
Creating a Policy and Procedure 
Manual for Telehealth
August 8, 2018



1. Welcome & 
Introductions

2. Why a Policies & 
Procedures Manual for 
Telehealth

3. P&P Panel Discussion

4. Closing

Today’s Agenda
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Aulakh

Kathy 
Chorba

Alexis 
Wielunski

“Telehealth Trifecta” Team
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Jeanne 
Russell

Chris 
Perrone



Participating Sites
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Poll: Do you have a Policy & Procedure 
Manual for telehealth at your 

organization?

Yes
In Progress

No, but we would like to
No, it’s not a priority for us
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Why would you want a 
Telehealth Policies and Procedures (P&P) 

Manual?
“We develop our P&Ps so that if anyone is called to duty, they know exactly what to do.”  

James Maldonado, General Council, OCHIN

While our goal is to treat telehealth care the same as 
“Brick and Mortar” care, we cannot ignore the fact that 
significant differences exist for telehealth.  

As a result, P&Ps must be established to provide 
consistent, quality management of clinical and 
administrative aspects of telehealth. 



Policies and Procedures:  What’s the 
difference?
A Policy is a guiding principle used to set direction in an 
organization. 

“Our policy for credentialing telehealth service providers is to credential by 
proxy“

A Procedure is a series of steps to be followed as a consistent and 
repetitive approach to accomplish an end result.

“The steps involved in credentialing by proxy are as follows…”

Together, they are used to empower the people responsible for a 
process with the direction and consistency they need.
https://www.bizmanualz.com/write-better-policies/whats-the-difference-between-policies-and-
procedures.html



And now for a few format 
examples 

from our friends at gpTRAC, UC 
Davis and North County….









• Patient selection

• Referral process

• Consent

• Appointment scheduling, cancellations & 
no-shows

• Physical surroundings and staffing

• Security and emergency protocol

• Check-in and check-out for patients

• Administration and billing

• Provider communication

• Prescribing and medication management

• Technology troubleshooting

• Technology standard operating procedure

North Country Telemedicine Pilot P&P

12



What Elements Should be Included in a 
Telehealth Policy and Procedure Manual?

Everything that pertains to telehealth but differs from standard clinic operations!  
Some examples include the following…

• Contracting with providers (and 
existing contracts with providers)

• Credentialing (full credentialing or by 
proxy)

• Practice model (consultative vs. direct 
care)

• Technology (requirements, 
troubleshooting, technical support)

• Billing and service provider payment 
(may differ between health plans and 
service providers)

• Evaluation (utilization, financial, patient 
and provider satisfaction, etc.)

• Data collection (to support evaluation)

• Consent

• Staffing (job descriptions and 
training)

• Clinic Operations (Workflow)

• Referral guidelines

• Room set up

• Appointment scheduling

• Patient presentation requirements per 
specialty

• Provider participation requirements 
per specialty

• Prescribing and medication 
management

• Medical record and chart note 
exchange



Exit Exam:  Is a Workflow Diagram a Policy or a Procedure?
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“Our policy for Dermatology referrals is to use telehealth store and forward technologies”
“Our procedure for utilizing telehealth store and forward Dermatology is shown in the workflow diagram”



Panelist Discussion
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Wendi Vierra
Director of Behavioral 

Health Operations 

Leslie Warner
Telemedicine Manager

Mia Houlberg
Operations

Cindy 
Snelgrove
Director of 

Clinical Services

Rhonda 
Weaver

Telemedicine 
Advisor

Alex Delira
Retinal & Telehealth 

Coordinator
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Can you each give us a high-level overview of what is 
included in your P&P  manual/documents?
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Can you give us a high-level overview of what is 
included in your P&P  manual/documents?
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Can you give us a high-level overview of what is 
included in your P&P  manual/documents?
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Can you give us a high-level overview of what is 
included in your P&P  manual/documents?
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Can you give us a high-level overview of what is 
included in your P&P  manual/documents?
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Tell us about the process of developing your 
first P&P manual for telehealth. 

Cindy Snelgrove
Director of Clinical Services

Ampla Health

Rhonda Weaver
Telemedicine Advisor

Ampla Health
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How do you communicate your workflows and 
procedures out to the right staff? 

Mia Houlberg
Operations

Open Door Community Health Centers
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Who is responsible at your organization for 
updating your P&P manual?  How do you ensure 

staff is aware of changes made (and not just 
update a piece of paper)?

Wendi Vierra
Director of Behavioral Health Operations 

Neighborhood Healthcare

Alex Delira
Retinal & Telehealth Coordinator

Neighborhood Healthcare
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What advice would you give to health centers 
looking to create their first P&P manual for 

telehealth?

Leslie Warner
Telemedicine Manager

Shasta Community Health Center
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Questions?
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Sustainable Models of Telehealth in the Safety Net 
In Person Workshop

November 5, 2018 | 10:00 am – 4:00 pm
UC Davis Center for Health and Technology in Sacramento, CA

•Networking & 
relationship 
building

• Peer sharing

• Knowledge 
Dissemination

• Skills building

• Program Updates



Poll: What topics are you most interested in 
covering in the November workshop?

1. Workflow Mapping
2. Talking with Leadership about Telehealth

3. Quality Improvement 2.0 
4. Other – Please Type Into the Chat Box
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Upcoming Call: How to Complete 
your Progress Report
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Program Reminders
• Program Website: 

www.careinnovations.org/telehealth-portal/

• Request Telehealth Training: 
https://www.careinnovations.org/telehealth-
portal/training/

• Revised Monthly Data Report Template: start 
using for August Report, due September 14th
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Thank you!
*Please fill out the evaluation survey*


