Telehealth In Practice

February 11, 2021

WELLAHEADS Op<Taxla




Pre-Visit Workflow In Telemedicine
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Webinar Series Topics

* Why You Should Develop a Telemedicine Practice
 How to Choose a Telemedicine Platform

* Telemedicine Pre-Visit Workflow

» Telemedicine Visit Workflow & Documentation

* Urgent Care in Telemedicine

* Chronic Care in Telemedicine

« Marketing Your Telemedicine Practice

* Value Metrics in Telemedicine
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Webinar Series Topics: On Demand

* On Demand: Team Troubleshooting

 On Demand: Professionalism & Legal Considerations
 On Demand: Best Practices & Caring Communication
* On Demand: Telemedicine Billing
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TexLa Telehealth Resource Center

* The TexLa Telehealth Resource Center is a federally-funded
program designed to provide technical assistance and resources to
new and existing Telehealth programs throughout Texas and
Louisiana.

* The F. Marie Hall Institute for Rural and Community Health at Texas
Tech University Health Sciences Center Is the support representative
for Texas. Well-Ahead Louisiana, the chronic disease prevention and
healthcare access arm of the state Department of Health, is the
support representative for Louisiana.

This project is supported by the Health Resources and Services Administration (HRSA) of the U.S. Department of Health and
Human Services (HHS) under grant number G22RH30359, the TexLa Telehealth Resource Center, in the amount of $325,000.00.
This information or content and conclusions are those of the author and should not be construed as the official position or policy of,
nor should any endorsements be inferred by HRSA, HHS, or the U.S. Government.
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Telehealth Resource Centers
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Speaker

e Ted J. Hudspeth, MD, FAAFP
e Grew up in Amite, LA
BS in Microbiology at LSU Baton Rouge
Doctorate at LSUMC in New Orleans
Family Practice Residency at LSUMC Shreveport

Practices at Ochsner Health Center Hammond
and Ochsner Hospital of Baton Rouge since 1993 |

Currently serving as the Ochsner Medical Director
of Informatics of the Baton Rouge Region
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A Patient’s Journey Through Telemedicine
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"A Journey of a thousand miles

begins with a single step.”

—Lao Tzu




OVERVIEW



PATIENT

Scheduling

1 WEEK PRIOR

Online Pre-Check

Patient receives text to
complete pre-check

Patient Virtual Visit Journey

1-2 DAYS PRIOR

Patient
receives a
text 2 days
prior if not
completed

Patient logs
into visit 15
minutes before
scheduled
appointment time

Required:

» Meds/Preferred Pharmacy
* Clinical Questionnaire
 Allergies/Vitals

Optional:

» Health Maintenance

» History Questionnaires

» Referring provider

Patient will be in
virtual waiting
room with arrived
status until
provider joins

Patient receives
a summary of
information
regarding follow
up steps

LPN/MA

Health Maintenance
routed for follow-up
documentation

Call patient to
reconcile Health
Maintenance

Completes Med
=) Rec if not already
completed

Scrub schedule for
next day patients
that have completed
online pre-check

Verify meds and Complete
allergies, update pref. » rooming workflow
pharmacy, review HX as indicated by

if applicable clinic preference

Contact patient
to complete
follow-up tasks

Provider notified when
patient joins/conducts
Visit, review patient
information

Completes note
Places orders
Drop charges
Routes to team




VEEQ Score

*V = Value

« E = Efficiency

* E = EXxperience
* Q = Quality
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Goals of Process

Clinical Health Referring Routing After Visit
Questionnaire Maintenance Info To Team Summary

Efficiency

Experience

Quality




SCHEDULING
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Online Pre-Check
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Patient Virtual Visit Journey
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to complete
follow-up tasks
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Visit, review patient
information

Completes note
Places orders
Drop charges
Routes to team




Scheduling

* Phone vs. Online
« Can occur at any time before the visit

« Advantages of online scheduling include:
« Decreased staffing costs
« Ease for the patient
» Experience for the patient
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\' ¥ Schedule Appointment Close

&, D

Edit Edit
Monday February 8, 2021

Tuesday February 9, 2021

9:00 AM 10:00 AM

10:40 AM

Wednesday February 10, 2021

8:00 AM 8:20 AM 10:40 AM

Want to see more times?

" Add provider's team

Add Slide Title

3:527

< Search

& Schedule Appointment Close

& m @ O

Edit Edit Edit

9

Virtual Visit with Gerald J Sparks, MD

@ Monday February 8, 2021
1:40 PM (20 minutes)
@ Virtual Visit

This is a virtual visit - once your appointment is
scheduled, please complete ePre-Check.

*What is the most important thing you want
addressed during this visit?

Review Medicine

Visit Instructions

Prior to completing your virtual visit, you will need to
complete ePre-Check and verify that the MyChart
mobile app is downloaded on you Android or iPhone.

Three days before your virtual visit you will receive a
MyChart Message with instructions on how to
download the app to your phone if you haven't
already.

Once you have joined the call, please be patient
and wait for the provider to

™3 Schedule

Online Questions

Personal Information
Telehealth Consent

Chief Complaint

ROS

Financial Assistance Policy
Work-related?

Allergies

Med/Pharmacy

Pay Outstanding Bill




PATIENT WORKFLOW
/ DAYS PRIOR TO VISIT



PATIENT

I-I

Scheduling

1 WEEK PRIOR

Online Pre-Check

Patient receives text to
complete pre-check

Patient Virtual Visit Journey
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* Clinical Questionnaire

» Health Maintenance
» History Questionnaires
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receives a
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into visit 15
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room with arrived
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a summary of
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Verify meds and Complete
allergies, update pref. » rooming workflow
pharmacy, review HX as indicated by

if applicable clinic preference

Contact patient
to complete
follow-up tasks

Provider notified when
patient joins/conducts
Visit, review patient
information

Completes note
Places orders
Drop charges
Routes to team




PATIENT

Scheduling

1 WEEK PRIOR

Online Pre-Check

Patient receives text to
complete pre-check

Patient Virtual Visit Journey

1-2 DAYS PRIOR

Patient
receives a
text 2 days
prior if not
completed

Patient logs
into visit 15
minutes before
scheduled
appointment time

Required:

» Meds/Preferred Pharmacy
* Clinical Questionnaire
 Allergies/Vitals

Optional:

» Health Maintenance

» History Questionnaires

» Referring provider

Patient will be in
virtual waiting
room with arrived
status until
provider joins

Patient receives
a summary of
information
regarding follow
up steps

LPN/MA

Health Maintenance
routed for follow-up
documentation

Call patient to
reconcile Health
Maintenance

Completes Med
=) Rec if not already
completed

Scrub schedule for
next day patients
that have completed
online pre-check

Verify meds and Complete
allergies, update pref. » rooming workflow
pharmacy, review HX as indicated by

if applicable clinic preference

Contact patient
to complete
follow-up tasks

Provider notified when
patient joins/conducts
Visit, review patient
information
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Online Pre-Check: Verification Questions

* Verify personal information
* Name
* Phone
« Email
» Address

« Consent for treatment through telemedicine
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Online Pre-Check
Medications, Allergies and Pharmacy

8:47 9 il T 8:479 =
<« Search < Search

\f:-' ePre-Check Finish Later :?- ePre-Check Finish Later

0 o %
O, ® : ®
Questionnaires Allergies Medications

~
Allergies Medications Payments
Please review any allergies and verify that the list is

up to date. All changes are reviewed and updated by
your care team.
CURRENT MEDICATIONS

) Penicillins Please review and verify the medications list is up to
Rash date. Changes to your medications list will be
Added 7/26/2013 updated in the legal medical record once reviewed by
(@ Learn more your care team.

amLODIPine 10 MG tablet
Commonly known as: NORVASC

@ Learn more

"} Tetracyclines Take one tablet by mouth every day
C Anaphylaxis

Added 7/26/2013
@ Learn more I Remove

Remove losartan 100 MG tablet
Commonly known as: COZAAR

@ Learn more

Take one tablet by mouth once daily

=+ Add anallergy i Remove

=} Add a medication

B This information is correct

‘ Back ] SELECT A PHARMACY FOR THIS VISIT

r 1




Goals of Process

Clinical Health Referring Routing After Visit
Questionnaire Maintenance Info To Team Summary

Efficiency

Experience

Quality




Online Pre-Check: Clinical Questionnaire

 History of Present lliness (HPI) information based on chief
complaint

 Full review of systems
* Ability to edit and incorporate into notes
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Online Pre-Check: Clinical Questionnaire

8:439
« Search

Finish Later

::' ePre-Check

*What is your primary reason for visit?

Cough
Diabetes
Rash
Back Pain
Abdominal Pain
Sore Throat
High Blood Pressure
Fever
Shortness of Breath
Ear Pain
Painful Urination

Other/Annual

{ Finish later Cancel ]

8434

« Search

\:' ePre-Check Finish Later

Your high blood pressure is a...

Recurring = you had high blood pressure like this in the
past. Chronic = the high blood pressure has lasted for 3
months or more.

new problem recurring problem

chronic problem

When were you first diagnosed with high blood
pressure?

Today Yesterday

In the past 7 days 1to 4 weeks ago

More than 1 month ago More than 1 year ago

Since you first noticed your high blood pressure,
how has it changed?

Rapidly worsening Gradually worsening

Always present, but
gets better and worse

Unchanged

Gradually improving Rapidly improving

No lenger a problem

How would you classify your high blood pressure?

8:449

4 Search

&8 ePre-Check Finish Later

Are you experiencing any of the following
symptoms with your high blood pressure?

Anxiety

Yes

Blurred vision

Yes

Chest pain

Yes

Headaches

Yes

Fatigue

Yes

Neck pain

Yes No

Shortness of breath w le lying down

Yes No

Pounding in the chest

Yes
— —

8:45 v

« Search

\:“ ePre-Check Finish Later

Are you taking any of these?

Steroids include (but are not limited to) prednisone,
prednisolone, methylprednisolone, and dexamethasone.

Select all that apply. You may need to hold the Ctrl key to
select multiple responses,

None Amphetamines

Weight loss pills Decongestants or cold

medicines

Over-the-counter pain
and fever relievers

Female hormones

Birth control pills Steroids

Thyroid pills

Do you have any of following risks for heart
disease?

Select all that apply. You may need to hold the Ctrl key to
select multiple responses.

None Diabetes

High cholesterol Family history of heart

disease
High homocysteine

Overweight

Exposure to smoking

or tobacco

Inactive lifestyle

8:45 7

< Search

&% ePre-Check  Finish Later

Which of the following are hurting your ability to
control your high blood pressure?

Select all that apply. You may need to hold the Ctrl key to
select multinle resnonses.

None Poor diet

Lack of exercise Medication cost

Medication side effects Social issues

Past treatments:

Select all that apply. You may need to hold the Ctrl key to
select multiple responses.

nothing ACE inhibitors

alpha 1 blockers angiotensin blockers

beta blockers calcium channel

blockers
cental alpha agonists direct vasodilators
diuretics

lifestyle changes

Any improvement on treatment?

No improvement

Moderate Significant
—




Goals of Process

Clinical Health Referring Routing After Visit
Questionnaire Maintenance Info To Team Summary

Efficiency

Experience

Quality




Online Pre-Check: Vital Signs

 ODbtain vital signs by some method
« Request patient to obtain and report
 Patient report through automated source
« Consider verifying machinery and document
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Goals of Process

Clinical Health Referring Routing After Visit
Questionnaire Maintenance Info To Team Summary

Efficiency

Experience

Quality




Online Pre-Check: Health Maintenance

e Patients should have access to health maintenance information
* Enlist their help in closing gaps in care
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Goals of Process

Clinical Health Referring Routing After Visit
Questionnaire Maintenance Info To Team Summary

Efficiency

Experience

Quality




Online Pre-Check: History Questionnaire

 Patients should be asked periodically to update their past
medical history
* Problem list
e Surgeries
« Family history
 Social history
« Social determinants information
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Goals of Process

Clinical Health Referring Routing After Visit
Questionnaire Maintenance Info To Team Summary

Efficiency

Experience

Quality




Online Pre-Check: Referring Provider Info

* Need reason for visit
« Contact information to report findings
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Goals of Process

Clinical Health Referring Routing After Visit
Questionnaire Maintenance Info To Team Summary

Efficiency

Experience

Quality




PATIENT

Scheduling

1 WEEK PRIOR

Online Pre-Check

Patient receives text to
complete pre-check

Patient Virtual Visit Journey

1-2 DAYS PRIOR

Patient
receives a
text 2 days
prior if not
completed

Patient logs
into visit 15
minutes before
scheduled
appointment time

Required:

» Meds/Preferred Pharmacy
* Clinical Questionnaire
 Allergies/Vitals

Optional:

» Health Maintenance

» History Questionnaires

» Referring provider

Patient will be in
virtual waiting
room with arrived
status until
provider joins

Patient receives
a summary of
information
regarding follow
up steps

LPN/MA

Health Maintenance
routed for follow-up
documentation

Call patient to
reconcile Health
Maintenance

Completes Med
=) Rec if not already
completed

Scrub schedule for
next day patients
that have completed
online pre-check

Verify meds and Complete
allergies, update pref. » rooming workflow
pharmacy, review HX as indicated by

if applicable clinic preference

Contact patient
to complete
follow-up tasks

Provider notified when
patient joins/conducts
Visit, review patient
information

Completes note
Places orders
Drop charges
Routes to team




NURSE OR MEDICAL
ASSISTANT WORKFLOW
1-2 DAYS PRIOR TO VISIT



Scheduling

1 WEEK PRIOR

Online Pre-Check

Patient Virtual Visit Journey

1-2 DAYS PRIOR

Required: Patient
» Meds/Preferred Pharmacy receives a

Patient logs
into visit 15

Patient will be in
virtual waiting

Patient receives
a summary of

room with arrived information
status until regarding follow
provider joins up steps

minutes before
scheduled
appointment time

+ Clinical Questionnaire text 2 days
 Allergies/Vitals prior if not
Optional: completed
» Health Maintenance

» History Questionnaires

» Referring provider

PATIENT

Patient receives text to
complete pre-check

Health Maintenance Call patient to
routed for follow-up ﬂ reconcile Health
documentation Maintenance

Completes Med
=) Rec if not already
completed

LPN/MA

Scrub schedule for
next day patients
that have completed
online pre-check

Verify meds and Complete
allergies, update pref. » rooming workflow
pharmacy, review HX as indicated by

if applicable clinic preference

Contact patient
to complete
follow-up tasks

Completes note
Places orders
Drop charges
Routes to team

Provider notified when
patient joins/conducts
Visit, review patient
information




Health Maintenance:

LPN or Medical Assistant

* |If the patient completed pre-check and there are no gaps in
care, nothing more is needed

* When the team reviews the information, gaps in care should be
closed

* Orders placed, pended, and scheduled

* |f the patient received health maintenance items elsewhere, a

request for information should be signed and sent to the outside
facility
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Health Maintenance: Iltems to Track

Abdominal Aortic
Aneurysm

Low-dose CT Lung

Eye Exam

Influenza Vaccine

COVID-19 Vaccine

Chlamydia

Colonoscopy

Foot Exam

Prevnar 13
Vaccine

Hepatitis C

Pap Smear

FOBT, FIT Test
Cologard

Pneumonococcal
23 Vaccine

Mammogram

Statin Therapy

Urine
Microalbumin

Lipid

Tetanus Vaccine Shingles Vaccine

Opioid Management




Written Order Guidelines:
LPN or Medical Assistant

Mammogram Colon Screen Vision Screen Lipid
Alc Urine Prot/Creat TSH Hepatitis C

Urinalysis UPT CMP AAA Ultrasound

Immunizations

Tdap HPV Zoster

Prevnar 13 Pneumonococcal 23 Influenza




Scheduling

1 WEEK PRIOR

Online Pre-Check

Patient Virtual Visit Journey

1-2 DAYS PRIOR

Required: Patient
» Meds/Preferred Pharmacy receives a

Patient logs
into visit 15

Patient will be in
virtual waiting

Patient receives
a summary of

room with arrived information
status until regarding follow
provider joins up steps

minutes before
scheduled
appointment time

+ Clinical Questionnaire text 2 days
 Allergies/Vitals prior if not
Optional: completed
» Health Maintenance

» History Questionnaires

» Referring provider

PATIENT

Patient receives text to
complete pre-check

Health Maintenance Call patient to
routed for follow-up ﬂ reconcile Health
documentation Maintenance

Completes Med
Rec if not already
completed

LPN/MA

Scrub schedule for
next day patients
that have completed
online pre-check

Verify meds and Complete
allergies, update pref. » rooming workflow
pharmacy, review HX as indicated by

if applicable clinic preference

Contact patient
to complete
follow-up tasks

Completes note
Places orders
Drop charges
Routes to team

Provider notified when
patient joins/conducts
Visit, review patient
information




Medication Reconciliation:

LPN or Medical Assistant

 This is an opportunity to correct, add, or flag medications for
deletion

« Recommend sending deletions or changes in medications to
the provider to finalize

* Pend medications that are needing to be refilled
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Scheduling

1 WEEK PRIOR

Online Pre-Check

Patient Virtual Visit Journey

1-2 DAYS PRIOR

Required: Patient
» Meds/Preferred Pharmacy receives a

Patient logs
into visit 15

Patient will be in
virtual waiting

Patient receives
a summary of

room with arrived information
status until regarding follow
provider joins up steps

minutes before
scheduled
appointment time

+ Clinical Questionnaire text 2 days
 Allergies/Vitals prior if not
Optional: completed
» Health Maintenance

» History Questionnaires

» Referring provider

PATIENT

Patient receives text to
complete pre-check

Health Maintenance
routed for follow-up
documentation

Call patient to
reconcile Health
Maintenance

Completes Med
=) Rec if not already
completed

LPN/MA

Scrub schedule for Verify meds and Complete
next day patients ‘ allergies, update pref. - rooming workflow

that have completed pharmacy, review HX as indicated by
online pre-check if applicable clinic preference

Contact patient
to complete
follow-up tasks

Completes note
Places orders
Drop charges
Routes to team

Provider notified when
patient joins/conducts
Visit, review patient
information




Scrubbing the Schedule: Medical Assistant

« Some clinics may have other gquestionnaires that they would like
completed, which may include:
* Depression Screen
 Fall Questionnaire
« Education Questionnaire (how they learn best)
* Living Wil
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PATIENT VISIT WORKFLOW
SEEING THE PROVIDER
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Patient Virtual Visit Journey

1-2 DAYS PRIOR

Patient
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Provider notified when
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Visit, review patient
information

Completes note
Places orders
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Routes to team




Patient Visit Workflow with Provider

« Should be easy to log In

* [nvestigate what patient sees using your platform
* Message they are in the visit
« Walit time
* “Drop-In” feature
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PATIENT VISIT WORKFLOW
AFTER SEEING PROVIDER
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Patient Visit Workflow: After Provider Visit

* MD routes note to team
 Team completes orders and schedules tests

« Team forwards after visit summary
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Goals of Process

Clinical Health Referring Routing After Visit
Questionnaire Maintenance Info To Team Summary

Efficiency

Experience

Quality
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“The greatest thing in this world is
not so much where we stand as In

what direction we are moving.”

—Johann Wolfgang von Goethe
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RESOURCES



Resources

 Texas Medical Association Telemedicine Vendor Evaluation

« American Medical Association (AMA) Digital Health
Implementation Playbook

 Centers for Medicare & Medicaid Services (CMS) General
Provider Telehealth and Telemedicine Toolkit

 National Telehealth Technology Assessment Resource Center
 TexLa Telehealth Resource Center

WELLAHEAD Ol

LLLLLLLLLLLLL


https://www.texmed.org/uploadedFiles/Current/2016_Practice_Help/Health_Information_Technology/Telemedicine%20Criteria%20-%20chart.pdf
https://www.ama-assn.org/amaone/ama-digital-health-implementation-playbook
https://www.cms.gov/files/document/general-telemedicine-toolkit.pdf
https://telehealthtechnology.org/
https://texlatrc.org/

References

« The Best 10 Free and Open Source Telemedicine Software
 Comparing the latest telehealth solutions

» Technical Specifications for Selected Platforms

 Telemedicine Vendor Evaluation

« AMA Telehealth Implementation Playbook

Picking The Right Telehealth Platform For a Small or Solo Practice

Comparing 11 top telehealth platforms: Company execs tout quality, safety,
EHR Infegrations

Leading Age Technology Selection Tools

Best telemedicine software of 2021

National Telehealth Technology Assessment Resource Center (TTAC)
Videoconferencing—Technology Overview
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https://www.google.com/amp/s/www.goodfirms.co/blog/the-best-10-free-and-open-source-telemedicine-software/amp
https://www.apaservices.org/practice/business/technology/tech-column/telehealth-solutions
https://www.diabeteseducator.org/docs/default-source/practice/educator-tools/telehealth/technical-specifications-for-selected-platforms.pdf
https://www.texmed.org/uploadedFiles/Current/2016_Practice_Help/Health_Information_Technology/Telemedicine%20Criteria%20-%20chart.pdf
https://www.ama-assn.org/amaone/ama-digital-health-implementation-playbook
https://mhealthintelligence.com/features/picking-the-right-telehealth-platform-for-a-small-or-solo-practice
https://www.healthcareitnews.com/news/comparing-11-top-telehealth-platforms-company-execs-tout-quality-safety-ehr-integrations
https://www.leadingage.org/technology-selection-tools
https://www.techradar.com/best/best-telemedicine-software
https://telehealthtechnology.org/
https://telehealthtechnology.org/toolkit/videoconferencing-technology-overview/

Contact Information

 Well-Ahead Louisiana
 wellahead@la.gov
o www.walpen.org/telehealth

* Ted J. Hudspeth, MD, FAAFP
 tedhudspeth@gmail.com
« facebook.com/tedhudspethmd
* Louisiana Health Professionals Facebook group
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mailto:wellahead@la.gov
http://www.walpen.org/telehealth
mailto:tedhudspeth@gmail.com
https://www.facebook.com/tedhudspethmd
https://www.facebook.com/groups/428830411590907

QUESTIONS?



Thank You
for Joining Us!
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