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Telehealth, Telepractice, Telecare, Teletherapy ... there are many
terms that describe an innovative, efficient, accessible, and
personalised method for service delivery

Telehealth is a collection of methods for providing health services
and support using digital technologies

Imagine turning the tables on traditional ways of accessing
services from your doctor, psychologist, or

allied health therapy team

Imagine meeting them on your own turf, on your own terms, and
IN your own time

Imagine this world of possibilities, becoming a redlity, right now
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A world of possibility in Telehealth

Using platforms that are so familiar to all of us today such as
Teams or Zoom, we can connect with our clinical team, and other
supporting people virtually, safely, and securely

You can protect your privacy, and maximise your control by using

custom backgrounds, filters, or even Avatars or Memajis

Depending on where you are in your journey, you can engage
with confidential one-to-one video calls, or multi-participant
video case conferences and therapeutic collaborations

For those really tricky topics, you can use chat functions, Memaojis

or Emojis to share things that you would rather not say out loud

If you have so much to share but find it difficult to put into words,
there is the option of creating virtual mind maps and scrapbooks
before your appointment to share complex or interrelated
concepts

Because life happens as a continuum, you may consider sharing
video Vlogs of yourself or your child to convey
a broader picture of your challenges over time

SO that you don't have to remember or write down everything
your clinician says in the appointment, they have the option of
sharing of pre-recorded information and
therapy suggestions for later review

Your clinicians may be able to offer virtual coaching in between
olanned appointments, to give you the services you need,
when you need them



Imagine being able to have your service providers more deeply
understand you, your life, your social and family context

Imagine being able to introduce your paediatrician to your pet
dog or guinea pigs

Imagine not having to drive through the city, or even to the city, to
see your psychologist

Imagine if your occupational therapist could literally see what you
mean when you say that your child can't sleep because they are
overwhelmed by the sensory stimulation of their bedroom

Imagine not having to remember or write down what was said in o

session about therapy or medication management, because your

clinician has a video recording of the instructions, and sends it to
you electronically before your appointment finishes

Imagine if your physiotherapist can see you 50% more often
because you don't use up your NDIS Plan with funding travel time

Or if you can keep seeing your preferred clinicians
even if you move interstate

Just take them with you, in your pocket or purse
on your preferred devicel




Here is a word from Jason, Patches Australia’s
Chief Operating Officer, about his experience with
and vision for Telehealth at Patches

| use Telehealth in my own life to connect with medical services.
This has helped me immensely as | travel for work often. | continue
to connect with my providers that | have developed
a relationship with over years

Like anything new, there can be initial challenges in using
Telehealth, like my camera isn't working or I'm on mute.
However, like all things, we become more familiar with technology
and we ultimately enjoy the benefits it brings

Telehealth is a huge focus in Australia, it is helping to make our
ives easier, giving us greater access to clinicians whilst
giving us more time back to do the things we enjoy

't is great to be part of Patches Telehealth evolution where we are
consistently refining how we deliver services in hard-to-reach
locations. We are continually learning about the latest
enhancements within the Telehealth space and seeing
how we can incorporate them into our service

We are striving to make Telehealth the best experience possible
whilst not compromising on our high standards and expectations

We have seen clinicians in different locations work together via
Telehealth to support our clients' therapy and assessment. We are
ouilding a national team to get the right skills and experience
only a Telehealth consult away
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So ... why is Telehealth Awesome?

Sensible suggestion # 1. Reduction in travel time, reducing the
opportunity costs such as time away from school or work

We know that the most precious resource in our lives, is time.
't is something that once spent, we cannot reclaim

We are all busy, especially if we are living with
or supporting a loved one with a behavioural or
mental health condition or disability

The time that we have should be carefully rationed out, so that we
can spend it on living our best lives, working on our relationships,
getting healthy, and focusing on the things that are
important to us in life

What if somebody offered you additional hours in your day, days in
your week, or weeks in your year, to spend now while you can best
enjoy it? Well, that is precisely the opportunity that accessing
services via Telehealth can offer

Not needing to travel to an assessment or therapy appointment
means you can reinvest that time in something else

Not having to take time off work means you can continue to be
oroductive and earn, and keep your personal leave balance up
even while maintaining continuity of your
medical, psychology, or allied health care

If you live somewhere that fancy physicians such as psychiatrists
and paediatricians do not visit, you can still have the benefit of
their consultation and ongoing management without traveling

(through time) to get to them

Thank you, Telehealth, for giving us more of
our most precious resource, Timel



Sensible suggestion #2. Improved access for those who live a long
way from health services or for people with physical disability

Barriers to access come in many forms. These include language
and cultural differences between clients and clinicians, living in @
geographically remote location, or physical access to facilities

Enter Telehealth, giving you more choice of clinicians you engage
with, wherever you or they may be located

Need a therapist who can deeply understand your frustrations as
you express them in Cantonese, or French? Then access a service
orovider who can listen, and not only hear
but also understand you

Living in a regional or remote community without regular
oaediatric or psychological services? Well, hello Telehealth! In my
own practice, | have provided paediatric services (admittedly not

in Cantonese, or French) into locations as diverse as Kupungarri

WA (up the Gibb River Road North of Derby), Hobart TAS (a small

regional outpost North of Macquarie Island and Antarctica), Alice
Springs NT, and Shepparton VIC

The ability for families to access specialist services, wherever they
ive, Is an incredible advancement in health and medical service
delivery. Brought to you care of Telehealth!

If you are a person with physical or communication-related
disability, then the process of attending a clinic, or communicating
with a clinician, can be extremely complicated

Via Telehealth you can access a range of technological
communication devices, and you can avoid the challenge of
traveling from your place of residence to access the services that
you deserve ease of access to
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Sensible suggestion #3. Increased convenience and privacy when
accessing support from home

Picture entering a busy clinic, with families coming and going,
sitting In waiting and reception areas where, despite the best
intentions of all involved, you and your family are on display.
You may feel uncomfortable being asked to declare your
vaccination status, to confirm your appointment type, or discuss
a payment plan

't may e that you came to discuss bedwetting, anxiety, or a fear
of crowds ... and the very place you came to is having you want
to flee the crowded waiting area, for a nervous peel

Now picture walking calmly from your kitchen table, cup of tea
(made as you like it) in hand, past your familiar arrangement of
family photographs and teaspoon collections. You sit in your
comfortable lounge chair, and pause to appreciate the silence

Then at exactly the moment your Telehealth appointment is due
to start, you click on the link. There is is your clinician, ready at
exactly the time their appointment with you was due to start

'On," they remark, "My grandmother has that exact teaspoon
from Hobart in her own collection.” Rapport is established, your
clinician understands you and your world, and
not another soul is around to hear, to interrupt, or to observe
what it is that you are there to do

You feel relaxed, and the therapeutic relationship
has space to flourish

At the end of it all, you can use your own bathroom, at your own
leisure, and you always know that the toilet paper is the exact
oly and softness that you are accustomed to

Thank you, Telehealth (sigh)
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Sensible suggestion #4. Decreased stress arising from having to locate or
navigate the service environment

At Patches we support people with often complex behavioural and
neurodevelopmental conditions. As our families know, just saying
“It's complex” is an understatement

Having multiple helping professionals in your life and trying to
coordinate the logistics of multiple therapy appointments,
medication review appointments, or functional assessments,
can be exhausting. And that is on top of living life as usual
with the social, work, and relationship pressures that we all juggle

Thinning out your travel and appointment schedule, and
rationalising it, is a step toward a more Zen version of yourself.
If you can engage with a service such as Patches that prides itself
on the quality and efficiency of its Telehealth offering, then
let us take the stress out of engaging with your service providers

Imagine a one stop shop for all of your services, from assessment
and diagnosis, through to the therapy services that you or your
loved ones need. Patches also provides Support Coordination

and Plan Management

Patches offers all our services and supports via Telehealth. We
want to take the stress out of the process for you, so that you and
your family can concentrate on living your life, achieving functional

independence, and doing the things you would rather be doing
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Sensible suggestion #5. Increased capacity for additional supporters
to attend to coordinate care

One of the most important aspects of high quality and effective
care, is proper communication of the issues, and solutions, to all
people involved. Working in multidisciplinary settings for years,
with medical, psychological, and allied health colleagues, | know
how powerful the collective problem-solving process and case
conferencing can be

Similarly, we often find ourselves working across multiple agencies
including health, education, disability, mental health, and
sometimes the child protection or justice system

If you or your loved one have multiple providers, or multiple
agencies, involved in the coordination of care, then Telehealth is
the perfect meeting place. Literally getting everybody in the same
olace (well, virtually!) at the same time, and involved in the same
conversation. This extends to having all parents and carers able
to attend an appointment, wherever they may e

| recall a Telehealth consult with a family where Mum and the child
were in Perth, and Dad was on a swing out at Pannawonica (yes,
there is a place called Pannawonica, it is very far from wherever
you live. Unless of course you live in Pannawonica)

Similarly, we have had Telehealth appointments where teachers,
school psychologists, general practitioners, and child protection
case workers, can all attend. This would have been impossible
without the ability to coordinate appointments via Telehealth that
fit into people’s diaries and did not require them to leave their
olace of work to attend

Telehealth can truly be a meeting place for services and family
memlbers, to allow us to better communicate and coordinate our
care, for the benefit of the client or participant
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Sensible suggestion #6. Potential reduction in stigma when accessing
mental health support

Reaching out for support with our mental health is complex,
oersonal, and at times leaves us very vulnerable. We often need to
share intensely personal information, and the process of doing so
can leave us feeling shaken and emotional. For some of us, we
would prefer not to have it known that we are seeking
support for our mental health

On the multiple occasions that | have engaged with psychological
services, | do become aware of how visible | am while parked at
the premises (my car is plastered in logos and quite recognisable),
INn the waiting room, or walking into and out of the appointment.
if | am sharing the waiting room with others, | try to avoid
engagement, to preserve privacy for myself and others

While | firmly believe that there should not be stigma associated
with seeking psychological or mental health support, the reality is
that many of us do still experience this. Attending mental health
appointments via Telehealth completely takes away this sense of
being exposed, on display, and vulnerable. Being able to speak
from the comfort of your own home, you can also speak more freely
knowing that there is nobody in the next room or outside the
clinic room door, who might overhear your conversation

Telehealth provides the ability to better prepare yourself mentally
for the session, and then the ability to sit and process the session
once it is completed, without having to switch mindset and
‘oull yourself together’ as you may do if you walk out of a
face-to-face session

What | find overwhelmingly as a doctor at Patches is that the
quality of rapport and the therapeutic relationship is maintained
via Telehealth, if not enhanced

| notice children and families seeming more relaxed and calm in
their natural environment, because they are able to be themselves
and they are not ‘'on display’ as they may be if | see them in clinic
10



Sensible suggestion #7. A health economic equation that serves you
personally, and the greater good

Lack of access to medical, psychology and allied health services,
and long wait times are a frustrating reality for so many families

Telehealth can markedly increase the efficiency of a clinic day. If o
therapy clinician can be based in one location, they can schedule
more appointments in for the day. Less travel time
means more clinician hours are available

For a doctor's clinic, appointments start and finish on time, because
they are scheduled into people’s calendars. People are more likely to
be on time, because they do not need to physically travel to clinic.
Fewer cancellations, mean that more people can be seen

SO we can see that when we increase the efficiency of providing
service, we move closer to the goal of our
own family and children’'s needs being met

And what if we could at the same time achieve the linked goal of
other people's family and children’s needs being met?
| mean, the greater good, is good for us as well, right?

If we can find savings in the overall health and disability services
budget, this will increase the overall pool of funding available to
orovide services to more people

MORE

CLINICIAN




So ... Telehealth at Patches is Extraordinary, eh?

Supporting statement #1. Rowenaq, Patches Assessment Services
Clinical Manager

We can pick our best team from all over the
country in order to reduce wait times and
| have the most appropriate clinicians

' -

We can go into justice and other facilities
which may be impacted by COVID lockdowns

Supporting statement #2. Ruyi, Patches Therapy Services
Team Leader

Our Telehealth sessions are designed,
delivered, and evaluated by clinicians
who bring a wealth of experience as
health professionals, service recipients
(e.g., as parents, clients/patients), and
for some, academics in health

Our multiple roles and collective wealth
of experience means that we can deliver
highly customised Telehealth services
that suit your needs
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Supporting statement #3. Kelly, Patches Therapy Services
Operations Manager

Telehealth encourages practice in the
home setting, using resources the family
already has

Telehealth allows our participants who
relocate to keep their same therapists

Parent coaching via Telehealth makes it
eqgsier for parents to stay connected and
exchange feedback while they manage a

busy household

Supporting statement #4. Carly, Patches Assessment Services
Operations Manager

Families don't have to pay travel time
therefore more bbang for your buck for
therapy services

Supporting statement #5. Mikhail, Patches Assessment Services
Administration Support Officer

Simplicity. You don't have to travel to a clinic,
you can just click a link, and there is your
paediatrician, in your living room
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Supporting statement #6. James, Patches Australia
Chief Executive Officer

Patches has always occupied the forward curve of innovation in health
and disability care. Indeed, we were the first private service to provide
complex behavioural and neurodevelopmental assessments in the
remotest communities of the WA Kimberley region and we have
become Australia’s largest provider of complex multidisciplinary
assessments for the justice system in multiple states.

Our work is based on decades of research and continuous quality
improvement. Patches invests in the right people, who are forward
thinking and solutions-focused. We invest in the right technology, so
that we achieve the ‘almost impossible’ in service delivery every day

We want our staff to be able to achieve optimum work-life balance,
and help the maximum number of clients and participants

Patches' goal is to be the leader in
delivering Telehealth Assessment and Therapy services

We aim to deliver an extraordinary Telehealth service offering that is as
good as, or better than, face-to-face services

We are at the forefront of a Telehealth service delivery evolution
Join Patches on this journey, to achieve the best possible outcomes

for you and your loved ones, by accessing our services
for you and your family, wherever you are
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