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Effective Communication Etiquette
Using Telehealth Technologies
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How to put the TELE into Telehealth
for Educational & Clinical Applications
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https://southwesttrc.org/ = SWTRC

Resources

e Telemedicine & Telehealth Service Provider Directory
Arizona

Colorado
Nevada ..
New Mexico
Utah

ARIZONA b
TELEMEDICINE o2 SOUTHWEST
PROGRAM © 2023 UA BOARD OF REGENTS .T;.;TELEQE{*D\&?C*EINE%C

e Business & Finance

Form Templates

Policy & Sustainability

Standards & Guidelines

Telemedicine Information

Tools & Tips

e General

National Consortium of Telehealth Resource Centers (NCTRC) - Find your TRC



https://southwesttrc.org/

www.telehealthresourcecenter.org

Need Help? Find YOUR TRC
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TTAC National Telehealth Technology
Assessment Center
telehealthtechnology.org

Home Toolkits Innovation Watch Technology Showcase Media Upcoming Events Resources About Us

STTAC

TelehealthTechnology.org
National Telehealth Technology Assessment Resource Center

TOOLKITS

RESOURCES REQUEST TECHNICAL ASSISTANCE QUICK LINKS
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Technology for Telehealth

* Resources/where to shop

 How to shop

* Network and interview who has been doing what — with what!
* Pricing

* Ease of use/training protocols/end user

* Network support

e Contractual agreements/licenses/maintenance fees

* Efficiency?
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https://telemedicine.arizona.edu/webinars/previous
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Arizona Telemedicine Program

JanepP VG QI BLS.

Associate Dirvecior i Telemedicine
Education & Facilities
Arizona Telemedicine Program
Technical Coordinator
Southwest Telehealth Resource Center
Telehealth Board Member & President
United States Distance Learning Association
ATA mHealth, Technology & DL SIG
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https://telemedicine.arizona.edu/webinars/previous
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Telehealth Technology Resources

Arizona Telemedicine Program www.telemedicine.arizona.edu
Telemedicine & Telehealth Service Directory http://telemedicine.arizona.edu/servicedirectory
Southwest Telehealth Resource Center www.southwesttrc.org
National Telehealth Resource Centers www.telehealthresourcecenter.org
ATA American Telemedicine Association www.americantelemed.org
USDLA United States Distance Learning Association ~ www.usdla.org
University of New Mexico Center for Telehealth http://hsc.unm.edu/community/telehealth/
Project ECHO http://echo.unm.edu/

ATP Project ECHO http://telemedicine.arizona.edu/echo/

UNR Project ECHO https://med.unr.edu/echo
TTAC Telehealth Technology Assessment www.telehealthtechnology.org

Resource Center
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WARREN STREET CLINIC 2016




Communication Technology

* Lights, Camera ACTION!
e BACKGROUND
 Two way videoconferencing

* Web cams using secure sites over the internet

e Other devices or programs which connect to your
laptop or desktop @home or bedside
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Telemedicine

* Information needs to be medically accurate

* Teaches participants to practice being good
listeners as only 1 person can speak at a time

e Patient benefits from the undivided attention of a
physician

* Economizes the use of time for all participants
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Elements of Production

* Sound
microphones
electronic stethoscope

* Lighting
color temperature
angle

* Space and geography of the room
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 Same Elements of production whether you are in a state-of-the-art
videoconferencing suite, using a videophone or a webcam @ your
desktop!

* Background

* Lighting

* Audio

e Camera skills — be sure you are looking GOOD!
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telemedicine

medicine at a distance
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Telehealth

Telehealth is sometimes discussed interchangeably
with telemedicine. The Health Resources and
Services Administration distinguishes telehealth from
telemedicine in its scope. According to them,
telemedicine only describes remote clinical services;
such as diagnosis and monitoring, while telehealth
includes preventative, promotive and curative care
delivery. This includes the above-mentioned non-
clinical applications like administration and provider
education which make telehealth the preferred
modern terminology.



https://en.wikipedia.org/wiki/Health_Resources_and_Services_Administration

Robots for Education
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Future Telehealth Will

* Transform & empower - telehealth & digital technology will permeate all
aspects healthcare - clinical, administrative, financial — including self care

* Advance & improve clinical decision support systems

* Facilitate remote patient monitoring & self care, provide ready access to
your own electronic health records, improve wearable monitors & alerts

* Allow triaging, prioritizing (patients, rooms, devices etc.), diverting
* Require new workflows, operating procedures & training
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Sells IHS, AZ
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25
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Blackboard

Vidyo Windows

LIVE LoToMeeting
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AdobeConnect
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HIPAA Health Insurance Portability And
Accountability Act of 1996

Knock Knock!
-Who's there?
HIPAAI

-HIPAA who!

| can't tell you that.

som@cards

lser card

?g‘, ARIZONA nsis
N\ 4 TELEMEDICINE : %E&TI-E\XETSI-TI ]
PROGRAM '-. RRRRRRRRR CENTER.



To be a good telepresenter you must
be a good communicator.

 verbally
* non-verbally
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SELFIES!
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DOG
SOUNDS

Background for Video
Background Audio - Dogs Barking, Children, SO’s
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MY WIFE ASKED ME WHY |
SPOKE SO SOFTLY IN THE
HOUSE.
|SAID I WAS AFRAID
MARK ZUCKERBERG WAS
LISTENING?

SHE LAUGHED.
| LAUGHED.
ALEXA LAUGHED.
SIRI LAUGHED.
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Teleconferencing Tips

e wear appropriate clothing and jewelry

* be aware of your body language

e use an agenda and facilitate introductions
* develop protocols for questions

* be familiar with the equipment

* test all equipment and network connectivity
in advance

e connect with remote sites at least 15 minutes
early
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Telehealth Best Practices

Telehealth Best
Practices

Video developed by the Hawaii Department of Health Genomics
Section and available on the Pacific Basin TRC Website www.pbtrc.org

i
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https://www.youtube.com/watch?v=zTkTUVCUf9Y&feature=emb_logo

Best Practices

*Technical Protocols
*Clinical Protocols
*Mock Patients
*Training
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Technology

* Makes the world a smaller place
* Keeps people in their communities
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https://echo.unm.edu/
ECHO=Extension for Community Healthcare Outcomes

Project ECHO: A Revolution in Medical Education and Care Delivery

Project ECHO is a lifelong learning and guided practice model that revolutionizes medical education and exponentially increases workforce capacity to provide best-practice specialty care and reduce health
disparities. The heart of the ECHO model™ is its hub-and-spoke knowledge-sharing networks, led by expert teams who use multi-point videoconferencing to conduct virtual clinics with community providers. In
this way, primary care doctors, nurses, and other clinicians learn o provide excellent specialty care to patients in their own communities.

A JH, oo
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People need access to specialty There aren't enough specialists ECHO trains primary care Patients get the right care, in the
care for their complex health to treat everyone who needs clinicians to provide specialty right place, at the right time. This
conditions. care, especially in rural and care services. This means more improves outcomes and reduces
underserved communities. people can get the care they costs.
need.
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Project ECHO Hubs (Global)

Hub Locations

NORTH
@MERICA
.
e Atanti

“LSOUTH
', AMERICA

“i‘,:ﬁ

| @

|» Bing

Program Name Areals) of Focus

ECHO Hub
-

National Center for Tuberculosis and Lung Tuberculosis/TE Infectious Disease, Tuberculosis

Diseases

Search for Hubs & Programs

|

Search

ECHO Countries

34

ECHO Hubs

253

ECHO Programs

574

Filter by Area(s) of Focus

[Search

Indian
Ocean

AUSTRALIA

© 2018 HERE, & 2013 Microsoft Corporation Tenms

Email Website Hub City

] et

Thilisi

Ambulatory Care
Autism
Behavioral/Mental Health
Business
Cancer
Cancer Diagnosis
Cancer Prevention & Risk Reduction
Cancer Screening

Cancer Survivorship

Filter by Hub Country

@y | Ciear A

Hub 5t./Pr./Reg. Hub Country

Thilisi Georgia

- _________________________________________________________________
-3 Tereneacn 1 R
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Telerheumatology ECHO
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© Zoom Meeting ID: 987-994-2847

" B SpeakerView I [N Participants (14)
Q Find 2 participant

e ATP (Me) K i

520-235-9546 IT (Host) 1.1

o

CQCH - Bisbee  m
Little Coloracio Medical Center Q
Ronald Weinstein MD, ATP 8 m
University of Arizona, Tucson 8 m

University of Arizona, Tueson 8 m

Lalll Univerzityof
I College of Nursing, Tucson, AZ W

CQMA - Douglas &
Dr. Echeverria, Mariposa Clinic B

Kristina Kutemeyer %-1

-

Tracy Skinner ECHO Evaluation .. % W

|2 Kristina Kutemeyer

Little Colarado Medical Center L}

e
@
&
@
o
@ Andy Lewandowski Pharmb Can... % B8
e
©
@
@
L

520-235-9546 IT Little Colorado...

A
2 ~ Wil Unmute Me Raise Hand
Unmute Start Vides
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NeokECHO

' Introduction to a Neonatal ECHO
Project "NeoECHO” led by the
University of Arizona

Sheila M. Gephart, PhD, RN;
imberly Shea, PhD, RN; Katherine Newnam, PhD, NNP-BC,"
IBC|

A‘ College of Nursing
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Clinical Case Presentation

SOUTHWEST

TELEHEALTH

RESOURCE - CENTER

About Us | People | Resources | Online Education | Events | Partners | Links | Help Desk | Bilog

Arabic

Our History. Our Mission _

English i Elizabeth A. Krupinski, PhD
i Program Director

The Southwest Telehealth Resource Ce French through a i 520.626.4498
federal grant (#G221T16262) to aclvancxdicine senvices i Email
n
Navajo

2 throughout the Southwest. It is one of th Centers in the BT
United States, each serving a distinct ge IC serves I stn At
Full-Day Training Program T i i : a g ¥ ;i : : Administrative Director
e e e hospitals, clinics, public health offices, a re providers in i 5206262493
2 10 H 1 B
Ll ullly el o the broader Southwest region. H E;I.aflree. SRS BACH

Help Desk — -
Spanish
Find us on
Facebook

Technical Assistance The SWTRC assists stari-up telehealth | ‘nt and serves
Tools & Templates as a resource for existing programs regarding changes in technology and other
Program Development issues affecting telehealth in the Southwest region

Business Models o 4 : :
Telemedicine has been shown empirically to improve access to quality medical care

for many patients living in rural and medically underserved areas. The SWTRC
Best Praclices draws expertise from the intemationally recognized Arizona Telemedicine Program,
Clinical Operations which has been providing telemedicine services throughout the state of Arizona
Sustainability since 1996

Evaluation

. Equipment
Recommendations
This website has been made possible by grant G22RH24279 from the Office for the

Advancement of Telehealth, Federal Office of Rural Health Policy, Health
Resources and Services Administration, DHHS

Program Operations

[ ] seaen |

?-%Provider

Tolemedicie & Telshasith
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ey The Telemedicine Referral

Case Process

sEwa Phyllis Webster,
o5 SOUTHWEST Program Coordinator, Sr.
=TREC Arizona Telemedicine Program

TELEHEALTH

RESOURCE - CENTER

Case Management

Go through the steps required to set up, carry
out and complete a clinical telemedicine
referral.
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Telemedicine Case Coordinator

 Receives the case information
and records ’ghe
teleconsultation request

* Compiles and inspects
demographic and clinical case
information (administrative
review)

-.',-o.'
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Telemedicine Case Coordinator

* Registers the patient

 Begins referral case
processing and documentation

* Notifies Medical Director of
request

ELEMEDICINE o SOUTHWEST
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Ex: Poor diagnostic quality digital images for
teledermatology referral case review ®
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Using an online calendar to schedule network
activities

7 Webcast AHSC - Arize
ARIZONA
TELEMEDICINE
PROGRAM

Arizona Telemedicine Program Events Calendar

Search || iCal/RSS Share || Print || Help || Logi

< September 2018 »

Today | | GotoDate
Select Category

Select one or more. || Go Month Week Day List

1

2 3 Labor Day 4 5 6 7 8
Surgery Grand Rounds 8:00am -
9:00am
® Medicine Grand Rounds (YRMC)
12:00pm - 1:00pm
® CANCELLED -- Psychiatry Grand
Rounds 4:00pm - 5:30pm

23

10

Advances in Aging Grand Rounds
12:00pm - 1:00pm

17

® Developing a Telemedicine Program
Training _ Onsite Only

n

@ Nursing Grand Rounds 12:00pm -

1:00pm @ Drachman Hall A326

12
Surgery Grand Rounds 8:00am -
9:00am

® Medicine Grand Rounds (YRMC)
12:00pm - 1:00pm

@ Psychiatry Grand Rounds 4:00pm -
5.30pm

19
CANCELLED -- Surgery Grand
Rounds 8:00am - 9:00am

@ Medicine Grand Rounds (YRMC)
12:00pm - 1:00pm

® Psychiatry Grand Rounds 4:00pm -
5:30pm

2
Surgery Grand Rounds 8:00am -
9:00am

@ Medicine Grand Rounds (YRMC)
12:00pm - 1:00pm

@ Psychiatry Grand Rounds 4.00pm -
5.30pm

13

® Pediatric Grand Rounds 12:00pm -
1:00pm

20

27

® Pediatric Grand Rounds 12:00pm -
1:00pm

21

28

22

29

I ARIZONA .
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The Telemedicine Coordinator may provide administrative and
technical support during the session and is always immediately
accessible if any needs or problems arise

TELEVEDICINE H RIS TRO
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Cultural Diversity = having different cultures
respect each other's differences.

* Age

* Language - ACA in Spanish, VIDA in Spanish, consent forms
in Navajo, sign language and translations/interpreters

* Geography and Economy — sheep herders, copper miners
* Food — what’s the best flour for making tortillas?

You can use technology to maximize the work of physicians, nurses,
Certified Diabetes Educators OR Genetic Counselors in your state!

LEMEDICINE <3 Teterearn 1 RG
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https://azahec.uahs.arizona.edu/

ARIZONA AREA HEALTH EDUCATION CENTERS SYSTEM

ARIZONA
TELEMEDICINE
PROGRAM

AHEC Regional Centers

© 2023 UA BOARD OF REGENTS

Arizona AHEC Program Office
1834 E. Mabel Strest

Tucson, AZ 83721-0425

(520) 626-0265

Fan: [520) 626-4037

Eastern Arizona AHEC (EAHEC)
5880 5. Hospital Drive, Suite 115
Globe, AZ 83501-9445

(Mailing) PO Box 572, 85502
(928) 402-8054

Central Arizona AHEC (CAAHEC)
700 E. Jefferson St. Ste 100
Phoenix, AZ 83034

(602) 253-0030

Colorado Plateau Center for
Health Professionals (CPCHP)
/o North Country HealthCare
2920 MNorth Fourth Street
Flagstaff, AZ 86004-1815
[Mailing) PO Box 3630, 86003
(328) 522-9855

Southern Arizona AHEC
(SAAHEC)

450 W, Pasec Redondo
Tucson, AZ 83701

Western Arizona AHEC (WAHEC)
950-A E. Main Street

Somerton, AZ 83350

[Mailing) PO Box 617 Somerton,
B3350

(328) 315-7600

Director: Leila Barraza
|barraza@arizona.edu

Associate Director: Jennifer Zuniga
jzuniga@arizona.edu

Contact: Colleen Reed, Program
Coordinator, Senior
colleen@email.arizona.edu

Executive Director: Jeri Byrna
jbyrne@easternazahecnet

Center Director: Ana Roscetti
C com

Center Director: Marica Martinic
mmartinic@nchcaz.org

Director: Dr. Felipe Perez
felipep@elric.org

Canter Director: Joena Ezroj
jezraj@rcfbh.org

<23 Fetenean 1 RO
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https://azahec.uahs.arizona.edu/
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This is how it works,

| -

fakeposters.com
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Telegenetics
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Hands-on!

© 2023 UA BOARD OF REGENTS
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The Story of Eli Col
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Telegenetics
Tuesday August 2, 2016
Tucson, AZ

e
L .
o 000,

‘e SOUTHWEST
i, TELEHEALTHT R B

_,‘; RESOURCE* CENTER«



| ARIZONA
{ TELEMEDICINE 223 SOUTHWEST=T= g (=

, %5, TELEHEALTH
PROGRAM e _.0'; RESOURCE - CENTER,



MY ARIZONA

i TELEMEDICINE
1 PROGRAM

&
&}
a
&
g
&
e
&
[ |
a
a
4
[
]
E |

o SOUTHWEST

, TELEHEALTH <
: RESOURCE - CENTER



e
e o
‘e 009

2 R TR

- . RESOURCE* CENTER«




o [
<23 Fetenean 1 RO

© 2023 UA BOARD OF REGENTS et RESOURCE - CENTER..




To be a good telepresenter you must
be a good communicator.

 verbally

* non-verbally

TELEMEDICINE ,%ELELEYA’L%;TRG
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Educational Materials

* send in advance whenever possible

* suggest powerpoint from a computer

e use 24 point font or greater

* use fonts like Arial or Times New Roman

e use a medium blue background with white or yellow
font (high contrast)

e use a document camera for 3-D objects
* don’t use red font
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Chinese Interpreter Demo

‘...:.:S.E‘..T ST

“os” SOUTHWE

% TELEHEALTH TRC
tel RESOURCE - CENTERw



| Provider

Interpreter

‘o feveg’
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Video Interpretation Demo

https://aztelemedicine.zoom.us/recording/play/XI
B8 iIXW8XITKIWS3Xsl7z2zG6kSdMo670SYolINZZMGo
/gzHIBjUkak4HZYvuAx510?continueMode=true
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Technology Demo

* How to ZOOM or best use the platform you are using
* Second Camera/Document Camera
* Drawing the family pedigree
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The Future is NOW!

The Jetsons - more accurate than expected
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Accessibility

7,990,000 Results Any time ~ open links in new tab (@D
Dictionary Powered by Oxford Languages - Bing Translator
Enter a word Look it up

ac-ces-si-bil-i-ty
[ek sesa biladg] o)

NOUN
the quality of being able to be reached or entered:
"the restoration project involved repairing the roof and improving accessibility”
synonyms: ease of access - availability - approachability - obtainability - nearness -
convenience - handiness - readiness - attainability - reachability

« the quality of being easy to obtain or use:
"students were concerned about the accessibility of quality academic counseling”
= the quality of being easily understood or appreciated:
"the accessibility of his work helped to popularize modem art”
synonyms: comprehensibility - intelligibility - understandability - penetrability
approachability

= the quality of being easily reached, entered. or used by people who have a disability:
"many architects believe that accommodating wheelchairs is all there is to providing
accessibility”

See more definition s
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Accessibility is the design of products, devices, services, vehicles, or
environments so as to be usable by people with disabilities. The concept of
accessible design and practice of accessible development ensures both
"direct access” (i.e. unassisted) and "indirect access” meaning
compatibility with a person's assistive technelogy (for example, computer
screen readers)

Wikipedia

Academic conferences ASSETS 2012 - CYBERLAWS 2013 - ACM... +

Image: Getty Images. Data: Wikipedia
Wikipedia text under CC-BY-SA license
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Thank You, Merci, Gracias y CIAO!
jmajor@telemedicine.arizona.edu
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