Please take a moment to make sure
your microphone is muted.

Let us know you are here by typing your
name, organization and email address
Into the chat box.

Pt
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* Presentations from 3 providers on the
iImplementation of their telehealth services

« Q&A
 Discussion around current state and future state
 Additional Resources

We are recording the session and will post it to the
Colorado Access Provider Page. The presentation
will be emailed to participants.
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Initial Questions for our Presenters

» Did you offer telehealth prior to the
COVID-19 pandemic?

» If so, have you needed to make any
changes to what you offer?

» If you were not offering telehealth
prior to the COVID-19 pandemic,
what services do you offer now?

» What are some of your successes
and challenges?
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Planned
Parenthood’

Rocky Mountains

Telehealth at PPRM



From the mountains to the desert, across

rural communities, and in urban city centers,
Flanned Parenthood of the Rocky Mountains
provides health care, education, and advocacy
to the communities who need us maost.

Owr region is rich in culture, varied in income,
and has diverse political opinions. This unique
geography and the specific health needs of
those we serve make our presence critical in
providing access to education and health care
in our four-state region.

|
v N
]

Areas of Focus
Advocacy

Health Services Education

Innovation

L ] [ ]
Mission
xd Parenth .
e to make informed choices about their sexusz

health by providing high-quality

Colorado | Southern Nevada | New Mexico | Wyoming




Services
Provided
via
Telehealth

Birth Control Consults

* Initiate

e Renew

* Method Change
STI Screening & Presumptive Treatment
PrEP and nPEP for HIV Prevention
Vaccine Initiation

Medication Abortion

Coming Soon: Gender Affirming Care



Telehealth
Delivery
Methods

Site-to-Site Telemedicine
 Patient in one location
 Provider in another location

Online Health Services with App
[ Planned Parenthood"
DIRECT
Direct-to-Patient Telemedicine
 Patient at home
 Provider in office
« Post visit, patient may present in

center for medication, injection,
specimen collection



S, Tablets...Phones

The Path to Implementation

Start with What You Have!

Legal & Compliance: Stamp of Approval




We try and we learn.






Overall Staff Telehealth Flow

N LABEL: OVO01 WHO: Version 5
Overall Staff Telehealth Flow | Stmman: Qveral procsss of for Resouce Resource L PDATES Updated
Clinica Colorado. 42/20: Updated roles, lescurces 0440220
PS01 - Confirm| ________. .
IntakeQ Appt. |
r| Appoi Scheduled in IntakeQ | f Create Elation appointment
PS02-Create|
IntakeQ Appt.

Appointments ) Patient automatically receives Zoom links, intake forms

|

F;Egegrggﬁs -------------------7/ Intake forms processed and input to Elation
Y
PS04 - MA
Telehealthp-------------ooommomoooooen MA callz patient to "room" and prepare
Rooming
Y / /
e e - i — e s Survey automatically /
/ F Ith visit :; c-malled to pati /
! /
WORK IN PROGRESS
\ 4

‘ MA helpz with follow-up tazks ‘

AGTIVITY
ACTIVITY Wi DATA
PRE-DECISION
DECISION
DATA/INFO
PROCESS
DOCUMENT

v

‘ PCC helps connect with resources, etc. ‘

pEgD
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Telehealth Visit Flow

Telehealth Visi Summary: A biief description about what this LABEL: Fo02 WO THAL THR P UPDATES Version 5
elehealth Visit v p =S | P4 - Rooming Resouice - Updated
protocol is about, when it occurs. Keep it brief! Resouce Feye— 42720 IntakeQ updates 040220
—
TELEHEALTH | can patient 15 minutes prior | ———— @ / /
| 7 o | /
APPOINTMENT ON —> to visit to prepare for f >/ Virify patient pharmacy s/ Takepatents PMA, /| Comimall |
SCHEDULE | visit with provider f L . HE s/ [ demegraphic information/
I / ) |
- @ v
J | ; (TP v :
1= ==»  Communicate with provider if Zoom call will work for patient
Doez patient answer? iz D MLEs C Uy : \
appointment time : \j ml
' If issues arise with
Answers? .
. Provider joins call, MA leaves ===~ -~~~ Z00m, SWilch o phone
' call with pafient.
l If no answer, lzave message ‘ :
YES | saying that the appointment '
was missed and they may 1
L | reschedule if ey wish | ! ,_V_ﬂm_l
f . | 1 ‘ | | |
I.' .Mark pailel"lt |'I 1 mﬁ‘nltne le ,/ Provide support for |
| "Checked In | ' b ( | provider as needed |
| ' isi | ! /
1 TELEMEDICINE
v ' BEST PRACTICES
162E
Ready for Zoom Call? PREFERS PHONE——] |
1
A ! R = T
i Zoom 1 Send requests via Elation and Teams to
— : MA and/or PCC for next steps, patient Complete Tasks
i . communication, and scheduling
H v 1
i |/ oy [ III !
| | CONFIRM THEY UNDERSTAND | | Attempt | .
R | troubleshooting | (@88 PaT cARE CO
: Click meeting link in text for phone L ] E3| oN-SITE PROVDR
_OR- Y @ ON-SITE MA
Click on link in e-mail on computer PHLEEOTOMIST
i Complete Tasks FRONT DESK
' B THi {Lils| TELE PROVIDER
i ) WD TELEMA
:
5 Join Zoom call from application on e
y computer to admit patient into 1| PRE-DECISION
meeting, make sure their device is | Mark it | < DECISION
ready for provider. | . | = DATA/INFO
| “Crecked Out' | |75 pRocess
' : || DOCUMENT
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L e« Clinica Colorado - Clinica Colc. X +

= C (@ Not Secure | clinicacolorado.org o= QW @ln gn.

B3 Clinica Colorado, 7 TickTick B3 cooking B3 Muzic B3 Learning & Educat.. B3 News [E3 Sports B3 Articies s Sha intDocum. BEagx B3 TY

Need Information about coronuviruq/COVID-m’ | (,Neces\tc lnformocu)n sobre coronavirus / COVID-18?

Appointments M-F  »J (720) 443-8481 @ B300 Alcott St Suite 300 Westminster 80031

PATIENT PORTAL
l (Lalnt‘c]ﬁ&oo Home Schedule an Appointment Patient Services & Information Abo Contact U Donate

perence on our website yo tinue to use this site we will assul t you are happy with it Ok

B3 Other Bookmarks

q P



w4 Schedule an Appc

(%] Not Secure | clinicacolorado.org/ th/

Clinica Coloradn. + TickTick B cooking Muzic S Leaming & Educat.. B3 news B5 Sports Articles s SharePointDocum._. f B Other Bookmari]

Schedule an Appointment

Schedule an appointment | Pr
English

me una cita

Pick a Service

anage Appointme

Service Duration  Price

Telehealth Visit for New Patients 40 min. FREE

Telehealth wisit with medical provider for patients new to Clinica
Caolorado, Can be done over phone or wideo cal
Telehealth Visit for Established Patients. 40 min. FREE

Telethealth wisit for patients wha have heen seen at Clinica Colorade
zer tha

within the past year, If it has been

a year since we

seen you, please sign up for a "Telehealth for New Patients” visit

Telehealth Information

i _f'\) 7 STEP1 | |

Complete the online intake form that you will receive alink to
~ < after scheduling your oppointment.

wou will receiy
our provider.

o ensure that we g 4  be: ence on our website. If you continue to use this site we will assume that you are happy with it.

‘,@m



Patient Telehealth Experience Flow

Patient Telehealth v How patients LABEL: OV0Z WhiO:Patents o U;:-;Tim o 1 VerL(;:l ef:
Experience telehealth scheduling. : :
Patient calls to request
Clicks 1o schedule an appoi ]—)[ Motice regarding updated operations and expanded telehealth ] anh appointment or
provider requests appt
~—

A

Y

Confirmation/Scheduling call with |

Selects language preference

All

that follow in that language

Choosze provider Y.
or merged ——
availability L .

Staff confirmation automatic if registered correctly

SElesrE il LT H Clinica Golorado staff /

[ Complete intake form online

Receive confirmation e-mail with

Receive intake questionnaire |
link via e-mail or SMS [ with consert form signed
L

Zoom meeting information

Receive additional reminder

to dowrload Zoom prior to
the meeting w/ checklist

v

Receive final meeting reminder via SMS 1 day & 1 hour
before appointment with Zoom download links

' -‘ f . . .
| Receive call from MA priorto | > Teleheath appointment with medical /
[ / provider via Zoom or phone [

appointment with provider |
|

SYMBOL KEY
ACTIVITY

ACTIVITY W/ DATA

PRE-DECISION

1 day after appointment, receive

Coordinate follow-up or next steps if
needed with Clinica Colorado staff

telehealth survey

DECISION

DATA/INFO

FROCESS

DEg0

DOCUMENT
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Group Discussion

Where are you now and where would you like to be?
How do you get there?

How do you make your telehealth practice
sustainable?

What considerations need to be made — at the
practice, state or national level — to help embed
telehealth more fully into the service delivery
framework for primary practices?
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If you aren’t sure who to ask:
ProviderRelations@coaccess.com

OR

Contact your practice facilitator:

Dani Peters Danielle.Peters@coaccess.com

Elise Cooper Elise.Cooper@coaccess.com
Jane Reed Jane.Reed@coaccess.com
Jo English Jo.English@coaccess.com

Pt
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Messaging Your Patients Regarding Necessary Care

We will discuss outreach strategies and the key message points
practices can utilize to convey the importance of maintaining patient
health and assurance of the implementation of safety precautions
by the practice to protect both patients and staff. We will also learn
about some innovative curbside services offered by primary care
partners.

Registration will be open through Monday, May 11th.

Pt
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Quality and Safety Concerns (AAP)

 Are services conforming to the current standard of care
for these diagnoses (e.g., UTI and otitis media)?

« Do providers have an established patient relationship?

« Are the plans of care resulting from virtual visits as safe,
effective, efficient, and cost-effective as in-person visits
(providers able to prescribe prescriptions, make
referrals, recommendations)?

* |s patient compliance different than in-person visits?

« How does the telemedicine encounter improve care in
terms of the Institute of Medicine's Quality Dimensions
(Efficiency, effectiveness, equitable, timeliness, safe,
and patient centeredness)?

AAP Webpage

(’ ACCESS



https://www.aap.org/en-us/professional-resources/practice-transformation/telehealth/Pages/Provider-to-Patient-Visits.aspx

CO Medicaid & Telehealth COVID-19 Changes

Telephone and Live Chat Modalities

Providers may deliver the allowable telemedicine services
by telephone or via live chat. All other general requirements
for telemedicine services, such as documentation and
meeting same standard of care, still need to be met (see
below for more details).

Federally Qualified Health Centers, Rural Health Clinics,
and Indian Health Services

For the duration of the COVID-19 state of emergency,
Health First Colorado is allowing telemedicine visits to
gualify as billable encounters for Federally Qualified Health
Centers (FQHCs), Rural Health Clinic (RHCs), and Indian
Health Services (IHS). Services allowed under telemedicine
may be provided via telephone, live chat, or interactive
audiovisual modality for these provider types.

( ’ oty
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CO Medicaid & Telehealth COVID-19 Changes

Physical Therapy, Occupational Therapy, Home Health,
Hospice and Pediatric Behavioral Health Providers —

Health First Colorado has expanded the list of providers
eligible to deliver telemedicine services to include physical
therapists, occupational therapists, hospice, home health
providers and pediatric behavioral health providers.
Services allowed under telemedicine may be provided via
telephone or interactive audiovisual modality for these
provider types.
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CO Medicaid & Telehealth COVID-19 Changes

1.

The reimbursement rate for a telemedicine service
shall, as a minimum, be set at the same rate as the
medical assistance program rate for a comparable in-
person service. [C. R. S. 2017, 25.5-5-320(2)]

Providers may only bill procedure codes which they are
already eligible to bill

Any health benefits provided through telemedicine shall
meet the same standard of care as in-person care.

Providers must document the member’s consent, either
verbal or written, to receive telemedicine services.

The availability of services through telemedicine in no
way alters the scope of practice of any health care
provider; nor does it authorize the delivery of health
care services in a setting or manner not otherwise

authorized by law
(’ ACCESS




CO Medicaid & Telehealth COVID-19 Changes

6. Services not otherwise covered by Health First
Colorado are not covered when delivered via
telemedicine

7. The use of telemedicine does not change prior
authorization requirements that have been established
for the services being provided

8. Record-keeping and patient privacy standards should
comply with normal Medicaid requirements and
HIPAA. Office for Civil Rights (OCR) Notification of
Enforcement Discretion for Telehealth Remote
Communications During the COVID-19 Nationwide
Public Health Emergency

(’ ACCESS



https://www.hhs.gov/about/news/2020/03/17/ocr-announces-notification-of-enforcement-discretion-for-telehealth-remote-communications-during-the-covid-19.html

CO Medicaid & Telehealth COVID-19 Changes

To receive reimbursement for telemedicine services,
providers must follow the following billing practices:

e CMS 1500 Professional Claims - Place of Service code
02 must be indicated on all CMS 1500 professional
claims for telemedicine.

« UB-04 Institutional Claims - Providers must indicate that
the service(s) were provided through telemedicine by
appending modifier GT to the UB-04 institutional claim
form with the service's usual billing codes. This identifies
the service as provided via telemedicine during the
COVID-19 State of Emergency.

* Only specific CPT/HCPCS are allowed

(’ ACCESS




CO Medicaid & Telehealth COVID-19 Changes

Place of Service 02 should be used to report services delivered via
telecommunication, where the member may be in their home and the
provider may be at their office. The following list of CPT/HCPCS may be
billed using Place of Service code 02:

7680190833 | 92508 | 96130 | 97140 97167 | 99203 H0004| |76816 90847 | 96112 | 96146 |97162 | 97760 | 99451 H2016

7680290834 | 92521 9613197150 | 97168 | 99204 | HO006 76817190849 96113 | 97110 | 97163 | 97761 | GO108 | $9445

76805 90836 | 92522 | 96132 | 97151 | 97530 | 99205 | H0025 90791 90853 | 96116 | 97112 | 97164 | 97763 GO109  $9485
7681190837 92523 | 96133 | 97153 | 97533 | 99211 | HO031

90792 90863 | 96121 | 97129 | 97165 | 99201 | HO001 T1017

7681290838 92524 | 96136 | 97154 | 9753599212 ' HO032

9083292507 | 96125 | 97130 | 97166 | 99202 | HO002 V5011

76813 /90839 92526 | 96137 | 97155 | 97537 | 99213 ' H2000

92606 99408 | 99409 | H0049 99402 99402 99403 99404
76814 90840 92609 | 96138 | 97158 | 97542 | 99214 H2011

76815|90846 | 96110 | 96139 | 97161 | 97755 | 99215 |H2015 e e e e e

https://www.colorado.gov/hcpf/provider-telemedicine
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Telehealth Swimlane Diagram (AAP)

Follow plan or care,
- Fill prescription as needed
Request ?r:wez;;t Fhe Encounter occurs between
Patie nt appointment e e"_l fcing provider and patient: )
appointment Need in yes Travels or taken
1) Taking history, | person ¥ tofacilityor
A i oo \
2) Remote examination visits office
I
3) Review diagnostic studies
Arrives at 4) Formulate plan of care
L. 5) Prescriptions as needed
telemedicine i
. 6) Follow appointment as Documents
appointment eded
P .d and let’s | nes I encounter
roviaer Sends
patient into L
the virtual prescriptions
room
. Schedul
Sc P ules
Schedu |erf' telerreneellisicﬁre yes Telemedicine
. » appointment; sends
screener appointment .
criteria patient log on
instructions
Medical p——
fa Cility or person patient
encounter
office

Courtesy of the AAP Webpage
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https://www.aap.org/en-us/professional-resources/practice-transformation/telehealth/Pages/Provider-to-Patient-Visits.aspx

Afterhours Swimlane Diagram (AAP)

Follow plan or care,
Fill prescription as needed

Request Arrives at the
’ . —=#| Telemedicine *
appointment : Encounter occurs,
Patient appointment whch oo b
raking histary,
remote examination,
review diagnostic
studies, formulate
Arrives at
telme;;m plan of care, make
appolntment new appointments,
P id and let's ¥ presciptions
rovider _
patient into
the virtual
oG
- Schedules
1]
sl:hEdU'Erf t::ﬂﬁ;l Telemedicine
screener appointment || P50 e Sends
criteria
instructions
Medical
facility or
office
ullie

Travels or
. Need in i pr
visit? facility or
office
Documents
encounter
Sends
prescriptions
Conducts In
person patient
encounter

AAP Webpage
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https://www.aap.org/en-us/professional-resources/practice-transformation/telehealth/Pages/Provider-to-Patient-Visits.aspx

Center for Vulnerable Populations - UCSF

Sample workflow for conducting remote visits

. = decision point [__] = action tem
.:m‘ visit ()= phona vish

Patient scheduled for

Completed by clinic
staff before visit

Clinic staff calls to

Help patient
download Zoom,
practice using app

Not at this time

Completed by provider at
time of visit

Provider calls patient,
gives prwider meeting

Help patient download
zoom (1-2 min), give
provider meeting ID

UCSF CVP
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https://cvp.ucsf.edu/telehealth#Sample-Clinic-Workflows

Center for Care Innovations

Scheduled Visits

Remote Visit Workflow

CTMA merges Video

—

Yes

Schedule the visit
using the
‘Televisit visit
type on the
provider schedule

Visit Template, abtains
consent, verifyies
Meds/allergies, Smoking
Status, CAGE, reason for
the visit and ensures
patients is signed on to

Does Patient meet the
criteria for Video Visits*?

portal or healow app

L Use 'PhoneVisit'
wvisittype on  [—=|

pravider schedule

CTMA calls patient
on the phane. '0

Telephone Encounter Flip Visits

Telephone
Encounter
generated

03/16/2020

Billable Visit?

CTMA makes 2nd
attempt

for the visit?

S there room on
the schedule fora
wisit?

fes—— | Scheduled Visits

Complete TE

No

Provider sees
patient via video, Provider marks
[~ ™| cropin the vipEo || " the visit 'Done’
Yes Visit template
" : Visit status is
Patient logs in N e
show'
CTMA merges PHONE
Visit Template, obiains Folow the
Ve menl._venmes_ Prm_nu:l F'm_tider e‘._peaks
Q the with patient.
Stalus, CAGE and CTRN as
Reason for the visit and appropriate
check patient out
Yes Mark visit status
as 'Complete’
Patient picks
up phone?
Follow the Pravider drops in
o Direct TE to
Frotco proder per empate e
1 | involving the protocol. CRange (—-| i) TE, calls
CTRN as Assgned @ o patient and chars
appropriate. the Provider. vist,
Reviews TE
Follow the Remote
Private Space
workflow Healow App (preferred)
Web Enabled

Criteria for Billiable Visits:
All visits/TEs that a prowider can participate in, even

for brief check-in

Center for Care Innovations
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https://www.careinnovations.org/wp-content/uploads/Sample-Remote-Visit-Workflow.pdf

Scripts - Routine Appointment

Script for Patients Who Want to
Cancel Their Routine Appointment Patient: Due to COVID19, | want to
Due to COVID 19 (Not Routine cancel my appointment.
Physicals)

Telemedicine

PIM: Yes Ma’am/Sir. | understand
your concerns. Let me change your
appointment to telemedicine and
walk you through getting access to
this program so that you do not
have to come in the office.

Patient: Great! Thank you!

Courtesy of:
Pamela Ballou-Nelson, RN, MSPH, CMPE, PhD

Healthcare Consulting Inc.
f’ ACCESS




Scripts - AWV

Scripts for Patient Who Want to Cancel Their
AWV

Patient: | feel fine. | do not need to have the
AWV portion right now.

Patient: Hello, | am in the high-risk category for
COVID19. | think it is best | reschedule my
Medicare AWV.

PIM: Mr./Ms. Patient, | totally understand your
concerns. However, this current environment is
not a time to put your healthcare on hold. Your
doctor wants to touch base with you at the
very least and refill your medications until
he/she is able to see you in the office. Let me
get you scheduled to speak with him/her or
our PA or NP so we can be proactive about
your health.”

Courtesy of:
Pamela Ballou-Nelson, RN, MSPH, CMPE, PhD

Healthcare Consulting Inc.

PIM: Yes Ma’am/Sir. | understand your
concerns. In that case, we need to schedule
you for a telemed appointment in order for

your physician check in with you to continue to
refill your medications. When would you be
available? We will reschedule the complete
physical for a different day.

Patient: Okay, please walk me through what |
need to do to proceed with an AWV
telemedicine appointment.

(’ MCCESS




