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F E AT U R E D SP E A K E R

Dale Glenn, M.D.
Patient Experience Physician Lead
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Dale Glenn, MD

Lights, Camera, Action!
Coaching your physicians to exceptional telemedicine 
experiences

Patient Experience Physician Lead
Hawaii Pacific Health Medical Group
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The Rabbit Effect

• 1978 Study

• Why did the bunnies 
heal?

• What is “Patient 
Experience?”
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Compassionomics

• Dramatic improvement in 
clinical outcomes  tied to 
perception of compassion in 
caregivers

• Compassion is trainable

• Behavioral tactics
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Three (or four) Barriers to Telemed

1. Tools: Don’t have a 
mobile device

2. Technology Poor 
internet/cellular 
connectivity

3. Time (Payment model)
• Medicine under a 

microscope
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• Virtual house calls
• Get to know the family
• Identify issue and hazards
• Easier to document and talk. 
• I can work in Shorts!

I don’t have to look for parking

I don’t have to be near sick people

Skip the waiting room

More convenient time slots, IE from work or 
when I’m home with kids

More frequent contact

Don’t need a mask!!

Why doctors like it.              Why patients Love it!              
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Sudden dramatic need for 
telemedicine
Shortage of cameras, 
computers, software licenses
Patients did not want to come to 
clinics
Software not ready for prime 
time
Unknown patient experience

Pre covid

Our insurance providers and 
Medicare refused to cover 
telemedicine unless it was with 
their providers
Telepsych
Physicians unfamiliar with the 
technology and how to optimize it
Patients unaware of or did not 
trust technology

Post Covid

Enter Covid-19
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Not what we expected…
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Patient Concerns

Pixilating, freezing and poor 
connection
Poor audio 
People in background
It just didn’t work

Telemedicine vs. Television Medicine
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Review of initial 2 
months of data with 
particular attention 

to patient comments

Change in workflow 
to include 

”Rooming” by 
Medical assistant

Pre-training for 
patients, IE need a 

good internet 
connection

Telemedicine patient 
Experience tips

Backup Connection 
method for non-
mychart users

Roll-to-Phone

Interventions
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• SET

• Process

• People skills

• Technology

Tips for earning your Telemedicine Emmy…
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Not to hot, Not too cold, but JUSSST right…
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Lighting
Not directly overhead
Use a diffuser or filter
Use ring lights or natural light
Not backlit
Warm Color temperature
Up lighting makes you look younger
Camera on adjustable mount
Diffuse and Direct

Lighting
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“Quiet on the Set!!”

Sound
Good headset with microphone
Run soundcheck before starting
No background noise
Don’t run too many apps 
Bandwidth
Avoid shared workspaces
Convert one exam room for 
telemedicine
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Rounding for Process Improvement

Absolutely have an assistant 
help the patient “connect”
Schedule telemedicine 
appointments in groups
Select a calming, professional 
background
“On Air” sign on the door
Solid Camera or device mount
Round on your docs, do 
practice video visits.
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People skills that create Professional 
“Presence”

Smile! (Check your teeth)
Dress appropriately
Look at the CAMERA when the patient is 
speaking to you
Describe what you are doing off camera or use 
screenshare
Speak clearly, don’t mumble
Record yourself on zoom and play it back
Give the patient time to respond
“Can you hear and see me okay”
Roll to Phone PRN

“You need acting lessons…”
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Patient calling 
for a f/u appt

 Schedule VV using Visit Code: 3171 +Location Service Code: 2522 (pt’s home)
 Send patient instructions/message via MyChart portal (see patient instructions on slide #2)

Yes
On MyChart?

 See if pt will sign up for 
MyChart OR

 TV OR
 OV—if appropriate

No

MA opens video visit on device:
 Welcome
 Sound and video check
 Makes sure patient Arrived on schedule (secure message to PSRs if not done) **this is important** 
 Enter Chief Complaint
 Enter Vital signs-if pt has done them 
 Under Pt Clinic Review: review answers to questionnaire for MyChart COVID--if positive, let provider know
 Make sure patient did Med Recon-if not done, then MA does it under Video Visit tab→Medication Review
 Warm hand-off to provider

Patient does eCheck-in:
 Med recon-including select pharmacy
 Review Allergies
 Insurance and payment info
 Consent to do video visit
 Complete respiratory symptom questionnaire

15-20 minutes before visit

3-5 minutes before visit

Provider takes over visit:
 Signs into Epic and opens visit→Video tab (with video icon top menu bar)→Pt Clinic Rev
 Review info under Pt Clinic Review
 Opens Progress Note (include Video Visit phrase on slide #3) and visit as usual
 Complete Visit DX+Plan and Wrap-Up as with OVs
 LOS: usual 99213-99215 + Modifier 95

Patient

MA

ProviderAt visit time

***Please note:
-Do NOT open any visits in your virtual waiting 
room, unless that patient is on your schedule
-Consider getting an iPad with cell service for your 
video visits
-Consider doing Pre-visit Documentation of your 
note and AVS before the visit--makes the flow go 
faster (see verbiage you need to include in the note 
on slide 3)

Video visit 
workflow
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Appointment 
online

MA precall, tech 
check and 
rooming

Med check

Start on time or 
inform the patient 

of schedule 
changes

Doc soundcheck

Visit agenda

History

Video Exam Plan 

Q&A

Thank you and 
follow up

Postvisit contact

The video workflow
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Patients connecting 
while driving
Connecting in a 
crowd
Poor connection
The ”flasher”

Expect the unexpected

23

24



PAGE 13
27th Annual NRC Health Symposium – Omni Nashville Hotel

Nashville, Tennessee
August  4–6, 2021

NRC Health Symposium  |  Rhythm of  understanding  | #NRCSymp 25

91

89.1

87.5

88.5

87.9
87.6

88.4

89.1

88

89.4

89.9

89.5
89.8

89

90.2

85

86

87

88

89

90

91

92

4/1/20 5/1/20 6/1/20 7/1/20 8/1/20 9/1/20 10/1/20 11/1/20 12/1/20 1/1/21 2/1/21 3/1/21 4/1/21 5/1/21 6/1/21

NPS

Sustainable Improvement
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“People will not 
always remember 
what you said or 
did, but they will 
always remember 
how you made 
them feel”

-Maya Angelou
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Fear divides us

And isolates us

Love unites us

Compassion 
heals us

27

28



PAGE 15
27th Annual NRC Health Symposium – Omni Nashville Hotel

Nashville, Tennessee
August  4–6, 2021

NRC Health Symposium  |  Rhythm of  understanding  | #NRCSymp 29

Be prepared (chart lights, 
sound) 
Previsit Call
Look at the camera, not 
the screen
Tell the patient what you 
are doing (screenshare)
Be focused and Mindful

Visit agenda
Manage time
Find personal 
Connection
Identify top 
concern/Alleviate fear
Express Gratitude

Top Ten Telemedicine behaviors that build trust

NRC Health Symposium  |  Rhythm of  understanding  | #NRCSymp 30Dale.Glenn@HPHMG.org

Aloha!!!
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Questions?
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