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Virtual Health Overview 

 
Who, When, and Why? 

 
This playbook is designed for providers who currently use or will use Virtual Health technology in their 
practice. The content of this playbook is informational, actionable and will help providers be successful 
in providing high quality virtual care. Providers may use this information to glean new perspectives on 
the benefits of Virtual Health and decide when virtual care is appropriate. This playbook is a living 
document that will be updated to include new content over time. 

Defining Virtual Health 
 

Virtual health services mean the use of synchronous or asynchronous telecommunications technology 
by a health care practitioner to provide health care services, including, but not limited to, assessment, 
diagnosis, consultation, treatment, and monitoring of a patient; transfer of medical data; patient and 
services; and health administration. The term does not include audio-only telephone calls, e-mail 
messages, or facsimile transmissions. 

DEFINITIONS: 
 

Distant Site: The location of an appropriately licensed health care provider while furnishing health care 
services by means of telecommunication. 

Originating Site: The location of the patient at the time a telecommunication service is furnished. 
 

Place of Service: “10”: The location where health services and health related services are provided 
or received, through telecommunication technology. Patient is in their home (which is a location 
other than a hospital or other facility where the patient receives care in a private residence) when 
receiving health services or health related services through telecommunication technology. 
(This code is effective January 1, 2022, and available to Medicare April 1, 2022.) 
 
List of Place of Service Codes: https://www.cms.gov/Medicare/Coding/place-of-service-
codes/Place_of_Service_Code_Set  
  
Modifier GQ: Via asynchronous telecommunications system. 

 
Modifier GT: Via interactive audio and video telecommunications systems. 

 
Modifier 95: Synchronous telemedicine service rendered via real-time interactive audio and video 
telecommunications system. 

https://www.cms.gov/Medicare/Coding/place-of-service-codes/Place_of_Service_Code_Set
https://www.cms.gov/Medicare/Coding/place-of-service-codes/Place_of_Service_Code_Set


  

 

 
 
Asynchronous 

 
• Store-and-forward technologies that collect images and data to be transmitted and interpreted later 
• Remote patient-monitoring tools such as blood pressure monitors, Bluetooth-enabled digital 

scales, and other wearable devices that can communicate biometric data for review (which may 
involve the use of mHealth apps such as Fitbit, Apple Watch or MyFitnessPal) 

Synchronous 
 

• Real-time, audio-video communication that connects physicians and patients in various 
locations, which is often defined as virtual health 

• Real-time audio and telephone communications 
 

What are the Benefits? 
 

Provider: 
• Collaborate to coordinate care, better manage chronic conditions, and ensure medication 

adherence 
o According to McKinsey & Company, a management consulting firm, 35% of outpatient encounters, 

office visits and home health services are “virtualizable” 
• Pre-screen patients who may have COVID-19 or other transmissible viruses 
• Improve quality and help prevent costly downstream events, such as hospital admissions or 

readmissions. 
• Increased patient volume and throughput designed around patient/provider flexibility 

 
Member/Patient: 
• Provides easy access to a provider at the time they need it 

o According to a Sykes survey on virtual health, almost 88% of Americans want to continue 
using virtual health for non-urgent consultations after COVID-19 has passed. 

• Reduces the need to spend time and money traveling to a healthcare setting 
o 74% of those surveyed believe virtual health appointments will become the norm 

• Reduces exposure to other members and infectious diseases thus reducing transmission rates 
o 64% of those surveyed said they’d prefer to have parts of their annual physical done via virtual health 

• Reduces unnecessary visits to Emergency Departments or Urgent Care 

https://www.sykes.com/resources/reports/how-americans-feel-about-telehealth-now/


 

 

 

 
 

IMLCC 
The Interstate Medical Licensure Compact is an agreement among participating U.S. states to work together to 
significantly streamline the licensing process for physicians who want to practice in multiple states. 

 

 
 
**Updated as of 04/18/22 
 
Interstate Medical Licensure Compact - https://www.imlcc.org/ 

 
 

 
 
 
 
 
 
 

https://www.imlcc.org/


 

 

 

 
Establishing The Virtual Health Experience 
The Team 
Identify who will be participating in conducting virtual care visits in your practice. They often may 
include: 

• Administrative Assistants – Assist in creating awareness for patients, help schedule virtual visits, 
and answer any questions 

• Medical Assistant (MA)/Certified Nursing Assistant (CNA) – Help schedule and facilitate virtual visits. Help 
and confirm patient technology. 

• Registered Nurse (RN)/Advanced Practice Nurse (APN) – Assist in conducting virtual visits, 
take part in patient assessments and treatment plans, provide follow-up instructions 

The Process 
• Orient patients to the benefits of a virtual visit as well as the differences from an in-person visit 

Explain virtual visits are safe and a convenient way to assess their medical concerns 
 

• Collaborate on visit type (virtual visit vs. in-person visit) based upon patient medical needs and 
preferences. Virtual visits can be used for care of chronic conditions, medication management, 
wound care, mental health and follow up appointments.  

o See common uses below. 
• Obtain patient consent prior to virtual visit for utilizing a virtual health platform-HIPAA compliant, no 

recording capability 
• Obtain patient contact information in case of technical issues 
• Conduct virtual visit using secure HIPPA compliant technology 

Common Uses 
 

**These are examples of common use cases and are not all inclusive of what can be done for a virtual visit 
 

Equipment Needs 

In many cases, electronic devices with cameras such as computers, smartphones, and tablets that your 
practice and patients already own are the only hardware needed to implement virtual care. Leveraging 
existing equipment will help minimize cost. 



 

 

 

If your practice does not have the necessary equipment, ensure that all devices you purchase have the 
capability to connect to a reliable network, have a camera, microphone, speaker, and are able to access 
the virtual platform your practice chooses to utilize. 

 
Patient Tips 

• Call your insurance company about virtual health coverage and co-payments. 
• Log into your appointment early to ensure your device, audio and video are working properly. 

Check your sound, volume, and microphone to ensure nothing is muted. 
• If technical issues occur, contact your provider office and determine if phone consultation or an 

in-person visit is required. 
• Select a spot with good lighting. Avoid sitting with your back to a window as that can darken your video 

image. Lights in front of you work better than lights in back. 
• Make sure your webcam is at eye level. You may need to prop up your device. Ensure you are in the center of 

the screen. 
• Use headphones/earbuds to make it easier for you to hear. 
• Make sure your mobile device is charged or plugged in, and you have a reliable internet connection. 
• To enhance your experience, reduce the number of devices using your home Wi-Fi during consultation. 
• Have a quiet place for the virtual visit. 
• Write down specific symptoms/questions or concerns that you have prior to the virtual visit. 
• Keep pen and paper handy to write down any information needed. 
• Have a current list of medications available. 
• If possible, know your vital signs such as blood pressure, heart rate, temperature, weight, and blood sugar, if 

applicable. 
• Have a flashlight available if you have a sore throat, physical injury, or skin problem that you would like to 

show your provider the affected area. 
• Report any difficulties you are having during normal activities such as difficulty walking to bathroom, 

shortness of breath, etc. 
• Ask questions and repeat back any instructions. 
• Determine how you should follow up with the provider. 
• Have pharmacy information available to give to your provider, if needed. 



 

 

 

 
 
Example Workflow 

 
 



 

 

 

 
 
Virtual Health Tips 

 
1. Dress the Part 

• Presenting yourself in a professional manner will make your patients more comfortable and confident 
in the virtual visit. 

• Wear solid neutral colors and avoid fluorescent colors. No detailed patterns. 
• Keep jewelry small and non-distracting. 
• Check yourself in the mirror before turning on the camera, especially after eating. 

2. Camera 
• Always check self-view to ensure you are centered and patient can see you. 
• Ensure you are in a well-lit area and adjust camera filters as needed. Lights in front of you work better 

than lights in back. 
• Close all drapes or blinds to prevent glare. 

3. Audio 
• Speak in your normal voice. 
• Check that there are no airflow issues that affect your microphone/speaker such as fans, A/C units, 

open windows. 
• Remove paper or objects near the microphone/speaker. Rustling papers may be distracting. Place 

your materials in front of you or on your device on a second monitor. 
4. Create a Professional Space 

• Whether you are working from home, an exam room, or your office, ensure that your space is clean 
and quiet prior to any virtual consultation. 

• It is best to sit at a table or desk where there are no distractions from noise or people walking by. 
• Turn off potential noise distractions. 
• Consider using a virtual background or backdrop screen. 

5. Communicate Effectively 
• Maintain eye contact with patient. Look straight into the center of the screen or camera. 

Comfortable warm eye contact conveys that you are interested and care. 
• Ensure you can hear and see the patient and that they can hear and see you at the beginning of the 

session. 
• Be aware of your body positioning, movement, facial gestures, voice quality and vocal tone. Face the 

computer screen, try not to move around quickly, and remain calm and approachable. 
• Always introduce yourself, your role and where you are from. 
• Identify the patient by name and date of birth. Ask the patient to introduce anyone who may be in 

the room with them. 
• Listen carefully to hear what they have to say and nod to indicate that you understand them. 

▪ Script: Hello Mr./s. Thank you for inviting me into your home so that we can discuss 
your questions or concerns. It is good to see you again. It is great that your daughter 
can join us. How have you been since our last visit? 

• Express empathy verbally with S.A.V.E. 
▪ Support or partnership statements: “I’m here for you.” “Let’s work together to figure 

out what’s going on.” 
▪ Acknowledge the situation: “This has been really hard for you.” “It sounds like this 

has been affecting your day-to-day activities.” “I wish there were better alternatives.” 
▪ Validate their feelings or experience: “Given your situation, I think many people  

 



 

 

 

 
▪ would feel the same way.” “Yes, it’s exhausting when we don’t feel our best! 
▪ Emotion: “I can’t imagine how scared you must be.” “You sound frustrated.” Or ask 

them to clarify how they are feeling: “How do you feel about it? 
 

6. Be Clear With Any Post Appointment Instructions 
• Make time to answer any final questions the patient may have and clarify instructions before 

disconnecting the session. Schedule follow up appointment, if needed. 
• Give a clear signal that the consult is ending. 

o Script: “It is time to wrap up our visit for today. I am so glad that you did not wait to share this 
concern. I will put a note in your chart. I hope you had a good visit and will consider another 
virtual visit in the future.” 

7. Documentation 
• All virtual health encounter documentation in the medical record is expected to meet the same 

minimum standards as required by face-to-face visit documentation. 
 



 

 

 

 
 

Adoption/Awareness 
It is important to create awareness around the availability for virtual visits within your practice. There are various 
methods for accomplishing this. 

Flyers and Cards 
Flyers and or informational cards can be created that outline the ability for your practice to conduct virtual visits. 
Include the hours virtual visits are offered, how a patient can schedule a virtual visit, and list common scenarios where 
a virtual visit would be appropriate 

Mail/e-mail Blasts to Patients 
If your office utilizes paper mail or e-mail, you can send your patients information regarding virtual visits. Include the 
hours virtual visits are offered, how a patient can schedule a virtual visit, and list common scenarios where a virtual 
visit would be appropriate. 

Electronic Medical Record (EMR)/Portal Landing Page 
If you have a patient portal or an EMR that allows you to communicate with your patients, you can leverage those 
platforms in order to communicate the ability to schedule and perform virtual visits. 

Standard Scripting/Recording 
Create standard scripting for you and your office staff to use when speaking to your patients through the phone or 
any of the above methods. Offer virtual visits to patients when appropriate to create awareness and promote 
adoption. 

Example of scripting: 
• We are offering virtual visits for our patients. Our virtual visits allow you to see your doctor without having to 

leave your home. Contact us today to schedule an appointment. (Phone number/portal request) 
• Don’t delay care. Some conditions cannot wait. We have a variety of options to provide health care to you 

including video and telephone visits. 
• We are now offering virtual appointments. Not all illnesses are able to be treated by a virtual visit, but we 

help determine if a virtual or in-office appointment would be best for you. 
• Did you know that virtual services can connect you with your provider for a “virtual visit” without having to 

leave your home? Virtual visits allow you to receive care from your provider while practicing social distancing 
and helping to prevent the spread of illness. If you need non- emergency care, contact your provider to see if 
a virtual visit is right for you. 

• <Your Clinic Name> is now offering virtual care appointments through virtual visits or a phone call! Contact 
our office at (123-123-1234) to schedule an appointment today. 

• Virtual visits can be used for follow-up appointments for chronic conditions such as diabetes or hypertension. 
If you are not sure whether your concern can be resolved through a virtual health visit, contact our office for 
guidance. 

• You might be surprised by the variety of care you can get through virtual health. Your doctor will decide 
whether virtual health is appropriate for your health needs 

 

 
 
 
 



 

 

 

 
Virtual Health Platforms 
The HIPAA Privacy Rule establishes national standards to protect individuals' medical records and other personal 
health information and applies to health plans, health care clearinghouses, and those health care providers that 
conduct certain health care transactions electronically. The Rule requires appropriate safeguards to protect the 
privacy of personal health information and sets limits and conditions on the uses and disclosures that may be made 
of such information without patient authorization. The Rule also gives patients’ rights over their health information, 
including rights to examine and obtain a copy of their health records, and to request corrections. 

When we are not in the COVID-19 Public Health Emergency, all the virtual health services you provide need to follow 
HIPAA rules and regulations. 

Ensure that the platform you choose will be compatible with the equipment you already have and is easy for patients 
to use. If the EMR you currently use supports Virtual Visits and can be used to service your patient population, 
explore leveraging that platform. Here are examples of technology that can be used that are HIPAA Compliant video 
communication products. 

Doximity: https://www.doximity.com 
Zoom Healthcare: https://explore.zoom.us/en/healthcare/ 
Doxy.Me: https://doxy.me/en/ 

 

You can find additional information regarding HIPPA guidelines for virtual health at the HHS.gov 
website: https://www.hhs.gov/hipaa/for-professionals/faq/ virtual health/index.html 

 
Billing/Legislation 
Refer to Link 
Highmark Provider Resource Center – Reimbursement Policy 
https://content.highmarkprc.com/Files/ClaimsPaymentReimb/ReimbPolicies/rp-046.pdf 

 

*Medicare Advantage NOTE: Highmark Medicare Advantage plans continue to follow The Centers for Medicaid 
and Medicare Services (CMS)’s guidelines for telemedicine visit coverage and reimbursement. Only the codes 
identified by CMS as appropriate for telemedicine services will be reimbursed by Highmark for Medicare 
Advantage members. 

 
 
 
 
 
 
 

 

 

 

https://www.doximity.com/
https://explore.zoom.us/en/healthcare/
https://doxy.me/en/
https://www.hhs.gov/hipaa/for-professionals/faq/telehealth/index.html
https://content.highmarkprc.com/Files/ClaimsPaymentReimb/ReimbPolicies/rp-046.pdf
https://www.cms.gov/newsroom/fact-sheets/medicare-telemedicine-health-care-provider-fact-sheet
https://www.cms.gov/newsroom/fact-sheets/medicare-telemedicine-health-care-provider-fact-sheet
https://www.cms.gov/newsroom/fact-sheets/medicare-telemedicine-health-care-provider-fact-sheet


 

 

 

 

Additional Resources 
American Telemedicine Association: https://www.americantelemed.org/ 

America Medical Association: https://www.ama-assn.org/ 

The Center for Connected Health Policy: https://www.cchpca.org/ 

Centers for Medicare & Medicaid Services: https://www.cms.gov/ 
Federation of State Medical Boards: https://www.fsmb.org/ 
 
Online Prescriptions 
Whether or not providers can prescribe in any given state will depend on each state’s laws and regulations. 
The Center for Connected Health Policy (CCHP) tracks the topic of online prescribing by station via its policy finder. 
See: https://www.cchpca.org/topic/online-prescribing/ 
 
Also be aware that if controlled substances are involved, there is a federal law that severely restricts the prescribing 
of controlled substances via telemedicine unless the patient is located at a physician’s office or hospital registered 
with Drug Enforcement Agency (DEA).  Right now, there is an exception due to the COVID-19 Public Health 
Emergency but after the emergency ends, it is expected that this rule will go back into place. 
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