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Introduction
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Rural & 
remote

COVID
BAU      

telehealth



Revealing assumptions
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Clinicians as the decision maker 

AIM: Determine the factors that influence 

clinicians' decisions to offer telehealth



Revealing assumptions
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Maximise ease, 

efficiency & comfort of 

telehealth for clinicians

Acknowledge pre-

conceived frames of 

reference and 

challenge assumptions

Actively pursue joint 

decision-making about 

mode of service 

delivery



The approach to understanding consumer  
perspectives
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AIM: 

• in-depth understanding of how 

consumers perceive telehealth in 

relation to quality in allied health care. 

METHODS:

• Semi-structured interviews

• Qualitative analysis

Quality of telehealth, but also….. 

role of telehealth in healthcare 

quality



Busting myths
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Consumers value patient-centredness in healthcare

Consumers 
needs are fluid 

– service 
modality 

should be too

TH can 
improve equity 
of healthcare 
access – for 
some TH is a 

necessity

Consumers 
want to be 
seen and 

heard – the 
value of the 
therapeutic 

alliance

Clinicians’ TH 
competence & 

choice of 
service 

modality 
impacts the 
safety and 

effectiveness 
of TH

Telephone 
consultations 
devalued – 

but have their 
place

Technology is 
not the 

barrier to 
service 

quality it once 
was



A disconnect
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Patient 

Centredness

Consumers

Effectiveness

Clinicians



What is needed
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Hybrid models of 
healthcare

Collaborative decision-
making regarding care 

delivery

Technical and clinical 
competence in all modes 

of healthcare delivery



Preliminary findings
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• Technical ​ aspects

• Value proposition of telehealth for 

consumers

• Supporting consumers to access 

the benefits of telehealth

Clinician confidence in:



The changing virtual care agenda
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Old Agenda  
(Former State)

• Comparing or 
proving the quality 
of telehealth care

New Agenda 
(Current State)

• Adapting to 
maximise the 
quality of 
telehealth/virtual 
care

Future State

• Virtual care as a 
means of 
enhancing 
healthcare 
quality
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