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What we learned from Practice 
Assessment & Patient Surveys

UnitedHealthcare Telehealth Project:
46 Practices completed Practice Assessment; Over 900 Patient Surveys

Top 4 things to improve telehealth: patient education, better workflows, 
improved internet in community, staff training 

Top topics for webinars: # 3 Technology/training for patients, #4 Integration 
into EHR, #5 Patient Engagement 

Patient feedback on how to improve telehealth visits:  
▪ “Calling a day before to remind me of appointment“  ; “...appt. scheduled via patient portal” 
▪ “Conversation prior to visit thru website to discuss issue(s) before visit so we can "get down to 
business" during telemedicine visit.” 
▪ “Actually, I thought this was best way to speak to my provider as I did not know what was wrong 
with me; I was worried I would infect others…I would have ended up in ER or Urgent Care Ctr.”    
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Presenters:

Lisa Denny, MD | Barrington Family Medicine 

Marna Heck-Jones, Kristi Lombardo, LMHC & 
Robyn Ostapow, PA | Anchor Medical

(Moderator) Reid Plimpton MPH, Project Manager| 
Northeast Telehealth Resource Center (NETRC) 
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Telehealth Workflow & Etiquette
“Telehealth Workflow” - a practice’s process for setting up/managing telehealth appointments may include:
• Staff training/assignment of tasks

• Scheduling patient visit (ensuring equal access to telehealth visits)

• Pre-visit planning; Preparing the patient;”Virtual visit set-up”

• Provider conducts visit with Patient 

• Closure of visit; Billing/Coding & Legal considerations 

“Telehealth Etiquette” – considerations to ensure professional standards are maintained in virtual visits:

▪ Environment

▪ Equipment 

▪ Communication

▪ Dress 



www.netrc.org

Telehealth Vision Clear Communication 

–Where You Want To Go -Internal Marketing

–Direction On How To Get There -External Marketing

Strategic Alignment Across Org Focus on Specific Clinical Issues 

–Digital Health Strategy -Access to Care

–Payment Options (other states?) -Program Expansion

Leadership Buy-in Success Metrics 

–Multiple CEOs & Leaders -Consistent Criteria

–Unique Physician Relationships -Comparable Data

–Competing Internal Initiatives 

Why Strategic Design Matters in Telehealth
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Workflows, Strategic Planning, and More!
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Why Strategic Design Matters in Telehealth- Part 2

Provider

Medical Assistant

Specialist OR
NCM/BH/ 
Pharmacist, Etc.

Medical Records
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Care Manager Contacts and Coordinates
8

MON TUE WED THU FRI

Review with 
PCP

See & Call 
Patients

See & Call 
Patients

See & Call 
Patients

Review with 
Psych MD

Review with 
PCP

See & Call 
Patients

See & Call 
Patients

See & Call 
Patients

Review with 
Psych MD

Review with 
PCP

See & Call 
Patients

See & Call 
Patients

See & Call 
Patients

Review with 
Psych MD

Review with 
PCP

See & Call 
Patients

See & Call 
Patients

See & Call 
Patients

Review with 
Psych MD



9



10



11

IDEAL MEDICAL PRACTICES TYPICAL PRACTICES

Care is driven by the patient's needs, goals and values. Care is driven by the practice's priorities.

Access is 24–7. Access is 9–5.

The care team uses technology to its fullest (e.g., 

electronic health records, e-mail, Internet 

scheduling).

The care team avoids new technology.

Patients can see their own physician whenever they choose. Patients must see whoever is available.

The majority of the office visit is spent with the physician. The majority of the office visit is spent waiting.

Overhead is low. Overhead is high.

Patients are seen the same day they call the office. Patients typically wait for an appointment.

Physicians are able to see fewer patients per day. Physicians must generate high numbers of visits per day to cover 

overhead.

Practices measure themselves regularly. Practices have little or no performance data.

Practices are proactive in their care of patients with chronic illnesses. Practices are reactive in their care of patients with chronic illnesses.

Physicians are satisfied and feel in control. Physicians feel harried and overbooked.
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“I receive exactly the care I want and need exactly when and 
how I want and need it” 

“Nothing about my care needs improvement – it is perfect.”
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A Few Quick 
Questions 

•What was biggest challenge? How overcome?   
Biggest success?

•Advice for practices

•Patient Engagement/ Tech-Literacy

•Use of portals—how to encourage patient adoption 
especially as a small practice, what were the 
benefits that you saw from using the portal, what is 
the approach with different populations?

•How has COVID-19 Changed your long term goals? 
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3 Physical Locations 
4 primary clinical departments 
Pediatrics and Internal Medicine

34 Providers
4 NCMs
1 Clinical Pharmacist
3 Integrated Behavioral Health Specialists
Approximately 32,000 Patients

EMR: Athena Health

Telehealth Platform:  
Doxy.Me
Athena Health
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• What is Telehealth?
• Who is appropriate

• When to use Phone / Video 

•How to provide it?
•Platform Considerations

• Integration

• User-Friendly

• Features

• Configuration / Customization

• Support
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• Workflows
• Admin, Reception, Provider Roles

• Training staff / patients

• Pre-visit / Communication

• Consent

• Check-in / Checkout

• Billing

• Where do we go next? 
• From pandemic to a forever approach



A Few Quick 
Questions 

•What was biggest challenge? How overcome?   
Biggest success?

•Advice for practices

•Patient Engagement/ Tech-Literacy

•Considerations for Pediatric encounters vs. Adult

•Integrated Behavioral Health Model 
Considerations?

•Major lessons learned from their patient needs 
assessment? Insights from Providers?
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Check out these other videos!

•Telehealth Best Practices for Providers (Pacific Basin TRC) 
•What to Expect from a Telehealth Visit (Pacific Basin TRC

https://youtu.be/kdTc2Wbi_Ag
https://www.youtube.com/watch?v=XEcdpvhl_n0&feature=youtu.be


Questions?

32



Resources & Opportunities
Northeast Telehealth Resource Center: https://netrc.org/ -
800-379-2021
(federally funded to provide technical assistance to develop, 
implement, and expand telehealth services in New England, NY 
and NJ) ; The NETRC is proud to be a part of the National 
Consortium of Telehealth Resource Centers 
www.telehealthresourcecenter.org . 

– Telehealth Coordinator eTraining, developed 
w/California TRC

– Northeast Telehealth Resource Center COVID-19 
Toolkit

Center for Connected Health Policy

www.cchpca.org

Telehealth Technology Assessment Center

www.telehealthtechnology.org

• National Telehealth Resource Center 
website
– Telehealth and COVID-19 Toolkit
– NCTRC Telehealth and COVID-19

• CMS General Provider Telehealth & 
Telemedicine Toolkit

• MATRC Telehealth Resources for COVID-19
• NRTRC Quick Start Guide to Telehealth

• AMA: A Physician’s Guide to COVID-19

33

https://netrc.org/
http://www.telehealthresourcecenter.org/
https://www.telehealthtrain.org/
1)https:/www.netrc.org/docs/COVID-19-Epidemic-Telehealth-Toolkit-NETRC-March-2020.pdf
http://www.cchpca.org/
http://www.telehealthtechnology.org/
https://www.telehealthresourcecenter.org/
https://netrc.org/work-group/resources/COVID-19%20and%20Telehealth/Telehealth-and-COVID-19-FINAL.pdf
https://www.telehealthresourcecenter.org/event/nctrc-webinar-telehealth-and-covid-19/
https://www.cms.gov/files/document/general-telemedicine-toolkit.pdf
https://www.matrc.org/matrc-telehealth-resources-for-covid-19/
https://nrtrc.org/content/blog-post-files/Telehealth-Quick-Start-Guide.pdf
https://netrc.org/work-group/resources/COVID-19%20and%20Telehealth/AMA-physicians-guide-covid-19.pdf


Upcoming Webinar and CTC-RI Materials

CTC-RI Telehealth Project Materials- The Recording of this session, and materials for all 
other sessions as a part of this project can be found here: https://www.ctc-ri.org/telehealth-
project-overview

Next webinar: “Strategies for Community Health Workers (CHW) & Patient Navigators to help clients 
overcome technology barriers and get the most out of a telehealth visit”

March 19, 2021; 9:00 - 10:30 am

Register here: https://us02web.zoom.us/webinar/register/WN_JAHT-TxlS6GysnBkSipm0Q

Questions:  Sarah Summers, CTC-RI Program Coordinator, 
ssummers@ctc-ri.org
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https://www.ctc-ri.org/telehealth-project-overview
https://us02web.zoom.us/webinar/register/WN_JAHT-TxlS6GysnBkSipm0Q
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Thank you…
…UnitedHealthcare for generous funding!

…to our expert Panel! 

Thank you for your participation! 


