
Navigating Telehealth:
Legal and Compliance –
we have your back! 
Erica Chavez, Staff Attorney II  
Erin Lagen, Director of Compliance 
November 5, 2020

1

Any viewpoints expressed in this presentation are solely those of the individual presenters and are not 
necessarily reflective of Presbyterian Healthcare Services. The information provided in this presentation does 
not, and is not intended to, constitute legal advice; instead, all information, content, and materials available in 
this presentation are for general informational purposes only.
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• Patient Comments
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Create a best in class telehealth product portfolio that addresses cost, capacity and 
care activation issues that have been exacerbated as a result of the COVID-19 
pandemic in a way that grows revenue and improves margin and address patient 
needs
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What we were trying to accomplish

A thoughtful assembly of products based on 
core components and technologies



One of the greatest benefits of 
telehealth is that it can facilitate care 
well beyond the walls of physical 
healthcare facilities. No longer limited 
by geography, mobility, or other 
factors, patients can receive care as 
long as they have an internet 
connection.
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Waivers, Telehealth, and the Latest Regulatory Changes 
from CMS

• The changes have been ever evolving since COVID-19 Pandemic was 
announced

• Modifier changes
• CPT code changes
• Condition Code
• Location changes
• Distance and originating site waivers
• Adding in the use of telephone as a means for telehealth
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Managing the New Day-to-Day

• Telehealth vs telephone
• Video Visits
• Providing Care via tablets to 

lessen infection control
• Hospital at home

22



Challenges

• Rapid pivot to telehealth
• Preventative Care
• Behavioral Health
• Commercial Payer contracts
• Government Payer regulations
• Connectivity issues for both 

providers and patients
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Success

• PHS has been very successful in 
implementing Telehealth and Telephone 
services during this Pandemic.

• We have multiple groups from Revenue 
Cycle to IT working daily to ensure the codes 
and capabilities are available to our 
providers and patients.

• Compliance has spent many hours 
researching regulations and waivers to 
ensure we are in compliance with ever 
changing regulations that are being 
published at a fast rate.

• We have had almost 800 positive comments 
from patients and family who have used this 
platform.  Some for the very first time.
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The Telehealth Imperative
“The window to act is now. The current crisis has demonstrated the 
relevance of telehealth and created an opening to modernize the care 
delivery system. This modernization will be achieved by embedding 
telehealth in the care continuum at scale. A $3 billion revenue market 
has the potential to grow to $250 billion. The seeds for success will be 
sown in the next few months during the COVID-19 crisis. Healthcare 
systems that come out ahead will be those who act decisively, invest to 
build capabilities at scale, work hard to rewire the care delivery 
model, and deliver distinctive high-quality care to consumers.”

-McKinsey Telehealth
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https://www.mckinsey.com/industries/healthcare-systems-and-services/our-insights/telehealth-a-quarter-trillion-dollar-post-covid-19-reality


Patient Comments
• This being my first virtual visit I was somewhat nervous about it but it turned 

out very well and I was pleased with the results.
• My whole appointment process went well, it was all in all a good experience. 

Thank you.
• I felt the doctor was sincere and very thorough. He didn't dismiss me in 

anyway.
• My provider is a great physician and takes the time to cover any and all 

concerns I have. I feel very fortunate to have open and honest provider. 
• I am new to the technology, but will figure it out. My provider was very helpful 

in ensuring we had a good first appointment.
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Regulatory Information

• https://www.cms.gov/about-cms/emergency-preparedness-response-
operations/current-emergencies/coronavirus-waivers
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https://www.cms.gov/about-cms/emergency-preparedness-response-operations/current-emergencies/coronavirus-waivers
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