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Resource Details
	Resource
	Telehealth Consultation Flowchart

	Purpose
	A visual step-by-step guide for residential aged care staff on arranging, preparing for, and conducting a telehealth consultation — from identifying a resident for review through to post-consultation follow-up.

	How to use this resource
	Adapt this flowchart to reflect your home's processes and use it as a quick reference for staff facilitating telehealth consultations.

	Disclaimer
	This resource is provided for guidance only and is not a substitute for professional, clinical, or legal advice.

	Adaptation note
	Adapted from materials originally developed by Country to Coast QLD Primary Health Network.

	Version
	1.0

	Date
	March 2026














CONFIRM APPROPRIATENESS OF TELEHEALTH APPOINTMENT
☐ The resident's clinical need is appropriate for a telehealth consult per protocol
☐ The tools and equipment are available
☐ Staff are available
☐ Appropriate consent obtained

MAKE ARRANGEMENTS AND DOCUMENT ACCORDINGLY
☐ Confirm appointment time, platform being used, clinician name
☐ Arrange dedicated nursing and technical support cover
☐ Arrange translators or cultural supports as required
☐ Document arrangements as per facility's process

RESIDENT REQUIRES A CLINICAL REVIEW
☐ Review the facility's telehealth protocols
☐ Check the facility's telehealth resources

SCHEDULE TELEHEALTH APPOINTMENT
☐ Record appointment time with external clinician as per facility's appointment process   
☐ Advise resident and their family of the appointment time
☐ Advise resident and their family there will be an opportunity to discuss the mode of appointment prior

DISCUSS MODE OF APPOINTMENT WITH RESIDENT AND FAMILY
☐ Resident and family are given telehealth information (verbal and written)
☐ Resident and family understands what telehealth is and have had time to ask    questions
☐ Determine if translators or cultural supports are needed to facilitate the appointment 
☐ Resident verbally consents to telehealth consultation
☐ Advise resident where the consultation will take place

























































APPOINTMENT AND ROOM PREPARATION
☐ Confirm appointment with external clinician
☐ Collect telehealth equipment and take to room
☐ Position for best field of view lighting, and sound
☐ Pre-test equipment and prepare back-up for possible technology failure


AFTER THE CONSULTATION
☐ Record clinical notes
☐ Undertake clinical handover and delegate follow-up i.e., scripts, pathology, next appointment
☐ Debrief with resident by asking how they found it or if they have any questions
☐ Ask resident and family for feedback about their experience
☐ Clean and return equipment to secure designated area


CLINICAL PREPARATION
☐ Collect and prepare clinical records
☐ Ensure required clinical equipment is ready
☐ Place 'Do not disturb, consultation in progress' sign on door

RESIDENT PREPARATION
☐ Ensure resident's privacy and dignity will be maintained throughout
☐ Consider resident's comfort needs
☐ Minimise potential distractions
☐ Ask everyone to speak clearly into the microphone, look directly at the screen

DURING THE CONSULTATION
 Introduce everybody
☐ Confirm right doctor, right resident, right health records, reason for consult
☐ Confirm resident's identity - name, D.O.B. and address
☐ Confirm resident's consent to participate
☐ Session recording should be disabled. Where this is required, ask permission to record a video conference from everyone on the call
☐ Support clinical needs, coordinate discussion, and assist with exam and care plan

BEFORE ENDING THE CONSULTATION
☐ Check follow-up requirements
☐ Clarify pathology/other tests to be ordered and who will be responsible
☐ Ensure resident does not have any further questions
☐ Check if another appointment is required including the mode

DAY OF CONSULTATION
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