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I. Introduction
This guide is for our staff using video calls in the following scenarios:
1. Patient/client contact when
• Communicating with patients, carers and families.
• Facilitating video consultations between patients and doctors during a patient visit
2. Professional contact when using video conferences with staff members and other
(health) professionals (e.g. Regional Team Meeting, Interdisciplinary Teem Meeting).
3. This resource can also be used to train volunteers in the use of video calls with patients,
relatives and carers.
It provides guidance on what to do when using video calls and support materials available to
make video calls an easy, successful and safe way of communicating with different
stakeholders.
All support materials are included in the appendix and linked to throughout the document.

II. General guidelines
1. Privacy and Confidentiality
When communicating with patients, relatives and carers use FaceTime or Skype (both have
end-to-end encryption).
Do not use social media platforms for clinical consultations (eg Facebook, Twitter or
WhatsApp), use Zoom or Healthdirect.
Ensure there is no sensitive information in your background. Zoom allows you to have a
virtual background for increased privacy.
See: https://support.zoom.us/hc/en-us/articles/210707503-Virtual-Background
Stay cyber safe by staying alert in your sessions:
•

Know who is in the meeting (including if some other person is in the room with an
attendee)

•

Limit what you share and avoid sharing classified information on screen

•

Close all unnecessary windows to avoid accidentally sharing information

BHCI Telehealth Training Pack – Staff Training Manual, Module 4: Video use guide

|4

This work is licensed under the Creative Commons Attribution-NonCommercial 4.0 International License. To view
a copy of this license, visit http://creativecommons.org/licenses/by-nc/4.0/ or send a letter to Creative Commons,
PO Box 1866, Mountain View, CA 94042, USA.

•

Do not leave the session open after the call

•

End the session immediately upon evidence of an attendee who was not invited.

2. Setup
•

•
•

Ensure that the space behind you is not full of light (eg a window) as your face will be
in shadow; adjust your position so your laptop back (or tablet or phone) and face are
toward the light.
Adjust your camera so that you can see your head and shoulders; this is the image
others will see.
Look at the camera when speaking.

III. Video call scenarios
3. Video use in client contact
3.1. Communicating with patients, relatives and carers
The following materials are available to support staff and patients with the use of Telehealth
video calls. To view the materials, click on the link or scroll down to the Appendices.
Staff support kit:
•
•
•
•

Telehealth video call guide for staff on how to approach patients about the use of
video calls
‘How to make a FaceTime call (iPhone)’
‘How to make a Skype call’
‘How to host a zoom meeting on your mobile’

Patient information and support kit, including:
•
•

•

Patient information ‘Using Telehealth video calls during the coronavirus pandemic’
‘How to create an account and answer a FaceTime call’ and ‘FaceTime
troubleshooting’ or ‘How to create an account and answer a Skype call’ and ‘Skype
troubleshooting’
Patient tool ‘How to prepare for a video call’
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3.2. Facilitating video calls between patients, relatives, carers and health
professionals (doctors and allied health)
In the case that a patient is too unwell to visit a doctor or allied health professional, Zoom
allows you to facilitate a meeting between patients and health professionals when visiting a
patient. Please click on the link to find instructions on how to host a Zoom meeting on your
mobile phone.
Your role during this consultation:
•

•
•
•

•

•

•

The nurse should clarify the purpose of the call, the nurse role during the call as well
as make a note of any questions the patient, relatives or carers might have before
the video call commences.
The nurse sends the invitation out to the health professional via zoom.
If an invitee is not in attendance there may be technical difficulties; contact them.
Don’t assume that the invitee is not attending.
The nurse should initially open the conversation and let the health professional know
who is physically present. The conversation is then handed over to the patient,
relatives and/or carer(s). The nurse turns into a silent observer, writing down any
questions that might need clarification.
Once the conversation between the patient, relative(s) and/or carer(s) is finished, the
nurse can ask clarifying questions. The nurse should also ensure that all questions or
issues formulated upfront by the patient, relative(s) and/or carer(s) were addressed.
If not, ensure the patient, relative(s) and/or carer(s) ask these questions.
The nurse finishes up the video call, asking the patient, relative(s) and/or carer(s) if
they have any more questions, organises a next appointment if required, thanks the
health professional and ends the call.
After the video call: Ask the patient if they have understood everything the health
professional said, clarify if necessary and repeat important health care messages.

4. Using video conferences with staff members and other (health)
professionals
4.1. Etiquette: Expected behaviours and responsibilities
•

The host should initially chair; welcome everyone and set or remind all participants
about videoconference etiquette.
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•
•
•
•

•
•
•
•
•
•
•
•

If an invitee is not in attendance, there may be technical difficulties; show care and
contact them. Do not assume that the invitee is not attending.
All participants including the Chair to have their phone available and on silent so that
they can be contacted if there are technical difficulties.
Allocate a scribe for recording of meetings where required.
At the beginning of the meeting, the Chair introduces any who are physically present
with the host or chair and if appropriate provides an opportunity for those working
remotely to introduce themselves. Ensure there are no uninvited participants who
may be able to hear the content as they are sharing space with a participant.
If appropriate, the Chair to ask each participant at the start of the meeting what they
want to achieve from the meeting. Chair to take notes.
Be “present” in the meeting – if you have to leave, send a private chat message to
the Chair to inform them.
Don’t do other work and use your mute button when not speaking.
No eating or drinking during the meeting.
At the 30 minute mark take a 5 minute break to have a drink, stand up and step
away.
Chair to ensure that all participants have a chance to speak, present, comment.
Prior to the completion of the meeting Chair to check with each participant in turn to
ensure all have had their input.
Meeting Chair to acknowledge on the effectiveness of the meeting and follow with
closing the meeting with gratitude.

4.2. ZOOM suggestions
•

•

While using Zoom, set screen in “gallery” mode and suggest attendees do the same.
This allows people to see who is present in the meeting. (Note, if attendees are
participating using a smart phone or tablet, this option may not be available.)
On the task bar in Zoom there is a reaction button. When you wish to speak click on
the clapping hands; it is the responsibility of the Chair to note and invite that person
to speak at the completion of the first person speaking. The clapping hands will
disappear from the screen after a short time.
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Appendices
Appendix 1: Staff support kit
Telehealth - Video call guide
Our aim is to:
•
•
•
•

Protect the health of patients and staff
Protect our workforce so we continue providing our service
Provide the best possible service and care to patients
Limit the spread of coronavirus

Benefits of telehealth video calls over phone calls:
•
•
•
•

Personalises the contact
Continues to support the patient
Enables patients to recognise who they are talking with
Provides a more comprehensive overview of a patient’s physical and psychological
wellbeing through visual clues

Facilities:
•
•

Telehealth office (downstairs)
Two clinical rooms have been equipped for Telehealth (upstairs)

Action plan for everyone:
Each day look up Telehealth information in the care plan for each patient before
calling
a) If there is no Telehealth information recorded in the care plan:
⋅

Call patient on the phone

⋅

Inform about the use of telehealth video calls and its benefits (see above)

⋅

Complete thorough Telehealth assessment

⋅

Make Telehealth entry in care plan: write down detail on preferred app, phone
number, Skype name or any other relevant information

⋅

If patient agrees, arrange video call for next appointment (fixed time) and write
down in progress notes, care plan and comments
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b) If Telehealth information is recorded in care plan:
⋅

Ring patient on the phone

⋅

Explain that:
We are minimising home visits to protect patient and staff health, and ensure
we are able to continue providing our service
We aim to provide the best possible care to patients by using telehealth video
calls as this
• makes contact more personal
• enables patients to recognise who they are talking with and
• enables the nurse to get a more comprehensive idea of their wellbeing.

⋅

Ask the patient if it is ok to switch to video call
If yes: Confirm details (app, mobile number, number, Skype name) and switch
to a video call
If no: Continue with phone call

⋅

If patient agrees, arrange video call for next appointment (fixed time) and write
down in progress notes, care plan and comments

Documentation:
•
•

Fill in survey form to document that telehealth video call was used
Complete entire form if
⋅ video call provided a benefit over a phone call or
⋅ a technical issue occurred

If you do a new assessment:
• always inform patient and family about the use of telehealth video calls and its
benefits (see above)
• always complete a thorough Telehealth assessment
• record detail on preferred app, phone number, Skype name or any other relevant
information in the care plan.
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How to make a Face Time call using your iPhone
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Make a Skype call using your smart phone
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How to host a zoom meeting on your mobile phone

BHCI Telehealth Training Pack – Staff Training Manual, Module 4: Video use guide

| 12

This work is licensed under the Creative Commons Attribution-NonCommercial 4.0 International License. To view
a copy of this license, visit http://creativecommons.org/licenses/by-nc/4.0/ or send a letter to Creative Commons,
PO Box 1866, Mountain View, CA 94042, USA.

BHCI Telehealth Training Pack – Staff Training Manual, Module 4: Video use guide

| 13

This work is licensed under the Creative Commons Attribution-NonCommercial 4.0 International License. To view
a copy of this license, visit http://creativecommons.org/licenses/by-nc/4.0/ or send a letter to Creative Commons,
PO Box 1866, Mountain View, CA 94042, USA.

BHCI Telehealth Training Pack – Staff Training Manual, Module 4: Video use guide

| 14

This work is licensed under the Creative Commons Attribution-NonCommercial 4.0 International License. To view
a copy of this license, visit http://creativecommons.org/licenses/by-nc/4.0/ or send a letter to Creative Commons,
PO Box 1866, Mountain View, CA 94042, USA.

BHCI Telehealth Training Pack – Staff Training Manual, Module 4: Video use guide

| 15

This work is licensed under the Creative Commons Attribution-NonCommercial 4.0 International License. To view
a copy of this license, visit http://creativecommons.org/licenses/by-nc/4.0/ or send a letter to Creative Commons,
PO Box 1866, Mountain View, CA 94042, USA.

BHCI Telehealth Training Pack – Staff Training Manual, Module 4: Video use guide

| 16

This work is licensed under the Creative Commons Attribution-NonCommercial 4.0 International License. To view
a copy of this license, visit http://creativecommons.org/licenses/by-nc/4.0/ or send a letter to Creative Commons,
PO Box 1866, Mountain View, CA 94042, USA.

Appendix 2: Patient information and support kit
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Telehealth video call guide for staff on how to approach patients about the use of
video calls
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How to create a FaceTime account and answer a FaceTime call
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FaceTime troubleshooting
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How to create a Skype account and answer a Skype call
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Skype troubleshooting
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Patient tool ‘How to prepare for a video call’

BHCI Telehealth Training Pack – Staff Training Manual, Module 4: Video use guide

| 23

This work is licensed under the Creative Commons Attribution-NonCommercial 4.0 International License. To view
a copy of this license, visit http://creativecommons.org/licenses/by-nc/4.0/ or send a letter to Creative Commons,
PO Box 1866, Mountain View, CA 94042, USA.

