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THE PATIENTS’ PERSPECTIVE

PROJECT OVERVIEW

During the Covid response, many consumers experienced telehealth for the first time.
The Covid Consumer Leaders Taskforce highlighted the telehealth initiative as a priority

focus during 2020. Navigating Telehealth

. THE PATIENTS' PERSPECTIVE
The aim of the report was to:

© explore patient and family perspectives, experiences and responses to telehealth,
as it changed, adapted and surged in response to COVID-19;

@ fill the void created by the absence of patient voices in the public domain; and
consumer reps in forums and around tables where decisions were being made; and

@ promote patient voices as vital stakeholders and contributors to decisions guiding
telehealth in a post-COVID future

From February to November 2020, Health Consumers NSW (HCNSW) gathered
feedback via:

@ A public virtual workshop for consumers in Aug 2020

© Online feedback including surveys, story submissions and feedback via
© HCNSW Amplify site

@ Consumer and community group representative networks

@ Care Opinion Australia

We asked patients, carers and families about their experiences, benefits, concerns
and suggestions for telehealth consultations.

KEY PROJECT MESSAGES

Health consumers want:
© Telehealth to stay @ Universal access @ Equitable care

© Boost the confidence of @© Design for optimal care - with and
consumers and providers for all stakeholders and providers

PROJECT OUTCOMES

In March 2021, we released the report ‘Navigating Telehealth, The Patients’ Perspective'.

The report highlights how critically important the consumer voice is in the design

and implementation of the telehealth system moving forward. Patients, clinicians and
system administrators, must partner and combine their strengths and expertise to
effectively prioritise, design and implement innovative, safe and quality health services
for the benefit all.

Our review revealed little evidence that the telehealth changes brought on by COVID-19
had been planned with health consumers or had been informed by patients’ telehealth
experiences. This is slowly changing.

More recently consumer representatives have been engaged in some of the critical
conversations around the implementation of telehealth, while processes are underway
to collect and incorporate patient experience and feedback into the evaluation of
telehealth services in NSW.

WHAT NEXT?

Download the report by
scanning the QR code.

This report and its recommendations were provided to the Ministers and stakeholders
within NSW Health as we continue to work in partnership with them to embed consumer -
feedback and experience into the system. HEALTH i
Telehealth success requires patient voices and health consumer stakeholders as equal CONSUMERS
partners at every point decisions are made. HCNSW continues to address that gap.




