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What happens if I decide I no longer wish to use 
Telehealth?

Text ‘Stop‘ to the Florence system. Your Telehealth contact will be 
informed and may well contact you to discuss your options.

What happens if I go on holiday or 
into hospital?

Florencecanworkfromanyarea intheUKwithamobilesignal. 
However, if you are going abroad or into hospital you can text 
‘Away’ to Florence.

When you return you can text in your readings as normal or text in 
‘Yes’ torestart thesystem

Important Information 

• Put a pass code on your mobile phone if you do not want
anyone to see what you are texting and to protect your 
phone if it is lost or stolen.

• Contact your telehealth contact if your phone is lost or
stolen, they will stop texts to that phone.

• Let your telehealth contact know if you change your mobile
number toensureyourTeleheath textingcontinues as
planned.
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What does telehealth 
mean? 
Telehealth is a way of monitoring 
and self-managing health and 
symptoms at home for people with 
long term conditions. 
In NHS A&A the Telehealth 
monitoring service is provided in 
collaboration with North, South 
and East Health and Social Care 
Partnerships who provide this service 
for the whole of Ayrshire and Arran.
The TEC home and mobile health 
monitoring service has been funded 
by a Scottish Government Initiative 
which aims to increase the number 
of people using Telehealth at home.

How does it work? 
One of the ways we use telehealth 
in Ayrshire and Arran is by using 
text messages to help you and your 
Telehealth clinician monitor and/or 
manage your health and wellbeing 
more closely. The system used in 
Ayrshire and Arran is called Florence, 
sometimes referred to as ‘Flo’ for 
short.
Any information collected about you 
will be held and processed strictly 
in accordance with the provisions of 
the Data Protection Act (1998). The 
data collected is stored securely by 
Mediaburst/Florence on behalf of 
NHS Ayrshire and Arran.
The data collected about you, 
which may include name and 
mobile number and possibly clinical 
readings (depending on service 

offered) will be used to help you 
to self-manage your condition 
and may also be used for clinical 
decision making by your GP or other 
healthcare clinician.
The data collected about you will 
also be used to assess the care 
provided to you and evaluate the 
effectiveness of this text messaging 
service / home monitoring to 
improve the service to patients, this 
information will not identify you 
directly.
As an individual, you have a right 
under the Data Protection Act 1998 
to obtain information from us, 
including a description of the data 
that we hold on you. Should you 
have any queries about how your 
information will be processed, please 
contact your Telehealth clinician.

Florence is not an emergency 
service. Your readings may not be 
viewed by a clinician for several 
weeks. If you need urgent medical 
assistance then you should phone 
your family doctor (GP) or call 
NHS24 on 111. 

Registering to use 
Florence 
Your Telehealth clinician will explain 
how the system works and discuss 
the potential benefits for you. We 
will only register you to use the 
Florence monitoring system with 
your agreement.
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Once you have been added to 
Florence, you will receive a text 
which invites you to join. If you want 
to go ahead, you should text back 
‘Yes’. Florence will then send you 
information or requests for readings 
on a daily, weekly or monthly basis 
as required. If you decide you do 
not want to register, you should not 
reply. 
You should remember that Florence 
is a system, not a person. It is 
programmed to send and accept 
specific information. You should 
not text anything other than what 
is expected as explained by your 
Telehealth clinician.

What happens if I decide 
I no longer wish to use 
Telehealth? 
Text ‘Stop‘ to the Florence system. 
Your telehealth contact will be 
informed and may contact you to 
discuss your options.

What happens if I go on 
holiday or into hospital? 
Florence can work from any area 
in the UK with a mobile signal. 
However, if you are going abroad or 
into hospital, you can text ‘Away’ to 
Florence. 
When you return, you can text in 
your readings as normal or text in 
‘Yes’ to restart the system.

Important information 
Make sure you put a pass code on 
your mobile phone if you do not 
want anyone to see what you are 
texting and to protect your phone if 
it is lost or stolen. 
Contact your telehealth clinician if 
your phone is lost or stolen. They will 
then stop texts to that phone. 
Let your telehealth clinician know 
if you change your mobile number, 
so that you can continue to use 
Florence as planned.

Further information 
To find out more about technology 
enabled care or telehealth 
monitoring, email Telehealthcare@
aapct.scot.nhs.uk or telephone 01292 
660444. 
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Tell us what you think...
If you would like to comment on any issues raised by this document, please complete 
this form and return it to: Communications Department, 28 Lister Street, University 
Hospital Crosshouse, Crosshouse KA2 0BB. You can also email us at:   
comms@aaaht.scot.nhs.uk. If you provide your contact details, we will acknowledge 
your comments and pass them to the appropriate departments for a response.

Name  ______________________________________________________

Address  ______________________________________________________

   ______________________________________________________  

Comment  ______________________________________________________

   ______________________________________________________


