C.A.R.E Telehealth Principles

The C.A.R.E. Telehealth Principles have been developed by the Telehealth Sector Working Group to support quality and safety in
the Australian telehealth sector. The Group is chaired by Prof the Hon Greg Hunt and comprises academics, clinicians, experts,
patient representatives, telehealth industry, and not-for-profit providers.

Clinical

Telehealth clinics must deliver person-centred, equitable, synchronous, and continuous care that is accessible, evidence-
informed, and coordinated across the health system.

Person-centred Care: Telehealth clinics must ensure services are person-centred, determined by what is clinically
appropriate, in line with patient preferences and developed in partnership with consumers. Clinics must uphold
transparency by clearly communicating benefits, limitations, care options, costs, and by obtaining informed consent through
accessible, plain language, easy-to-understand information. Synchronous consultations should be prioritised, where clinically
appropriate, with asynchronous tools used to support or enhance care.

Equitable and Accessible Care: Telehealth clinics must ensure services are accessible to all patients, regardless of location,
socioeconomic status, digital literacy or ability. Telehealth clinics must design services to meet diverse needs, including
children, those of culturally and linguistically diverse communities, Indigenous populations and people with physical and
cognitive disabilities.

Continuity of Care: Telehealth clinics must ensure continuity of care, wherever possible, such as enabling patients to request
the same clinician where possible and ensuring all clinicians have access to complete, high-quality clinical records. Care
must be continuous, follow evidence-informed guidelines, and be supported by systems that ensure high-quality patient
documentation, safe care transitions, and integration with the broader health and community care system.

Serious Clinical Escalation: Telehealth is not appropriate for hospital admissions; Telehealth clinics must have appropriate
policies and procedures in place that include contacting emergency services in instances where there is an imminent and
serious threat to the patient to facilitate fast and timely access to an appropriate hospital emergency department.

Administrative

Telehealth clinics must maintain robust, interoperable internal systems to ensure safe, efficient, and accountable delivery
of care.

Clinical Governance and Quality Assurance: Telehealth clinics must implement clinical governance and quality
Mmanagement systems to ensure patient safety, uphold care standards, and support continuous quality improvement.

Information Sharing and Interoperability: Telehealth clinics should seek to ensure clinical systems utilise external safety
tools (for example, real-time prescription monitoring and My Health Record) to support informed care, continuous quality
improvement, and reduce risk. Clinics must ensure clinicians follow consistent documentation standards and enable
record-sharing with a patient’s broader care team where consent is given.

Regulatory Compliance: Telehealth clinics must meet and be able to demonstrate ongoing compliance with all relevant
federal and state compliance requirements. Clinics must continuously review regulatory changes and promptly update
systems and clinicians.

Resourcing

Telehealth clinics must eliminate barriers to care by ensuring accredited staff, secure environments, and reliable
infrastructure that enable seamless, connected service delivery.

Workforce Capability: Telehealth clinics must ensure all personnel involved in the provision of telehealth are appropriately
accredited and/or trained to deliver safe, effective, person-centred care in a telehealth environment. Clinics must have
supervision structures and processes in place to support continuous workforce development and quality improvement.

Integration of Care: Telehealth clinics must ensure structured referral pathways to a patient’s general practitioner,
specialist or local health system. Services must be integrated with the broader health system to support continuity and
escalation of care when needed.

Reliable and Secure Infrastructure: Telehealth clinics should seek to ensure both digital platforms and clinicians’ consult
environments are reliable, private and secure. Infrastructure must support high-quality video, voice, text, and diagnostic
tools, and accommodate patient preferences for how services are delivered, where appropriate and in line with clinical
guidelines and best practice. Clinics must also ensure telehealth consultations are undertaken from private, fit-for-purpose
environments that enable safe and effective care.

Ethical

Telehealth clinics must uphold ethical standards through independent clinical decisions, adherence to best practices, and
rigorous patient privacy protection and informed consent.

Independent Clinical Decision Making: Telehealth clinics must ensure that all clinical decisions, including prescribing,
treatment and follow-ups, are made independently, free from commercial interests. Clinics must have clear structural and
contractual separation between clinical and commercial operations. Clinical autonomy and decision-making must be
protected at every level of the telehealth service.

Best Practice and Existing Standards: Telehealth clinics must demonstrate that their clinicians deliver care aligned with
best-practice guidelines, professional ethics, and legal obligations. Clinics must prioritise patient safety, risk management
and clinician accountability while remaining conscious of context and cultural safety.

Privacy, Consent and Confidentiality: Telehealth clinics must protect patient privacy, data security, and confidentiality at all
stages of care. Patients must control their health information, including access, management, and corrections. Sharing of
data with third parties, including artificial intelligence, requires clear, informed and revocable consent, with transparent
communication about data use and storage.

Conscious Innovation: Telehealth clinics have an ethical obligation to adopt appropriate technologies, research and
evaluation practices that demonstrably improve patient access, enhance care quality, and promote equitable access.
Implementation must be aligned with best practices and support patient-centred care.
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