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Coviu’s New Phone 
Telehealth Capability
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Dr Silvia Pfeiffer
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What Coviu is Known for
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● Simple and Secure Video Conferencing
● An Extensive Apps Marketplace (50+)
● Phone Consultations *NEW*
● Remote Patient Monitoring *NEW*
● Group Telehealth Rooms *NEW*

https://www.coviu.com/en-au/features#Video
https://www.coviu.com/en-au/features#Apps
https://www.coviu.com/en-au/features#Phone
https://www.coviu.com/en-au/features#RPM
https://www.coviu.com/en-au/features#GroupRooms
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Phone Telehealth is Part of our Development 
to Meet More of Your Needs
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The New Way: A Unified Virtual Care Solution

You Your Patient
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Team

Supported Care Models

Remote-First Care

Stepped Care

Hybrid Care

Multi-disciplinary Care

Health Hotline

EMR / 
PMS etc



© Coviu 2022 6

Why we Implemented Phone Telehealth

● Coviu Vision: Fair and equitable access to healthcare for everybody
● 91% of Australians now have access to the Internet
● 9% cannot access video telehealth
● Vulnerable populations: age, disability, low income, geography, illness

● Goal: Support clinicians with processes for telehealth consultations
● 90% of MBS telehealth consultations are delivered via phone
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Q1: 88%

Phone Usage is 
Growing!



© Coviu 2022 88

Highest and Lowest use of Video Telehealth

https://coh.centre.uq.edu.au/telehealth-and-coronavirus-medicare-benefits-schedule-mbs-activity-australia

https://coh.centre.uq.edu.au/telehealth-and-coronavirus-medicare-benefits-schedule-mbs-activity-australia


© Coviu 2021

Use Cases by Patients

● Used by patients without internet access or 
video capable devices

● Used by vulnerable patient groups, e.g.
vision-impaired, disabled, rural/remote, 
uncomfortable on video

● Favored for short consultations, e.g.
prescription renewal, medical certificate, 
pathology report, referral, check-in

9



© Coviu 2022 10

● Privacy and security
● Frees up reception phone line
● Multiple appointments concurrently
● Single line, multiple clinicians
● Patients call you
● Phone triage 
● Call centre/hotline 

Clinic Benefits of Phone Consultations
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Coviu Approach: Integrated Virtual Care

Video Phone
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● Easier Clinic Management 
● Reporting
● Medicare Audits
● Sticking to Medicare Rules
● Free up Line With Receptionist
● Cost Savings
● Security and Safety 

Benefits of an Integrated Virtual Care Platform



Medicare phone and video 
telehealth items – an update

Dr Margaret Faux, PhD, LLB, RN
29 September 2022

https://aimactraining.comhttps://synapsemedical.com.au

https://aimactraining.com/
https://synapsemedical.com.au/


Copyright & Restrictions on Use

Telehealth Reimbursements Webinar

• You must not record this webinar.
• You must not copy or use the content from 

this webinar in whole or in part.
• You must not reproduce, exploit or use any 

of the content of this webinar for the 
purpose of re-selling the content, or offering 
products or services similar to ours or for any 
purpose. 

• All other use, copying or reproduction of this 
webinar is strictly prohibited.

© 2022 Synapse Medical Training Pty Limited t/a The Australian Institute 
of Medical Administration and Compliance. All rights reserved



What we are going to cover today

1. Bulk billing, gaps and PHI
2. MBS phone and video services
3. The 30/20 rule
4. Take home messages

© 2022 Synapse Medical Training Pty Limited t/a The Australian Institute 
of Medical Administration and Compliance. All rights reserved
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Bulk Billing – Section 20A Health
Insurance Act 1973

Step 1

Step 2

Your patient

You

© 2022 Synapse Medical Training Pty Limited t/a The Australian Institute 
of Medical Administration and Compliance. All rights reserved
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This means you can bulk bill
or patient claim, but not both

• The patient must consent to bulk bill so yes, it is a legal requirement that they sign.

• You cannot charge any additional amount of money when you bulk bill 

• Think of it as an EITHER / OR decision:

• Either bulk bill and accept what the government pays

• Or charge the full fee up front, but you cannot do both 

• It does not matter what you call - it is illegal and may constitute a crime!

• Understand what ‘mixed billing’ means

• The only exception is certain vaccines, but you can’t administer a vaccine over the phone!

High Court of Australia, Wong v Commonwealth of Australia [2009] HCA 3, Kirby J at 158: 
“Even "bulk billing" is only possible by consent of both parties to that relationship.” 

© 2022 Synapse Medical Training Pty Limited t/a The Australian Institute 
of Medical Administration and Compliance. All rights reserved

Telehealth Reimbursements Webinar

TO BE CLEAR: YOU CANNOT CHARGE A PATIENT VIA CREDIT CARD ONLINE FOR A 
TELEHEALTH APPOINTMENT, AND THEN ALSO BULK BILL IT



What about patients with PHI?
(Allied health only)
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• It is important to understand that Medicare is taxpayers money, whereas private health insurance 
(PHI) is not.

• There are 2 completely different legislative schemes in operation.

• This means Medicare and the PHIs operate differently.

• So, you CAN charge a gap separate to the amount billed to a patients' PHI using your HICAPS 
terminal, but you CANNOT do the same when billing to Medicare. 

• AND allied health providers cannot use the patient's PHI to 'top up' the Medicare bulk bill amount. 



MBS specialist items part 1
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MBS specialist items part 2
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MBS GP items part 1
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MBS GP items part 2
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Allied health items
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The 30/20 rule
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The 30/20 rule
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The 30/20 rule
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Take home messages
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o Medicare itemisation is a precision exercise

o Satisfy all requirements of every ‘clinically relevant’ MBS item you bill, every time

you bill it

o Bulk bill OR charge upfront full fees – not both

o Good Records, Good Defence | Poor Records, Poor Defence | No Records, No 

Defence 

o Free legal information is available here: https://mbsanswers.com.au/

https://mbsanswers.com.au/




Thank You

Contact us to find out more.

https://aimactraining.com

https://mbsanswers.com.au

https://synapsemedical.com.au

thom.soutter@synapsemedical.com.au
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https://aimactraining.com/
https://mbsanswers.com.au/
https://synapsemedical.com.au/
mailto:thom.soutter@synapsemedical.com.au

