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Care Type: 
IRL or URL?



Stand up if….

You are a healthcare 
provider.



Stand up if….

You are a healthcare provider 
who has ever used 
telemedicine with a patient. 
Even just once. (don’t sit down yet!!)



How was it?



Stand up if….

You have ever been a patient.  
Any kind of patient.



Stand up if….

You have ever been a patient.  
Any kind of patient. And used 
telehealth even just once. 
(don’t sit down yet!!)



How was it?





Why?





69% of providers 
have positive 

attitudes toward 
telehealth

28% of providers 
say telehealth is 

frustrating and of 
poor quality

55% saying they have to manage patient expectations for virtual visits



Quality of Care

Who’s 
perception 
is correct?



Quality of Care – Patient Perception
• 79% were very satisfied with the care received during their last 

telehealth visit.

• 81% said the provider was thorough.

• 84% were confident their personal information was secure and 
private during the visit.

• 83% believed the quality of the patient-physician communication was 
good.

• 73% will continue to use telehealth services in the future.

• 41% would have chosen telehealth over an in-person appointment for 
their last visit, even if both required a copay.

Henry, T. A. (2021, May 17). Patients, doctors like telehealth. here's what should come next. American Medical Association. Retrieved October 19, 2022, from https://www.ama-assn.org/practice-management/digital/patients-doctors-telehealth-here-s-what-should-come-next 



Managing 
Patient
Expectations



Managing Patient 
Expectations:
Privacy Concerns

Just because you can, 

doesn’t mean you should



Just because you can….

Don’t.  Just please don’t.



Managing Patient 
Expectations:
Privacy Concerns

• Show patient around the room

• Introduce everyone

• Use a secure telehealth platform



Managing Patient 
Expectations:
Appropriate Use

• Be clear regarding best practice criteria of 
when telehealth is appropriate and when 
its not

• Right Time – Right Place – Right Ailment



Right Time – Right Place – Right Ailment

Probably Appropriate Probably Not Appropriate

Follow-up Visits Acute concerns that may require a 
procedure (broken bones)

Chronic Disease Management Abdominal pain

Review of labs or test results Multicomplex health concerns

Nutrition Counseling Eye injury

Mental Health Situation where medical judgement  
indicates an in-person visit



Quality of Care

Type of virtual care being offered greatly impacts the quality of care.

Direct-To-Consumer (DTC)
• Small study of patients aged 18-80
• OTC otoscope and smartphone camera (cost of scope $35)
• ± 40% acceptable images of throat; ±95% acceptable images of ears
• Average of nearly 2 minutes to capture ear images
• Average of 35 seconds to capture throat images

If patients are seen in their home:
• Will exam scopes be available?
• Will patient be able to report vitals?
• Will the absence of vitals and images have a negative impact on the quality of the encounter?



Managing Patient 
Expectations:

Technical Support

• Make it easy for your patient to 
work through technical 
challenges.



Helping Patients Navigate the Digital Appointment

1. Providers should consider using a Community Health Worker or Patient Navigator to work 
with patient ahead of time to determine the patient's digital literacy.

• Explain to the patient how a telehealth appointment works
• Teach patient how to use their own technology to connect with the provider
• Conduct a video call to talk the patient through any technical questions or issues 

2. Provide clear instructions on your website for patient to follow.

3. Create a Help Desk process with phone/email for patients. 



Managing Patient 
Expectations:

Technical Support

• Utilize a platform that allows 
staff to interact with the 
patient in a digital waiting room 
setting before the patient sees 
the provider



Virtual Waiting Room

When used properly, the workflow with a virtual waiting room looks like this:

1. Patient enters the waiting room.

2. Medical staff is monitoring the waiting room and see the patient arrive.  The 
staff connects to the patient to welcome them, collect updated information, 
and perform a quick tech check.

3. Patient returns to the waiting room until the provider is ready.

4. At the conclusion of the visit, the provider send the patient back to the 
waiting room where staff is there to schedule the next appointment.



Managing 
Provider
Expectations



• What are you paying for?

• What if you need 
additional features?

• You get what you pay for

• Are you billing the correct 
codes?

Managing Provider 
Expectations:

Telehealth is Expensive



•73% will continue to use 
telehealth services in the 
future.

•41% would have chosen 
telehealth over an in-
person appointment for 
their last visit, even if 
both required a copay.

Managing Provider 
Expectations:

Patients Prefer In-Person 
Appointments

Henry, T. A. (2021, May 17). Patients, doctors like telehealth. here's what should come next. American Medical Association. Retrieved October 19, 2022, from https://www.ama-assn.org/practice-management/digital/patients-doctors-telehealth-here-s-what-should-come-next 



• Be careful not to silo by 
creating a “Hero of Care” 
model

Managing Provider 
Expectations:

I Don’t Have Time



Creating Teams and Workflows

1.  Identify and train providers and staff who will have a role in the telehealth program

• What has been communicated with staff and providers?
• Can the staff and providers easily access the telehealth platform (are cameras, mics, 

speakers, etc. available?)
• Does everyone have a clear understanding of the types of patients who are appropriate for 

telehealth vs. patients who need to be seen IRL?

2.  Are the URL clinical workflows similar to the IRL workflows? 

• If the workflows are drastically different, why?
• Who had input on the creation of the workflows?
• Do the workflows make logistical sense?

Provider



• Create a back up plan in 
case technology fails or 
the worse case scenario 
occurs.

Managing Provider 
Expectations:

I Don’t Have Time



Where’s The Life Raft?

You Need To Create It!

Failure Modes and Effects Analysis (FMEA). 

1. Steps in the process

2. Failure modes (What could go wrong?)

3. Failure causes (Why would the failure happen?)

4. Failure effects (What would be the consequences of each 

failure?)





• Practice!

Managing Provider 
Expectations:

I Don’t Have Time



• Consider Remote Patient 
Monitoring for certain 
patients

Managing Provider 
Expectations:

I Don’t Have Time



What’s Next?
The end of PHE is 
near!

• {Almost} Anything went during 
COVID 19 PHE

• 60-day notice of PHE expiration 
(anticipate a notice in November –
PHE would end in January)

• 5 month “grace period” to get into 
compliance

• 2023 CMS changes – be prepared!



References

• Cai Y, Zheng YJ, Gulati A, et al. Patient Use of Low-cost Digital Videoscopes and Smartphones for Remote Ear and Oropharyngeal 
Examinations. JAMA Otolaryngol Head Neck Surg. 2021;147(4):336–342. doi:10.1001/jamaoto.2020.5223

• Mayer, B. A. (2022, August 30). ZOCDOC reports – The Healthcare Experience: 2022. The Paper Gown. Retrieved October 19, 2022, 
from https://www.zocdoc.com/blog/zocdoc-reports-the-healthcare-experience-2022/ 

• Henry, T. A. (2021, May 17). Patients, doctors like telehealth. here's what should come next. American Medical Association. 
Retrieved October 19, 2022, from https://www.ama-assn.org/practice-management/digital/patients-doctors-telehealth-here-s-
what-should-come-next 

• UnitedHealth Group. (2022, March 16). Telehealth use will outlive the pandemic for Health Care Providers, survey shows. 
UnitedHealth Group. Retrieved October 19, 2022, from https://www.unitedhealthgroup.com/newsroom/2022/2022-03-15-
telehealth-use-will-outlive-pandemic.html 

• Lagasse, J. (2022, March 22). Telehealth will endure, but providers are managing expectations. Healthcare Finance News. Retrieved 
October 19, 2022, from https://www.healthcarefinancenews.com/news/telehealth-will-endure-providers-are-managing-
expectations 

• Raj, M., DePuccio, M., Stephenson, A., Sullivan, E., Yuanhong Lai, A., Fleuren, B., & Sriharan, A. (2021). Addressing evolving patient 
concerns around telehealth in the COVID-19 ERA. The American Journal of Managed Care, 27(1). 
https://doi.org/10.37765/ajmc.2021.88576 


