during the consultation


One of these:


• Google Chrome web browser (recommended)
or Firefox web browser on a desktop or laptop
(Windows or MacOS), or on an Android tablet
or smartphone


• Safari web browser on an Apple desktop or
laptop (MacOS), or iPad or iPhone


Web-camera, speakers and microphone           
(already built into laptops or mobile devices)


See over for more information on how to
make a video call.    


Video calling is as convenient as a 
phone call, with the added value of 
face-to-face communication.


It can save you time and money,       
and brings your care closer to home.


Attending your appointment 
via a Video Call


To attend your appointment, go to:


Is it secure? 
Video calls are secure; your privacy is protected.        
You have your own private video room, that only 
authorised clinicians can enter.


How much does a video call cost?
The video call is free (except for your internet usage). 
However, the regular costs – if any – of a medical 
consultation still apply.


How much internet data will I use?
You don’t use any data while waiting for a clinician        
to join you.


A video consultation uses less than half of the data 
you would use while watching a YouTube video in            
High Definition*.


Data use is less on lower-speed internet connections, 
or if you’re using a less powerful computer, tablet, 
or smartphone. These factors can also reduce the       
overall quality of the call.


Data use increases when there are more than two 
participants in the call.


That’s about 230 MB on a mobile device, and 450 MB on a PC    
for a 20 minute call, which is similar to Skype® or FaceTime®.


*


Smartphone & tablet users            
If you can, connect to a home or work 
Wi-Fi network to avoid using your mobile 
data allowance.







What do I do if something is not working?
•	 Go to https://vcc.healthdirect.org.au/troubleshooting


More information





		Replace this text with the name of your service: Women's & Children's Specialist Clinics 

		Replace this text with the URL of your service's Waiting Area entry page: www.telehealth.wh.org.au

		Replace this text with the URL of your Waiting Area's entry page: Replace this text with the URL of your Waiting Area's entry page

		Replace this text with contact details, or other information relevant to your service: Please contact Women’s & Children’s Specialist Clinics on 03 8345 1727 if you can not connect to your video consultation. 







image5.jpeg
Western Health





image4.png
w

Western Health




