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Overview of Netcare 
Telehealth

The telehealth system enables the 
creation of a virtual consult room for a 
patient and practitioner to engage in a 
secure consult using video and audio.

What is it?

▪ A patient can request a telehealth 
consult

▪ Once the booking is confirmed, the 
patient and practitioner receive an 
SMS/email with a unique, secure link 
to the virtual consult room for a video 
consultation

▪ At the time of the appointment, both 
participants click the link to join the 
consultation over video

▪ Patients have the option to dial-in to the 
consult telephonically

How does it work?

Do I need to install an app?

▪ No, you do not need to install an app. 
You can access your consults through 
the link sent via SMS/email or by 
logging on to the Netcare Telehealth
platform on 
https://telehealth.netcaretech.co.za

Are the video consultations safe and 
secure?

▪ Yes, we fully encrypt every 
consultation.

Can I use any Internet browser?

▪ We recommend using Google 
Chrome on Android devices and 
Safari on Apple devices.

Frequently asked questions

https://telehealth.netcaretech.co.za/
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The telehealth system enables the creation of a virtual consult room 
for a patient and practitioner to engage in a secure consult using 
video and audio

W H A T  I S  T H E  T E L E H E A L T H  S Y S T E M ?

▪ No need to install an app

▪ Practitioners and patients receive a link 

to connect to the consult

▪ Opening the link in a modern web 

browser connects the participants 

securely (We recommend Chrome or 

Safari browsers)

▪ Patients without access to an Internet 

connection can dial in to the consult 

using a phone

▪ Clinicians and patients can choose to 

switch the video feed on or off for the 

consult 

▪ Encrypted data
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Practitioners and patients receive an email/ SMS with the details of 
their appointment and the link to connect to enter the virtual consult 
room

P R A C T I T I O N E R  A N D  P A T I E N T  J O U R N E Y

▪ Patients receive an SMS 

and email confirmation of the 

booking

▪ Practitioners receive an 

email confirmation of the 

booking

▪ Both participants receive 

an email and SMS reminder 

15 minutes prior to the 

consult

▪ Participants click ‘I am 

ready’ once they’re ready to 

enter the secure virtual 

consult room

▪ Patients will receive an SMS 

to alert them if a practitioner 

is waiting in the room

▪ Participants click the link on 

the SMS/ email to connect 

using a modern web browser

▪ Practitioners can also view 

their upcoming 

appointments on the 

telehealth portal and join 

from there
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You may connect to the telehealth consult using the link in the SMS/ 
email or from the portal 

C O N N E C T I N G  T O  A  C O N S U L T

▪ You will also receive an SMS reminder 15 minutes prior 

to the appointment with the link to connect to the consult, 

simply click on the link to join

To log in to the portal, you will receive an email to reset 

your password and you can use your email address and 

password to log in. Alternatively go to 

telehealth.netcaretech.co.za and click ‘Forgot password?’ 

to set your password.

▪ You will receive an email confirmation of the 

appointment, simply click the ‘Join consult’ button

▪ You can view all upcoming bookings on the telehealth 

portal and simply click ‘OPEN CONSULT’ to join

Connect using the link in your email/SMS Connect from the telehealth portal1 2
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Click ‘CONFIRM’

1

To connect using the portal, you will receive an email to reset your 
password, alternatively go to telehealth.netcaretech.co.za and click 
‘Forgot password?’ to set a password to login

C O N N E C T I N G  T O  A  C O N S U L T
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1

Type in the new 

password

2

Re-enter the new 

password

3

1
Click ‘Reset password’

4

NOTE: You will notice 

password requirements as 

you enter the password

Set a secure password

C O N N E C T I N G  T O  A  C O N S U L T
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Exit this message
5

Your password has been changed and you may use this password to 
log on to the portal

C O N N E C T I N G  T O  A  C O N S U L T
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2
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Go to telehealth.netcaretech.co.za in a modern browser (Chrome/ Safari), to 
load the portal

C O N N E C T I N G T O  A  C O N S U L T :  P O R T A L

Type in your email 

address and 

password

Click on ‘Continue’ 

to proceed

1

3

▪ If you have forgotten the 

password, please click on 

‘Forgot Password?’

▪ You will receive an email to 

reset the password

2

DESKTOP SHORTCUT: You can 

simply add this to your desktop as a 

shortcut for easy access. Refer to 

Section on FAQs.



Once you’re logged in, it will load all your pending consults, simply 
click on ‘Open Consult’ to access the virtual consult room

C O N N E C T I N G T O  A  C O N S U L T :  P O R T A L

Click ‘OPEN 

CONSULT’

4

Patient’s contact 

number
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Practitioner

▪ The patient’s contact  number is included 
in this email, should you need to contact 
the patient

▪ You will also receive an SMS and 
email reminder 15 minutes prior to 
the consult (with the link to connect)

Click on ‘Click Here’ 
to connect to the 

consult

1

If you’re using the SMS/email link, simply click on the link to access 
the virtual consult room

C O N N E C T I N G T O  A  C O N S U L T :  E M A I L / S M S  L I N K

Click on ‘Click Here’ 
to connect to the 

consult

Click to add the 
consult to your 

calendar

1



Practitioner

IMPORTANT!!
Click on ‘Allow’ to 

enable your 
microphone and 

camera for the consult

2

You will be prompted to allow the telehealth system to access your 
microphone and camera for the consult, click ‘Allow’

C O N N E C T I N G  T O  A  C O N S U L T :  P O R T A L /  L I N K

If you do not click ‘Allow’, you will 

not be able to use the video 

functionality during the consult. To 

resolve this, you will need to 

manually change the microphone 

and camera settings on your device.

If you’re accessing the consult from 

the SMS/ email link, this is the first 

screen you’ll see.



Practitioner

Click on ‘I am ready’
3

Click ‘I am ready’ when you’re ready to enter the virtual consult room

C O N N E C T I N G T O  A  C O N S U L T

You will know whether
the patient is n the

room yet



Practitioner

If the patient has not yet joined once you’re ready, an SMS will be 
sent to alert the patient to join

C O N N E C T I N G T O  A  C O N S U L T

If the patient is not yet in the 
room once you’re ready, the 
patient will be sent an alert 

via SMS



Practitioner

Once the patient has joined, you will be alerted that the patient is 
ready. Click ‘Start consult’ to enter the virtual consult room

C O N N E C T I N G T O  A  C O N S U L T

Click on ‘Start consult’
4

You will be alerted once 
the patient is in the
virtual consult room
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Practitioner

Microphone: 
Mute/ Unmute 

audio

Video: Turn on/ off 
video

Click here to share 
your screen

Click here to end 
the call

Thumbnail view of 
practitioner and 

patient

Bandwidth monitor

Camera and 
microphone 

settings

Click here for a full 
screen view

Virtual consult room

N A V I G A T I N G  Y O U R  V I R T U A L  C O N S U L T  R O O M



Practitioner

Once the consult has been completed, you will be prompted to enter 
the ICD10 code for the consult.

P O S T  C O N S U L T

This prompt will only appear if the patient has selected auto-payments when making the consult 

booking. An invoice will be auto-generated using the ICD 10 code entered and sent to the patient.

Enter the ICD10 code/s 
for the consult here



Practitioner

You will then be prompted to rate the audio and video of the 
consultation using a 5-star rating scale

P O S T  C O N S U L T



26

Contents of this 

guide

▪ What is the telehealth system?

▪ How does it work for the practitioner and 

patient?

▪ How to connect to a consult?

▪ FAQs

▪ Detailed guide on using the telehealth 

system

▪ Tips for a successful consult



27

FAQs

▪ How do I set the portal as a desktop shortcut for quick access?

▪ My video isn’t switching on and my video icon is crossed out1

2



Practitioner

1. My video is not switching on and my video icon is crossed out

F A Q

CAUSE:

This usually occurs if the telehealth system wasn’t granted access to your camera 

and microphone to enable the video.

HOW TO RESOLVE:

You will need to manually change your camera and microphone settings. Note: 

Please follow the steps based on the type of device and web browser you’re using.



Practitioner

Follow these steps to manually enable your camera and microphone 
based on the device and browser you’re using

H O W  T O  R E S O L V E ?

▪ Go to ‘Settings’

▪ Go to ‘Privacy’

▪ Go to Camer

▪ Allow desktop apps to 

access your camera

▪ Allow microphone to access 

your camera

▪ Go to ‘System Preferences’

▪ Go to ‘Security & Privacy’

▪ Go to ‘Privacy’

▪ Go to ‘Camera’

▪ Tick for Google Chrome

▪ Go to ‘Microphone’

▪ Tick for Google Chrome

▪ Quit to enable changes

▪ Go to the URL -

https://telehealth.netcaretec
h.co.za/

▪ Click on ‘Safari’

▪ Go to ‘Settings for this 

website’

▪ Change ‘Deny to Allow’ for 

Camera and Microphone

https://telehealth.netcaretech.co.za/


Enabling your camera and microphone for 
Chrome using a Windows device



To resolve this on your Windows desktop/ laptop, go to ‘Settings’

Note: This is for Windows devices. To resolve on your MacBook 

device, please refer to the section below

Go to ‘Settings’ on your 

device

1



Select ‘Privacy’ settings

Select 
‘Privacy’

2



Allow apps access to your camera

Go to  
‘Camera’

Switch to 
‘On’

3

4



Ensure that desktop apps access to your camera is on

Switch to 
‘On’

5



Allow desktop apps access to your microphone

Go to  
‘Microphone’

Switch to 
‘On’

Close this window and go to the link 

to re-open your consult

6

7



Enabling your camera and microphone for 
Chrome using an Apple MacBook



To resolve for Chrome on your MacBook, go to ‘System 

Preferences’

Note: This is for MacBook devices. To resolve on your 

Windows device, please refer to the section above

Go to  
‘System 

Preferences’

1



Select ‘Security & Privacy’ under System Preferences
Select 

‘Security & 
Privacy’

2



Allow ‘Google Chrome’ to access your camera

Select 
‘Privacy’

Go to 
‘Camera’

Check the Google 
Chrome tickbox

3



You will have to quit Google Chrome to allow it access to your 

camera

Select ‘Quit 
Now’ to close 
the browser 
and effect 

your changes

4



You will have to quit Google Chrome to allow it access to your 

camera

Go to 
‘Microphone’

Ensure that the 
Google Chrome 

tickbox is checked

Close this window and go to the link 

to re-open your consult

5

6



Enabling your camera and microphone for 
Safari using an Apple MacBook



If your video is not enabled on Safari, you may have selected 

‘Don’t Allow’ or ‘Never for this Website’ on this pop-up

This message will pop up 
when using Safari to access 

the video consult

If you have clicked on ‘Don’t 
Allow’ or ‘Never for This 
Website’ here. The video 
feed on your consult will 

not load



To resolve for Safari on your MacBook, load the URL then go to 

‘Safari’

Click on ‘Safari’
Ensure that you have 

opened the page

1
2



Go to ‘Settings for This Website’

Select ‘Settings for This 
Website’

3



‘Allow’ camera and microphone for this website 

Change ‘Deny’ to ‘Allow’ 
for the Camera and 

Microphone

4



Both the camera and microphone should be set to ‘Allow’

If you do this before joining the 

consult, click ‘Join consult’ to 

continue.

If you have already entered the 

consult and then change these 

settings, end the consult and go 

to the link to join the consult 

again.
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2



1. How do I set the portal as a desktop shortcut?

F A Q
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The shortcut will appear on your desktop

F A Q

You will see the 

shortcut on your 

desktop
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Test out all your equipment before you start. Before 

you do your first telehealth visit, check to make sure 

your volume is on, the audio is clear, and your camera 

and microphone are working. You might even want to 

do a quick check each morning to make sure 

everything is working properly.

Set-up your camera at eye-level. Whether you're 

using an integrated or external camera, set it up so that 

the camera is approximately eye-level. That way, it’ll 

be easier to maintain eye contact with the patient and 

stay engaged during the visit.

Close unnecessary programs. Video streaming can 

take up a lot of bandwidth, so make sure you don’t 

have too many other programs or tabs open. 

Plug in your computer or mobile device if you can. 

While this isn’t necessary, it’s always a good idea. The 

last thing you want is for your power to die in the 

middle of the visit.

Find a quiet space. Make sure the space is quiet and 

distraction-free. Eliminating distractions and ensuring 

patient privacy is crucial to a high-quality telehealth 

visit.

Follow the same clinical guidelines you would with 

an in-person visit. Even if you can't do a physical 

exam, you can ask good questions and take a 

thorough history of present illness. While the 

technology and interaction is different, the key clinical 

guidelines apply to a virtual visit the same way as a 

physical appointment.

Stay engaged. Try to maintain eye contact and nod 

along to show you’re listening. If you need to take 

notes or look at something, mention that you’re doing 

so to the patient –they may not be able to see exactly 

what you’re doing, and taking notes could just seem 

like you’re distracted or not engaged in the visit.

Explain next steps. Once the visit is over, thank the 

patient for doing a virtual visit and explain what they 

need to do next (this could be picking up their 

medication from their nearest pharmacy, or scheduling 

a follow-up appointment in the next month).

Here are our top tips on how to have a successful 

telehealth consult

Ensure that you are connected to the Internet. 

Preferably use a wired connection as these are less 

prone to interruptions.


