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What is Virtual Care?

NSW Health is committed to providing world-class care that is safe, reliable and
personalised. Virtual care can help do this.

Virtual care, also known as telehealth, uses technology (such as phone, tablet or
computer) to safely connect you with your health professional to deliver care when and
where it is needed. It complements the face to face care you are used to receiving and
gives you a choice over how you connect.

You may have already had appointments with your local doctor via telephone — this is
one example of virtual care or telehealth.

Your health professional may offer you virtual care in one of two ways:
e By telephone — you will connect by telephone to your health professional(s)
e By video conference — this will be a video connection of two or more people
allowing all participants to speak to each other, see each other and in some
cases exchange data simultaneously.

Benefits of virtual care for you, your family and / or your carers.
Virtual care provides:
e opportunity to receive care closer to home, family and community
e convenience and choice
e reduced travel time and cost
e timely access to services to improve continuity of care
e access to specialist services that may not be available in your area
e social support
e opportunity for your loved ones to join you in your appointment when they are
unable to be present at the time

Is everyone suitable for, or offered, virtual care?

Not everyone will be suitable or offered virtual care. Firstly, your health professional
must confirm that your condition is appropriate for a virtual appointment. For example,
if you require hands on care such as a physical assessment or wound care then it would
not be possible to have a virtual care appointment.

To participate in virtual care, you will need the following:
e Asuitable device with connection to the internet and up to date software
e Data (internet access) that you are willing to use
e The ability to use your device

If you have not been offered virtual care and would like to be considered for this option
of care, ask your health professional for more information.
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https://nnswlhd.health.nsw.gov.au/wp-content/uploads/Virtual-Care-system-requirements-v032022.pdf
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Preparing for a virfual

appointment

Using technology to access your healthcare provider may be a new experience
for you. You may have been offered a virtual appointment or you may have
heard about it and be interested in accessing your healthcare in this way.

This guide has been designed to help you understand what virtual care is and
how technology can be used to connect you with your healthcare providers

using your everyday devices.

The guide includes:

What is virtual care?

Why should | use virtual care?

What happens before my appointment?

How do | access my virtual consultation?
How do | set up for a successful consultation?

What happens during the appointment?

Will my virtual appointment be private

and secure?

What if | have trouble connecting?
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What is virtual care?

Virtual care, also known as telehealth, safely connects
people with health professionals to deliver care when
and where it is needed. Telephone, video conferencing,
and remote monitoring are examples of virtual care.

Virtual care is designed to complement existing in-
person services, connecting you with your clinicians
and providing you with more choice about how and
where you receive care. If virtual care is the right option
for you, your healthcare providers will explain how
virtual care can be used to ensure it meets your needs.

Using technology offers another way for you to access
care - it does not replace in-person care. Your healthcare
provider may need to see you in-person for a physical
assessment or to provide treatment, such as dressing

a wound. Sometimes this can be done with another
healthcare provider, for example your GP or a nurse may
come to your home to provide in-person care whilst a
specialist connects to you using technology.

There are many ways to provide care, your healthcare
provider will discuss with you how they can provide
timely high-quality care that meets your needs.
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Preparing for a virtual appointment
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Why should | use virtual care?

Virtual care offers many benefits and can make
it easier and more convenient for you to attend
appointments. This may mean:

e your travel and accommodation costs are reduced

e thereis less disruption to your life (family, work,
daily routine)

e youcan bring together different people involved in
your care.

Your treating team will discuss options with you

and identify the best approach based on your
healthcare needs. Where you need to have multiple
appointments, people may choose to access their
care differently for each one: sometimes virtually and
other times in-person. In many cases it comes down
to your choice.

What happens before my
appointment?

If you and your healthcare provider decide that virtual
care is the right option, you will be provided with
information about how to proceed. Just like an in-person
appointment, you will be given all the details you need
before the appointment, including:

e the date and time

e where you need to go (if it is not at home, for
example joining from you GP clinic)

e who will be there during your appointment
e how to connect to and use the technology.

If you have concerns about your virtual appointment,
you should speak to your healthcare provider.
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How do | access my virtual
consultation?

Your clinic will provide you with specific information on
how to connect to your appointment, in most cases you
can attend virtually using:

e a desktop or laptop computer (PC or Mac) with an
internet browser

e adevice such as smartphone (mobile) or tablet.
Both Apple and Android devices are suitable.

You may be able to attend from your GP clinic or a
NSW health facility near you - speak to your clinic to
find out if this is an option for you.

There will not be any additional costs to use virtual
care, except for your internet or phone usage. A
15-minute consultation uses approximately 80
megabytes (Mb) of your data allowance.

Itis recommended that you conduct a test call to identify
and resolve any connection issues before the appointment.
Your clinic contact can provide support with this.

ACI-0414 [05/20]



Preparing for a virtual appointment Agency for Clinical Innovation

e choose a well-lit area for your appointment. Don't
sit with your back to a window as the light can
flood the camera, making it hard to see you.

e if you will be joining using your phone, consider
switching it to ‘do not disturb’ so that incoming
phone calls do not distract you.

e set up your device so it is stable and at eye level.
You will have a more comfortable appointment
experience if you don’t have to hold your device.

e be on time for your appointment. Try to dial in
five minutes early to allow time to address any
technical issues and be comfortable.

What happens during the
appointment?

Your appointment will run like an in-person
consultation. At the beginning of the appointment,
all healthcare providers who are taking part will
introduce themselves.

How do | set up for a successful
consultation?

Remember that a virtual appointment (by phone or If there is a healthcare provider with you in the room,

they will set up the technology for you (such as a video
camera, TV or computer, microphone).

video) is still an appointment with your healthcare
provider. To help ensure a successful appointment:

A

test your internet connection, if you have a poor
internet connection it will result in poor sound, a time
delay or have pixilated images. It's a good idea to
test before the appointment so other options can be
discussed and arranged.

find a private and quiet space that is free from
distractions. It is important that you will not be
disturbed and feel comfortable to speak with your
healthcare provider. Please don't connect from a
public space.
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You may want a family member or support person to
attend as well. They can either join with you in the same
room, or from another location using their own device.

You can ask questions at any time before, during and
after the appointment.

If you are having trouble hearing or change your
mind and would prefer to attend the clinic, let
your healthcare provider know. You will not be
disadvantaged in any way and a new appointment will
be booked for you.

ACI-0414 [05/20]



Preparing for a virtual appointment
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Will my virtual appointment
be private and secure?

To ensure that your consultation remains
confidential and your privacy is protected, it will
occur on a secure platform that meets NSW Health
standards for privacy.

Your healthcare provider will manage your
information in the same way as an in-person
appointment. This means notes will be documented
in your medical record and a letter may be sent to
another provider.

Your virtual appointment will not be recorded.
Recording a consultation without the consent of the
people involved is an offence.
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What if | have trouble connecting?

You should test your equipment a few days before
your appointment. If you have any issues connecting,
you should contact the service that you made the
appointment with or refer to the specific instructions
that your clinic provided you.

If you are unable to attend your appointment, please
call the service to cancel and reschedule it. Doing this
as early as possible will allow another person to access
this time for their healthcare needs.

ACI-0414 [05/20]



Virtual Care system requirements

To successfully connect you'll need:

1. A device
See requirements below. Click here to test
your device meets virtual care requirements

2. A web browser

Click the link below to check what browser
you are using

www.whatismybrowser.com

Desktop and laptop
requirements

For the best experience use a recent model
computer
Operating system compatibility

Apple devices
Devices running OS 11 or later

Apple Safari version 11.1 or later

Windows devices
Devices running Windows 7 or later

Browser compatibility

“ Google Chrome version 80+

@ Mozilla Firefox version 60+

e Microsoft Edge version 80+
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3. An internet connection

An upload and download speed of at least 1Mbps
is required. Click on the link below to test your
connection speed www.speedtest.net

4. Data

As a guide, data usage for a 15 minute video call
is approximately 80MB and for an audio-only call
is approximately 10MB

Tablet and smartphone
requirements

Whilst not all mobile devices have the
capability to run videoconferencing
platforms, these specifications form a
reliable guide

Operating system compatibility
Apple devices

iPhone 7 or later

iPads using iOS 11 or later

Android and Windows devices
Android devices running Android 7.0 or
later and using Google Chrome

Browser compatibility

Apple Safari version 11.1 or later

"! Google Chrome version 80+

For more detailed hardware & system requirements and
Information for Patients visit Northern NSW Virtual Care

[03/22]


https://conference.meet.health.nsw.gov.au/webapp/%23/?conference=test_call&name
http://www.whatismybrowser.com/
http://www.speedtest.net/
https://nnswlhd.health.nsw.gov.au/virtual-care-telehealth/

myVirtualCare

User guide for other providers

Accessing myVirtualCare
Join NSW.HeaIth Clinic

You will be provided with a link to join the consultation. o
Open a compatible browser (below), then follow the link Or Sami Dean
and steps to connect to the appointment. Phone (optonci)
1. Enter your details and identify your role by using the -

dropdown list. another provider
2. Click the Next button. i

TiP Audio and video test

Successful connection to myVirtualCare depends You will be automatically prompted to test

on your internet speed, device and browser. An
upload and download speed of at least 1Mbps is
required. You can test your connection speed at
www.speedtest.net and check your browser at
www.whatismybrowser.com

your audio and video devices prior to joining
the consultation.

1. Select your preferred microphone from
the Audio Settings dropdown.

More system requirement information is available at
hitps://aci.health.nsw.gov.au/ data/assets/pdf 2
file/0017/651032/myVirtualCare-recommended-

system-requirements.pdf

. Click the Test Microphone button, say
something and it will be played back to you.

Approximate data usage for a 15 minute video call 3. Select your preferred Camera from the
is 80MB and for an audio-only call is 10MB. Video Seftings dropdown list, click the
Apple devices Test Video button.

Devices running OS 11 or later

4. You should see the video from your
Apple Safari version 11.1 and later camera displayed on screen.

Windows devices 5. Once complete, click the Next button.

Devices running Windows 7 or Windows 10
6. Rate your Audio and Video quality and

Browser compatibility click the Finish button. Your clinician will
see the results of your device test. If you

C‘ Google Chrome version 80+ have any technical issues conne.ctlng
please contact your service provider.

@ Vorila Firefox version 6o+
Q Microsoft Edge version 80+ S -

W
NSW

GOVERNMENT Health ACI/D21/335 | ACI 0351 [02/21] | SHPN (ACI) 210959

n
2
&

=


http://www.speedtest.net/
http://www.whatismybrowser.com/
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myVirtualCare: User guide for other providers

October 2021

Consultation details

Enter your appointment time and if prompted
which clinician you are joining. As a provider you
will be asked additional questions to assist in
connecting you to the consultation.

Provider view

Hi Sami Dean! Welcome to myVirtualCare x

We have a few extra questions for you to get ready!

What is the appointment time?
“ 11:55 AM v

Patient Name

[ 3 Imu dward
- Samuel Edwards

+@ s the patient with you?
-

@ vYes QO nNo

Who is the patient's clinician for today?

@® o vichee
[6°]

What is your role? (Job Title)

Cardiologist
g

After entering your details, you will be directed to a
virtual waiting room.

Consultation call controls

These call controls are available. These controls
will auto-hide at the bottom of the window and
reappear when you activate the screen (move
mouse/touch screen).

0000

Microphone End Call Video Share
Camera Screen

Microphone

When you are not speaking you can mute the
microphone.

0000l @000
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Chat

You can chat with people by typing into the Chat
Window and pressing Enter on your keyboard, or
clicking the Send icon.

@J Send message...

You can also attach documents and photos via the
chat window.

1. Click the paper clip icon.

2. Click the Choose file to upload button or drag
and drop a file into the blue area and click the
Finish button.

Choose file to upload

Concluding the consultation

When the appointment has finished, simply click
the telephone button.

You will be asked to confirm if you would like to
leave the consultation.

Click the Yes button.

Call Ended

Are you sure you wish to leave ?

Cancel

The consult may continue between other people
after you leave.

You will be asked to complete a short survey
following your consultation. We appreciate your
feedback about your experience.

If you have any technical issues
connecting please contact the service
who organised your appointment.

[@)ev-np |

© State of New South Wales NSW Ministry of Health 2021.
Creative Commons Attribution No derivatives 4.0 licence.




Pexip: User guide for consumers and carers

Accessing Pexip

You will be provided with a link to join the the video call. Open a compatible browser (see TIP below), then follow

the link and steps to connect to your appointment.

TIP

Successful connection to Pexip depends on
your internet speed, device and browser.
An upload and download speed of at least
1Mbps is required.

You can test your connection speed at
www.speedtest.net and check your browser
at www.whatismybrowser.com

More system requirement information is
available at hitps://aci.health.nsw.gov.au/
statewide-programs/virtual-care/
videoconferencing

Approximate data usage for a 15 minute
video call is 80MB and for an audio-only call
is 10MB.

Browser compatibility

Apple Safari version 11.1 and later

“ Google Chrome version 80+

@ Mozilla Firefox version 60+
c Microsoft Edge version 80+
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1. Open arecommended browser go to the
following link or enter the link provided by your
healthcare provider.

conference.meet.health.nsw.gov.au/webapp

When you click the link, it will look like this:

@

eHealth

2. Type your full name into the box and click
‘continue’.

The name you use here will be visible to your
healthcare provider and any other people who join
the video call.

John Smith

eHealth Conferencing Services.
Support for NSW Health Staff: 1300 679 727

ACI/D21/1162
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Participant information

Pexip: User guide for co

3. You will see yourimage and when you speak the
green bar will move below your image. This
confirms that your sound and camera are working,

Tip: if you cannot see yourself, click the camera icon in the

address bar and ensure that you have allowed access to the
camera and microphone.

John Smith

®© @ ¢

content video

A pop up may appear requesting you to allow your
camera and microphone. Please select allow.

Camera and microphone allowed

This page is accessing your camera and microphone,

@® Continue allowing https://
conference.meet.health.nsw.gov.au to access
your camera and microphone

Always block camera and microphone access
I

Microphone: | Default - Microphone (USEC... - |

Camera: | U5B Camera (0cd5:636b) b |

This page may need to be reloaded before the new

AGENCY FOR
CLINICAL
INNOVATION

settings take effect.

Manage
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4. Selectthe green video call button.

content voice

video

5. A new screen will appear where you enter the
Virtual Meeting Room (VMR) number provided
to you into the ‘Enter VMR number’ box in the
topright.

The VMR number is a seven or nine digit number
commencing with a ‘4’ that will be provided to you by
the service.

& | AHHHHEHE

@

6. Once you enter the VMR, the video icon will
turn green. Press this to connect.

ACI/D21/1162



Pexip: User guide for consumers and carers

7. Click the green button to join. You do not need Call controls
o enter a pin.
These call controls will auto-hide at the bottom of the
window and reappear when you activate the screen
(move mouse/touch screen).

Welcome to the meeting

) (K ! C)

Clicking this will mute all incoming audio

or J ust for the conference

Clicking this will turn your camera on
or off

Clicking this will mute and unmute you

Clicking this will end the conference

8. You will be in a virtual waiting area. You will
be connected shortly. Contact the service for Clicking this will allow you to share
any further questions. your screen

Clicking this will allow you to upload a
document to share

Clicking this will minimise your view of your
clinician. It is not recommended to press this

NSW CLINICAL
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