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Virtual Care Platforms

Telemedicine

Telephone E-Visit
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How we got started

Covid Response

v’ Staff that had access to Epic

v' Familiarity with Scheduling and
Departmental workflows

v Strong Customer Service Skills

v’ Desire
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Virtual Care Support Structure

Level 1 Support

Virtual Care Customer Support Team

Troubleshooting
MyChart Admin Access

Device Training

Level 2 Support

Communication with clinical teams .

Reporting
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Virtual Care Specialists

Communication with Vendor
Workflow development
Clinical Staff Training
Quality Improvement

Growth
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Setting up for Success

v' Does the patient have an appropriate device?
v Does the patient have access to internet?
v Does the patient have MyChart portal access?

v’ Offer Virtual Care Customer Support referral
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Primary goal

Our Pu rpose: The purpose of the Virtual Care Customer Support Team is to provide training
and technical support for patients and staff. Our goal is first call resolution to reduce the caller’s
stress and maximize virtual care success.
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How we do what we do

MOP- Method of Procedure

Resource Development (Device Research/Education)
Consistent Documentation

Process/Call Reviews
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Virtual Care Department Method of Procedure: Incoming Call to VCCST - Patient

| E-Visit MyChart E-Visit Patient Farward to MyChart Help Desk
Workflow [x50303)
Rermind the patient the e-mail link Confirm e-mail in appointmeant notes matches
. |1 ioin will be sent at appointmentl_]  What the patient wants the link sent to &
Amwell Now (accessed via e- Unsure how to access visit ! time Pe update appt. notes to reflect that e-mail is
mail) confirmed with date and time
Identify platform being used
L o Ensure Wi-Fi connection, appropriate device, and appropriate
Connactivity issue in-visit — browser. Communicate with department on what to do
(reschedule, Call Only, etc)
— Video Visit H —] Videa Visit BC View
— Video Visit Mobile View
Problem pre-visit (unsure how tof
— use, stuck in e-chack-in, can't =
join, ne MyChart aceaunt)
|| Troubleshooting Guide (Video
Legend Wisit)
Blue: Ctrl+Click to access hyperlink in box | | Amwell EHR Connect (accessed
via MyChart) | Troublashooting Guide
Transfer call [MyChart)
: ServiceNow Ticket
Put the following in your ticket & assign to the Virtual
Care Support Group. Ensure correct browser is being
used for the device [Android-
. Patient MEN Chhrome, i05-5afari)
*  Clinician/staff member name
. Appt. Type (if applicable) Ensure device is up to date with
. Device Tv software updates & browser is
evice Type SN up to date
. Wi-Ei or data connection | | Problem during visit (error
- R . message, lose audio or video)
*  Description of problem, including who had
. L Ensure strong Wi-Fi connection Convert to Amwell Mow visit if too close to)
the problem (patient or clinician) (close to route, no others on Wi-f— appt time & communicate with

Fi, close other apps on device) department
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Patient Self-Service resources

Resources

B Research Studies

Education

] SearchMedical Library

\*I - |_
W,
-

Mersen Hea

< ) Video Visit Connection Test

Video Visit
with MyChart

Make appt

MyChart

Wideo Visit Connecty

Patient Education

& Visit communitylink.findhelp.com

st o

https:/www.youtube.com/watch?v=hOxhNW6u3L8

Sign in

eCheck-In

Begin visit

Step 1

When you make an
appointment, our
scheduling staff will tell you
if the visit can be virtual.

Step 2

Sign in to your MyChart
account before the
appointment via the
MyChart app or web on any
mobile device or computer.
You'll need an internet
connection, camera,
microphone and speakers.

Step 3

Complete eCheck-In
before your appointment.
eCheck-In will take about
five minutes. On the
MyChart home screen,
find your video visit and
click the “eCheck-In and
Questionnaires” button.

Step 4

You are now ready to begin.
Click “Begin Video Visit" You
will be in a virtual waiting
room until amember of
your healthcare team joins.

Need help?
Call (608) 775-3843 to talk to a member of
our Virtual Care Customer Service Team.
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Service Reporting

Video Visit by subcategory
M How to/ Training = 2,856 (49.92%) B Error / Failure (error_failure) = 813 (14.21%) Other = 804 (14.05%)
B Account / Access =742 (12.97%) M Browser Issue = 354 (6.19%) M Network Connectivity = 151 (2.64%)

M Error/ Failure (error / failure) = 1 (0.02%)
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Pros and Cons

Pros Cons
Few staff are required Reliant on patient or staff to initiate
contact

Fast service

Staff have become skilled in Last Minute” anxiety/stress

troubleshooting
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Thank you

Jessica Easterday

jeeaster@gundersenhealth.org
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