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TeleCare Best Practice Examples 
Practices have been given the ability to find a workflow that works specific to their needs. Below are 
examples that have worked well and may be applicable to your practice 

Staff Intake via Phone 
Practices can utilize staff to call the patient via phone prior to their visits. Some practices have staff calling 
minutes prior to the appointment. These staff members are able to obtain vitals, complete medication 
reconciliation, and help the patient login to Zoom. Once this call is completed, the patient should be ready to see 
the provider and available for the provider to move from the waiting room to the exam room.  

Other practices are finding it helpful for the staff to call and complete these intake items hours or even the day 
prior to the appointment. The staff are still able to go over the connection steps in advance and answer any 
questions the patient may have. This leaves it up to the patient to remember to login at their appointment time. 
Practices are seeing minimal issues with patients missing appointments or an inability to connect. If a patient is 
not in the waiting room at the time of the visit, a staff member completes a second call to the patient at that time 
to assist them.  

Staff Intake via Zoom 
A second approach that many clinics are finding helpful is to have the staff member login to the visit along with 
the provider and patient. To do this, they just need to follow the same process as the patient by clicking on the 
provider specific Zoom link (review step 5 in instructions) just prior to the visit. The provider can then admit the 
patient and the staff member into the exam room together. At that time, the staff member can complete their 
intake.  

With this approach, the provider must be logged into Zoom while the intake process is being completed and the 
provider must be available to move the staff member in and out of the room as needed.  

How do I involve another provider (fellow/resident/etc.)? 
If a provider would like to involve a fellow/resident/other provider in the visit, the additional provider should 
follow the same workflow as the patient. If the additional provider clicks the provider specific Zoom link, the 
provider can admit them into the room along with the patient. There is no limit to the number of providers 
allowed in an exam room.  

If your practice has the resident/fellow complete the exam and the supervising attending attends only part of the 
visit, you will want to reverse this workflow. i.e. the resident or fellow completing the visit should log in to their 
HIPAA compliant Zoom account. They can then admit the supervising attending into the room as needed. A 
supervising attending could switch back and forth between different provider specific Zoom links for residents 
and fellows, overseeing multiple visits at once while the patient only has to use the original zoom link sent to 
them.  

Update: All House Staff have been provided with HIPAA compliant Zoom accounts. Any House Staff needing 
to utilize Zoom for TeleCare can follow the instructions in the toolkit to request and obtain an account.  
__________________________________________________________________ 

There are some areas utilizing the cohost/alternate host feature. This option requires all staff supporting 
TeleCare visits to have HIPAA compliant Zoom accounts. Since HIPAA compliant Zoom accounts are limited at 
this time, this approach is not recommended at this time. If additional HIPAA compliant Zoom accounts are 
obtained, additional information on this approach will be provided.  

 

https://covid-19.ukhc.org/wp-content/uploads/sites/121/2020/03/Connecting-to-a-Telehealth-Appointment-via-Zoom.pdf
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