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Due to the rapid onset of COVID-19, there has been increased engagement in telehealth and phone visits in place of 
in-person care. Telehealth is being used in most care settings nationwide. This mode of care presents some unique 
considerations healthcare professionals should review to ensure competent care is given. According to the Centers 
for Medicaid and Medicare (CMS), there are four main types of virtual services physicians and other professionals 
can provide patients during the COVID-19 crisis. 

• Virtual Visit
A real-time clinical encounter using technology that supports real-time communication between clinician 
and patient. 

• Virtual Check-in
A short patient-initiated action, after which the clinician and patient have already had a face-to-face 
encounter or Virtual Visit, and the patient wants to touch-base. 

• E-Visit
Non-face-to-face patient-initiated communication through an online patient portal.

• Telephone Services
An encounter in which a physician or qualified healthcare professional provides evaluation, management, 
and services via a telephone call or online app. 

CMS has temporarily relaxed the regulatory requirements that apply to telehealth services. It is important to note, 
coverage and payment vary across payers; thus, it is highly recommended to review current billing practices. To 
learn more about billing and coding reimbursement with telehealth services, please see the linked CMS Fact Sheet.

The Department of Health and Human Services Office for Civil Rights has granted health professionals flexibility 
and discretion to provide care using a variety of modalities. Previously, some videoconferencing technologies such 
as Skype, Facetime, and Zoom were not deemed HIPAA-compliant, but in light of COVID-19, they are permitted. 
To make certain you are appropriately adapting to delivering care through technology, review the following risk 
management recommendations:

1. Use a Specific Telehealth Consent Form
A traditional informed consent document thoroughly explains the type of care and treatment the patient 
is agreeing to as well as the risks and benefits. A telehealth informed consent document does the same, 

https://www.cms.gov/newsroom/fact-sheets/medicare-telemedicine-health-care-provider-fact-sheet
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(Continued) Use a Specific Telehealth Consent Form
but it focuses on the medium by which care is being delivered as well as the limitations of the service. 
In addition, privacy and security concerns should be discussed with the patient. Explain to them, despite
the effort to provide care in a secure environment, all electronic medical communications carry some 
level of risk.

SAMPLE TELEMEDICINE CONSENT FORM from the ATA.   

2. Patient Suitability
Using your clinical judgment, determine if a telehealth service is suitable for your patient’s individual 
situation and medical needs. Patients exhibiting signs of breathlessness, extreme fatigue and other 
concerning symptoms should not be evaluated via technology. The American Telemedicine Association 
recommends providers create an initial list of services they think are best handled using face-to-face 
encounters and those best handled via telehealth. This plan ahead strategy will allow you to best triage 

your patients according to their presenting condition(s). 

3. Documentation is Key
Whether over the phone or video, document telehealth encounters the same as you would face-to-face visits. 
Data to document includes the information about the visit, the history, review of systems, consultative 
notes, images, pictures, and any information used to make a medical decision about the patient. This 
documentation is also essential for reimbursement purposes. 

4. Safety Netting Advice 
Because we are experiencing a health crisis, it is important to give clear safety netting advice when 
providing telehealth services. Safety netting advice is information given to a patient during a care visit 
regarding actions they should take if their condition fails to improve, changes, or if they have further 
concerns. One way to note how you incorporated this concept is to document the following information 

in the chart:

• Document and explain uncertainty to the patient. 

• Identify the specific clinical features the patient should look out for.

Example: Here are signs to look for that might indicate things are getting worse. If you become 
significantly breathless or develop pains in your chest, then you should seek urgent 
medical advice. 

• Give guidance on how and when to seek further help, if needed.

• Provide a time course that will aid the patient while at home until the next encounter. But explain 
to them if they have concerns that arise, do not delay seeking further medical advice. 

http://hub.americantelemed.org/thesource/resources/telemedicine-forms
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Please note, information regarding successes and challenges to providing telehealth during a pandemic will continue 
to be shared as the topic evolves. KAMMCO will continue to keep you updated as we become aware of new 
developments. To help guide your documenting efforts, below is an example to use and modify as needed of how 
you may begin your initial documentation of a telehealth encounter:

Example:  I am seeing this patient today virtually using Skype, a permissible modality during the COVID-19 
crisis. The patient has previously provided full consent to use this technology and understands the risk 
and benefits of proceeding. I am seeing the patient today from my office in CITY, STATE, and from 
their home located within STATE. 

For more information and resources on the COVID-19 crisis, please visit the COVID-19 Resources section of the 
KAMMCO Risk Management Tools and Resources page.
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