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Executive summary
Client Survey

388clientsfrom all states and territoriesin Australia completed the survey.

70% were female.
Client age ranged from 3 to 79 years.

38% were parents or carers completing on the clients behalf.
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Clients received telehealth care from...

m S5peech Pathologists m Diabetes Educators ® Accredited Exercise Physiclogists m Occupational Therapists ® Osteocpaths ® Podiatrists

***** 90% had no telehealth consults ***** 81% preferred in-person
Yokokok

prior to the COVID-19 pandemic. * ‘ﬁf consults rather than telehealth.

Experienceswith telehealth consultsviavideo and telephone...
V 89% and 80% of clients were somewhat or very satisfied with consults.

87% and 86% of clients rated consults as somewhat or very effective.
((l ])) 83% and 86% of clients found the technology somewhat or very easy to use.
& 85% and 80% of clients were somewhat or very comfortable communicating with their

clinician via telehealth.

80% and 77% of clients felt very safe during telehealth consults.

69% and 74% of clients were very satisfied with privacy and security during consults.

l‘ 44% and 40% of clients felt it was somewhat or very likely that they would choose to

access care via telehealth in the future.

based on their telehealth consult experience.

T 84% and 70% of clients were somewhat or very likely to recommend the clinician to others

12% and 9% rated consults somewhat better or much better quality than in-person consults.

Advantages of telehealth....
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Reduced travel Less waiting Greateraccess Convenience Some clients Continuityof Undivided

time/burden time to care benefitfrom careduring  attention

Disadvantages of telehealth... staying athome pandemic from clinician
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Technical / Mot all Children may  Less effective Impersonal/ Lack of visual input
internet issues treatments/  bedisengaged thanin-person difficulty [ relies on client
and limited access assessments are and distracted consults building communication

to technology possible relationships



Clinician Survey

868 clinicians from all states and territories in Australia completed the survey.
86% were female.
Clinicians had an average 10 years clinical experience.
58% worked in a private practice setting.
42% had undertaken training in the delivery of telehealth.
18% provided video consults and 52% provided telephone consults before COVID-19

n=94
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On a scale of 0 (not at all confident) to 10 (extremely confident)...

Clinicians scored an Clinicians scored an
***** average 8/10 for average 8/10 for
****72{ confidence delivering confidence delivering

telehealth via video telehealth via telephone

On a scale of 0 (not at all effective) to 10 (extremely effective)...

***** On average, clinicians : j; % ?i ; On average, clinicians

***** rated video consult rated telephone consult

effectiveness 8/10 effectiveness 7/10
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On a scale of 0 (extremely dissatisfied) to 10 (extremely satisfied)...

Clinicians rated their ﬁ Clinicians rated their
***** satisfaction with care @ satisfaction with care

***** delivered via video delivered via telephone
1 an average 8/10

an average 7/10

Plans to offer future consults via video and telephone...
81% and 63% of clinicians plan to offer telehealth consults after the COVID-19 pandemic.

Clients unsuitable for consults via video and telephone...

85% and 60% of clinicians had deemed one or more client unsuitable for telehealth consults.

Common reasons for deeming clients unsuitable for telehealth...
Technical / internet Client required o, Complexity of ) Unable to
(tp) . e - :
issues or no access hands-on ® client / assess [ diagnose

to technology treatment condition accurately



Positive feedback about video and telephone consults...

83% and 48% of clinicians had received positive feedback about telehealth consults.

Common positive feedback about telehealth consults...

Convenient /\Some clients like sl Do not need to take m Less travel
0 B e off work / school Tg¥llfg¥ time / cost

and easy staying at home

R Donotneed = Greater attendance ' Flexibility of l‘ Video consults
@ and less wait time ‘/ appointments exceeded expectations

childcare
Video as good .’0 Some children / Some clients A Can adapt

DY LY orbetter than ﬁ' parents are more have better ﬁ treatments to
in-person care engaged outcomes home environment

Increased confidence ‘ Continuity Reduces
to self-manage of care i jnfection risk

Complaints and negative feedback about video and telephone consults...

24% and 10% of clinicians had received complaints or negative feedback.

Common complaints and negative feedback about telehealth consults...

Young children are

. Difficulty using / ° _~ i in-
( l) Issues with | & o Clients prefer in
& accessing video m. difficult to engage / \R'a person consults

internet . .
platforms easily distracted

S Pressure on parent/carer r Difficult to understand Not all treatments /
&8 1o facilitate treatment - instructions / communicate assessments are possible

Impersonal / Telehealth was ’) Poor sound 0 e
— % | less effective quality

reduces rapport

Safety concerns during video and telephone consults...

13% and 10% of clinicians reported safety concerns.
Safety concerns related to telehealth...

® |ncreased Unable to supervise Potential for r Cannot determine if
m risk of injury @ treatment and A unsafe - client understands

environment information given

and falls exercise
Cannot monitor heart '; Consults with e Privacy and @ Potential for
rate, blood pressure, ° unsupervised ¢+ « confidentiality a incorrect
blood glucose levels children O-0O concerns assessment
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Key Findings

Clients, caregivers and clinicians from all Australian
states and territories completed the survey.

90% of clients and 82% of clinicians used telehealth
for the first time during the COVID-19 pandemic.

Only 42% of clinicians had undertaken training in the
delivery of telehealth.

Most clients and clinicians were satisfied with the care
they received or provided via telehealth.

Most clients found telehealth easy to use, were
comfortable communicating via telehealth, and were
satisfied with the privacy and safety of telehealth consults.

4 in 5 clinicians planned to continue offering telehealth
video consults after the COVID-19 pandemic.

1in 2 clients were likely to choose to see their allied health
clinician via telehealth after the COVID-19 pandemic.



