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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 and Documentation

« Urgent Care in Telemedicine

* Chronic Care in Telemedicine
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Webinar Series Topics

* Marketing Your Telemedicine Practice

* Value Metrics in Telemedicine
 Disparities in Care: Telemedicine Potential
 Hardware in Telemedicine

e Literature Review in Telemedicine

» Special Considerations 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.

- TEXAS TECH UNIVERSITY
WEll. AHEAD " HEALTH SCIENCES CENTER. T L
E Marie Hall Institute for Ex a
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Speaker

* Ted J. Hudspeth, MD, FAAFP

 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 problem is a chance for

you to do your best.”

—Duke Ellington




OVERVIEW



Overview

 Team competencies

 Communication and connection
» Telehealth app downloads/accounts/E-precheck
« Operating system updates
* Browser updates
« Broadband connection

* Audio and video

* Quality

« Safety and privacy
* Fear
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Communication

|

Patient




TEAM COMPETENCIES



Competencies Required For Nursing

Telehealth Activities: A Delphi-study

* Most nurses are not trained or are insufficiently trained to use
technology effectively

* The potential of telehealth fails to reach full utilization

* A better understanding of nursing telehealth entrustable
professional activities (NT-EPAs) and the required
competencies can contribute to the development of nursing
telehealth education
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Method

* Experts discussed which NT-EPAs are relevant for nurses and
which competencies nurses need to possess to execute these
activities effectively

* 51 experts selected items from a list of 52 competencies based
on the literature and on a previous study

* Panelists could add competencies based on their experience in
practice

 Threshold used for consensus was set at 80%
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Results

» Coaching skills

* Ability to combine clinical experience with telehealth

« Communication skills

* Clinical knowledge

 Ethical awareness

» Supportive attitude

« Each NT-EPA requires a specific set of competencies (at least 10)
* |In total, 52 competencies were identified as essential in telehealth
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Results: Nursing Entrustable Professional

Activities (NT-EPAS)

« Supporting patients in the use of * Encouraging patients to
technology undertake health promotion

: Traininfg patients in the use of activities
technology as a way to strengthen .« |nstructing patients and family
their social network care givers in self-care

* Providing health promotion remotely , Assessing patient capacity to
* Triaging incoming calls and alarms use telehealth

* Analyzing and interpreting incoming < Evaluating and adjusting the
data derived from (automatic) patient care plan

devices for self-measurement L. .
o .  Coordination of care with the
* Monitoring body functions and use of telehealth technology

lifestyle
» Providing psychosocial support ) mgﬁﬂiesrkdr%%td?gaut%re]_(:hec;k of

WELLHEADS: » Guidance and peer Consultat@ﬂ%&gﬂts{
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Required Attitudes for Provision of Telehealth

An attitude to support Use of an
self-management ethically-correct attitude
empowerment during
videoconferencing




Team Responsibilities

* Plan ahead to prevent connection difficulties in the first place

« Recommend training staff to start 15 minutes prior to
appointment times to get the patient logged onto the visit

« Reconciliation of medications and vital sign acquisition can be done
during this time

* Training your staff in some basic troubleshooting techniques will

help you have a smooth visit allowing you to focus on patient
care
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COMMUNICATION AND
CONNECTION



Telehealth Apps, Accounts, E-precheck
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How to Download the Telehealth App

Ask to be Ask for the type Go to the app Type the name Click to
put on of phone or store icon or of the app you download
speakerphone computer they website use
have

>

https://www.apple.com/app-store/ https://www.microsoft.com/en-us/store/apps/windows https://store.google.com/us/?hl=en-US



https://www.apple.com/app-store/
https://store.google.com/us/?hl=en-US
https://www.microsoft.com/en-us/store/apps/windows

Creating an Online Account

Enter activation
code into app

Create
username and
password

Complete the
security
requirements
(date of birth,
SSN, security
question)

Accept the
terms and
conditions




E-Precheck

Explain that Insurance, Sign consent
this verifies allergies,

their health medications,
information etc.




Operating Systems Update
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Problems: Operating Systems

O @

Windows OS Chromebook OS




PowerPoint File Edit View Insert Format Arrange Tools Slide Show Window Help

About This Mac

System Preferences... 1update
App Store... 3 updates

Recent Items B
Force Quit PowerPoint OO

Sleep
Restart...
Shut Down...

Lock Screen ~¥EQ
Log Out Ted Hudspeth, MD... {+3Q




macOS Catalina

Version 10.15.7

MacBook Pro (13-inch, 2017, Four Thunderbolt 3 Ports)
Processor 3.5 GHz Dual-Core Intel Core i7

Memory 16 GB 2133 MHz LPDDR3

Graphics Intel Iris Plus Graphics 650 1536 MB

Serial Number CO02WWO027HV2X

System Report... Software Update...




105

Software Update

macOS Big Sur

| | 1.4—124GB Upgrade Now
@ More Info...

Software Update

Automatically keep my Mac up to date Advanced...




Windows OS

* How to update {;
. Find a
WI n d OWS OS UPDATE & SECURITY
« Select the Start button FEEEEEEEE Windows Update
° GO tO Sett“‘]gs e Updates are available.
) Back +* Definition Update for Windows Defender - KB2267602
o Upd ate & Secu r|ty ackup (Definition 1.205.1163.0).
Details

« Windows Update ecoveny

Activation

Updates are ready to install

Install now
For developers

Advanced options
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Chromebook OS

* How to update Chromebooks
* Click the bottom right corner of the Chrome OS desktop
» Select the Settings icon
 Click About Chrome
» Click Check for updates
« To apply the update, click the arrow icon and select Restart to Update
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Chromebook OS

! -

=

Gear Icon

Settings Tray




Chromebook O

Network
About Chrome 0S

Bluetooth

c Google Chrome OS

Connected devices

FetRn Version 77.0.3865.105 (O CheCk fOI’ Updates Check for updates

Autofill

e See what's new

Device Get help with Chrome 0S

Search and Assistant R L AN issue

Google Play Store
Detailed build information

Linux (Beta)

On startup
Google Chrome 0S
Advanced Copyright 2019 Google LLC. All rights reserved.

Google Chrome is made possible by the Chromium open source project and other open source software

Chrome 0S5 is made possible by additional open source software, as is Linux (Beta).
Extensions ke b\' e ( )

About Chrome OS _Zessksds

Google Chrome 0S Terms of Service




Browser Updates
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Problems: Browsers

Internet Explorer/
Microsoft Edge




Safari Browser Update

* How to update Safari
* Go to Apple menu > System Preferences
 Click on Software Update

* |[f any updates are available, click Update Now to install them, or click
More info to read more about the update

* Your Mac will now update and may restart several times
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Internet Explorer/Microsoft Edge Update

* How to update Internet Explorer
» Select the Start button
» Select Settings
« Update & Security
* Windows Update
* Check for updates
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Chrome Update

* How to update Google Chrome
* On your computer, open Chrome
At the top right, click More
 Click Update Google Chrome

* (Important: If you can’t find this button, you're on the latest version)

* Click Relaunch
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Broadband Connection Troubleshooting

* Internet speed
* Need 1.5 mbs download and upload minimum
« Can check bandwidth speed at https://www.speedtest.net
» Ask to move closer to their router if on Wifi

* May need to go outside of a building if on the phone and reception is
poor

 Cellular may be better than computer or vice versa
« Use ethernet connection if available and a port exists on the computer
« Consider calling on a separate phone while video is connected if audio
IS poor
» Convert to an audio only visit if you cannot get a quality feed
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https://www.speedtest.net/

AUDIO AND VIDEO



Audio and Video Troubleshooting

DI G > I\

Audio Video
Patients must authorize Patients my authorize
access to microphones on access to camera on their
their device and turn up device
the volume




Additional Recommendations

* Ensure patient is not on the phone (same device)

 Remind patients to not answer a call while in a visit - even while
waiting on the provider

* In the app, click on the gear setting and ensure your correct
audio device is selected (external mic, internal mic, headset, etc.)

* |[f patient has a lot of apps open, it can affect audio settings
« Have patient hard close any apps not using for the visit and rejoin

* Ensure that the microphone is not muted either on the device or
on the inline cord if one is present
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Lighting and Screen View Troubleshooting

* Ask patient to turn on their lights

* May need a flashlight to view areas
 Utilize a second person to aid with exam
« Switch front camera to back camera
* Ask patient to keep themselves in view
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QUALITY



Quality Troubleshooting

* Audio and video must be adequate, or you should convert to an
in-office visit

 Medication reconciliation
* Vitals acquisition
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SAFETY AND PRIVACY



Safety Troubleshooting

« Safety

» Ask patient to not engage in other activities during visit
* Driving
* Hair appointment/Facial

* Running an instrumentation board at a chemical plant

 Emergencies
* Know how to connect with emergency services in the area
« Have next-of-kin information available
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Privacy Troubleshooting

* Privacy
« Ask if in a private area

* |f you know sensitive subjects may be discussed, agree on key word
or sign for the patient to say if privacy is compromised

 Utilize the key word or sign and end the visit if privacy is of concern

 HIPAA compliance
« Confirm platform is compliant
« Document on compliant electronic medical record system (EMR)
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FEAR



Fear Troubleshooting

* All fears can be helped with empathic communication

* Technology incompetence
» Express plan to teach
 Failing to complete visit
« Commit to help at every step until completion

« Safety/Patient data
« Share adherence to HIPAA standards and protection of data

« Can't get their issue cared for
« Share stories of similar patients being successfully cared for
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ADDITIONAL
TROUBLESHOOTING TIPS



Additional Troubleshooting Tips

» Restart the app, computer or device
* Make sure the device is plugged in and charged

* Check that the internet connection is working and is strong
enough to work with the telehealth platform
 Look for # of service bars

 Close all other applications

» Update your internet browser
* If the telehealth platform is web-based

* Try connecting with a different device
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“The most important things
In life are the connections

you make with others.”

—Tom Ford




RESOURCES



Resources

 Texas Medical Association Telemedicine Vendor Evaluation

« American Medical Association (AMA) Digital Health
Implementation Playbook

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

* National Telehealth Technology Assessment Resource Center
« TexLa Telehealth Resource Center

« American Health Information Management Association
Telemedicine Toolkit
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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/
https://healthsectorcouncil.org/wp-content/uploads/2018/08/AHIMA-Telemedicine-Toolkit.pdf

Resources

« AAFP Telehealth Toolkit
« AAFP General Provider Telehealth and Telemedicine Toolkit

 Center For Connect Health Policy Current State Laws And
Reimbursement Policies

« CMS General Provider Telehealth and Telemedicine Tool Kit
» Patient Take Home Prep Sheet

» Consumer Technology Association Digital Health Directory

« AMA Telehealth Playbook
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https://www.aafp.org/dam/AAFP/documents/practice_management/telehealth/2020-AAFP-Telehealth-Toolkit.pdf
https://www.aafp.org/dam/AAFP/documents/advocacy/prevention/crisis/CMSGeneralTelemedicineToolkit.pdf
https://www.cchpca.org/telehealth-policy/current-state-laws-and-reimbursement-policies
https://www.aafp.org/dam/AAFP/documents/advocacy/prevention/crisis/CMSGeneralTelemedicineToolkit.pdf
https://www.ama-assn.org/system/files/2020-04/telehealth-appendix-I3-patient-take-home-prep-sheet.pdf
https://www.techhealthdirectory.com/
https://www.ama-assn.org/system/files/2020-04/ama-telehealth-playbook.pdf

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

e Cleveland Clinic Digital Health Playbook
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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://my.clevelandclinic.org/-/scassets/files/org/landing/preparing-for-coronavirus/covid-response-digital-health-playbook.ashx?la=en

References

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

* 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.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.qgov
 www.wellaheadla.com/telehealth

* Ted J. Hudspeth, MD, FAAFP

* tedhudspeth@gmail.com
* facebook.com/tedhudspethmd
* |_ouisiana Health Professionals Facebook group
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mailto:wellahead@la.gov
http://www.wellaheadla.com/telehealth
mailto:tedhudspeth@gmail.com
https://www.facebook.com/tedhudspethmd
https://www.facebook.com/groups/428830411590907

Thank You
for Joining Us!
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Telehealth Resource Center
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