
Telehealth Playbook:  
$XWRPDWHG�&RPPXQLFDWLRQ�:RUNȵRZV�WR�'ULYH�$GRSWLRQ�



Background
WELL is the last-mile patient communication infrastructure for healthcare. We enable health systems and vendors to 
communicate with patients securely across any channel, including text messaging, email, telephone, and live chat. With 
WELL, patients receive all of their healthcare communication from one trusted source — their provider. The platform 
empowers service representatives to seamlessly converse with patients in real time, ensuring patients feel heard while 
GULYLQJ�VWD�HɝFLHQF\�DQG�LQFUHDVHG�UHYHQXH�

Overview
'XH�WR�WKH�&29Ζ'����RXWEUHDN��D�VLJQLȴFDQW�YROXPH�RI�SDWLHQW�DSSRLQWPHQWV�DUH�EHLQJ�FDQFHOOHG��:H�KDYH�VHHQ�D�
concurrent spike in the number of telehealth visits completed. Regulatory changes that cover reimbursements and privacy 
have further enabled a shift toward telemedicine. 

Increased Telehealth Visits
2XU�FOLHQW�GDWD�DOVR�VKRZV�D�VLJQLȴFDQW�LQFUHDVH�LQ�WKH�QXPEHU�RI�WHOHKHDOWK�YLVLWV�FRPSOHWHG��%HWZHHQ�)HEUXDU\�DQG�
March 2020, WELL clients saw the number of telehealth visits increase 10 fold.

Increased Cancellations
Our client data shows increasing numbers of patient cancellations, with a consistent 60%+ increase in patient requests to 
cancel and reschedule since the beginning of the outbreak.

Regulatory Announcements 
Recent provisions related to telehealth released by CMS and HHS ensure that an extended population of Medicare 
EHQHȴFLDULHV�DUH�DEOH�WR�DFFHVV�WHOHKHDOWK�VHUYLFHV�GXULQJ�WKLV�FULVLV�

Parity Laws:�(HFWLYH�IRU�VHUYLFHV�VWDUWLQJ�0DUFK���������DQG�IRU�WKH�GXUDWLRQ�RI�WKH�&29Ζ'����
Public Health Emergency, Medicare will broaden access to telehealth services. Additionally, 
Medicare will consider telehealth visits the same as in-person visits and reimburse at the same rate 
as regular, in-person visits. Other payors are making similar moves. 

Privacy Laws: Recent announcements by the HHS for extensions for Medicare Telehealth 
services and reimbursements allow covered health care providers to use any non-public facing 
audio or video communication technology that is available to communicate with patients to 
provide telehealth services. Additionally, OCR will not impose penalties for noncompliance with 
the regulatory requirements under the HIPAA Rules against covered health care providers in 
connection with the good faith provision of telehealth during the COVID-19 nationwide public health 
emergency
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Opportunity 
The current situation presents an opportunity to convert regular, in-person visits to virtual visits. This reduces viral 
WUDQVPLVVLRQ��UHGXFHV�WKH�QXPEHU�RI�PHGLFDO�VWD�UHTXLUHG��VXSSRUWV�D�KLJKHU�QXPEHU�RI�SDWLHQWV��DOORZV�\RX�WR�FRQWLQXH�
FDULQJ�IRU�SDWLHQWV�LQ�WKH�HYHQW�RI�DQ�RɝFH�FORVXUH��DQG�UHFODLPV�ORVW�UHYHQXH��

:(//�LV�XQLTXHO\�SRVLWLRQHG�WR�HHFWLYHO\�FRPPXQLFDWH�DSSRLQWPHQW�FKDQJHV�WR�SDWLHQWV��PD[LPL]H�WKH�SHUFHQWDJH�RI�
patients who enroll in virtual visits, and coordinate telehealth appointments from outreach to completion. 

WELL is vendor agnostic, and can direct patients to any virtual health service with no telehealth integration required. 

5HFRPPHQGHG�:RUNȵRZV�
:(//�VXSSRUWV�PXOWLSOH�WHOHKHDOWK�ZRUNȵRZV��LQFOXGLQJ�FRQYHUWLQJ�H[LVWLQJ�DSSRLQWPHQWV�WR�WHOHKHDOWK��RQERDUGLQJ�
patients to telehealth, managing delays, and providing support when patients have technical questions. 

Conversion to telehealth

WORKFLOW #1: Proactive Outreach
One week prior to an appointment, proactively ask patients with eligible event types if they want to switch to a tele-
health visit. Here is sample language: 

Ȋ)RU�\RXU�FRQYHQLHQFH�ZH�DUH�RHULQJ�\RX�WKH�RSWLRQ�WR�VZLWFK�\RXU�DSSRLQWPHQW�WR�D�YLGHR�YLVLW��%H�DVVXUHG�

WKDW�LI�\RX�GR�RSW�WR�FRPH�LQ�WR�RXU�RɝFH�ZH�DUH�WDNLQJ�HYHU\�SUHFDXWLRQ�WR�HQVXUH�\RXU�VDIHW\��3OHDVH�WH[W�

EDFN��9Ζ578$/�LI�\RX�ZRXOG�OLNH�WR�VZLWFK�WR�D�YLGHR�YLVLW�ȋ

WORKFLOW #2: Reschedule as Telehealth 
When a patient chooses to cancel or reschedule their visit, automate a response that asks patients with eligible event 
types if they want to schedule a telehealth visit instead. Here is sample language: 

Ȋ:H�UHFHLYHG�\RXU�UHTXHVW�WR�FDQFHO�RU�UHVFKHGXOH��ΖI�\RX�SUHIHU��ZH�FDQ�RHU�D�WHOHKHDOWK�YLVLW�DW�WKH�VDPH�

WLPH�IURP�WKH�FRPIRUW�RI�\RXU�KRPH��5HVSRQG�WR�WKLV�PHVVDJH�ZLWK��9Ζ578$/�WR�VZLWFK�WR�D�YLUWXDO�YLVLW�ȋ

Note:�)RU�VRPH�:(//�FOLHQWV��ZKHQ�WKH�SDWLHQW�FDQFHOV�WKHLU�DSSRLQWPHQW�LQ�:(//��LW�LV�DXWRPDWLFDOO\�FDQFHOOHG�LQ�WKH�
(05��<RX�FDQ�KDYH�WKLV�IXQFWLRQ�WXUQHG�R�LI�GHVLUHG��:RUN�ZLWK�\RXU�:(//�&6(�IRU�DVVLVWDQFH��

WORKFLOW #3: Create Telehealth User Groups
&UHDWH�DQ�HQWHUSULVH�XVHU�JURXS�GHYRWHG�WR�WHOHKHDOWK�DQG�DXWRPDWH�PHQWLRQV�WR�WKLV�JURXS�ZKHQ�D�VSHFLȴF�NH\ZRUG�
LV�XVHG�E\�SDWLHQWV��ΖQ�WKLV�ZRUNȵRZ��:(//�ZLOO�VHQG�QRWLȴFDWLRQV�WR�WKLV�JURXS�ZKHQ�D�SDWLHQW�UHVSRQGV�ZLWK��9Ζ578-
AL. This group can help convert patients from onsite to virtual visits. Here is sample language: 

Ȋ<RXU�PHVVDJH�KDV�EHHQ�IRUZDUGHG�WR�RXU�WHOHPHGLFLQH�WHDP��:H�ZLOO�XSGDWH�\RXU�DSSRLQWPHQW�WR�D�YLUWXDO�

YLVLW��DQG�\RX�ZLOO�UHFHLYH�D�FRQȴUPDWLRQ�WH[W�RQFH�FRPSOHWH�ȋ
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WORKFLOW #4: Post Appointment Followup
)ROORZLQJ�D�WHOHKHDOWK�DSSRLQWPHQW��VHQG�D�PHVVDJH�WR�SDWLHQWV�WKDQNLQJ�WKHP�IRU�WKHLU�YLVLW�DQG�HQFRXUDJLQJ�WKHP�
to book future virtual visits. Here is sample language: 

Ȋ7KDQN�\RX�IRU�FRPSOHWLQJ�D�YLUWXDO�YLVLW�ZLWK�RXU�KHDOWK�V\VWHP��ΖI�\RX�RU�D�IDPLO\�PHPEHU�UHTXLUH�DGGLWLRQDO�

PHGLFDO�DWWHQWLRQ��SOHDVH�WH[W�XV�EDFN�DQG�ZH�ZRXOG�EH�KDSS\�WR�KHOS�\RX�VFKHGXOH�DQRWKHU�WHOHKHDOWK�YLVLW�ȋ

Telehealth onboarding
:(//�LPSURYHV�SDWLHQW�RQERDUGLQJ�WR�WHOHKHDOWK�DSSRLQWPHQWV�LQ�WKH�VDPH�ZD\�\RXU�RɝFH�VWD�ZHOFRPHV�SDWLHQWV�WR�
your clinic and directs them to their room. 

WORKFLOW #5: Download Instructions for Telehealth App 
Send an Instant Automation when visits are switched from in-person to virtual, inviting patients to download instruc-
WLRQV�IRU�WKH�WHOHKHDOWK�VHUYLFH�DQG�HQFRXUDJLQJ�WKHP�WR�WH[W��+(/3�LI�WKH\�DUH�KDYLQJ�LVVXHV��+HUH�LV�VDPSOH�ODQJXDJH��

Ȋ7KDQN�\RX�IRU�VFKHGXOLQJ�\RXU�YLUWXDO�YLVLW�ZLWK�XV��3OHDVH�GRZQORDG�WKH�WHOHKHDOWK�DSS�IURP�WKH�IROORZLQJ�

OLQN�DQG�EH�SUHSDUHG�IRU�\RXU�YLVLW�ȴYH�PLQXWHV�HDUO\��5HVSRQG�WR�WKLV�PHVVDJH�ZLWK��+(/3�LI�\RX�KDYH�TXHV-

WLRQV��ZZZ�KHDOWKV\VWHP�FRP�WHOHKHDOWKOLQNȋ

WORKFLOW #6: Appointment Reminder
One hour before a virtual visit (excluding same-day appointments) remind patients of their upcoming appointment. 
Here is sample language: 

Ȋ$V�D�UHPLQGHU��\RXU�DSSRLQWPHQW�LV�DW������S�P��WRGD\��7KLV�ZLOO�EH�D�YLGHR�YLVLW��3OHDVH�PDNH�VXUH�\RX�KDYH�

GRZQORDGHG�RXU�WHOHKHDOWK�DSS�DW�ZZZ�KHDOWKV\VWHP�FRP�WHOHKHDOWKOLQNȋ

WORKFLOW #7: Session Launch 
)LIWHHQ�PLQXWHV�EHIRUH�D�YLUWXDO�YLVLW��VHQG�D�PHVVDJH�UHPLQGLQJ�WKH�SDWLHQW�WR�ODXQFK�WKHLU�VHVVLRQ��+HUH�LV�VDPSOH�
language: 

Ȋ<RXU�YLUWXDO�YLVLW�ZLOO�EHJLQ�LQ�DSSUR[LPDWHO\�ȴIWHHQ�PLQXWHV��3OHDVH�EH�SUHSDUHG�DQG�ȴQG�D�TXLHW�VSDFH��

+DYH�\RXU�YLGHR�DQG�DXGLR�RQ�DQG�ODXQFK�WKH�YLVLW�D�IHZ�PLQXWHV�SULRU�WR������SP��/Ζ1.��^WHOHPHG�OLQN`ȋ
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WORKFLOW #8: Create Help Desk User Group 
&UHDWH�DQ�HQWHUSULVH�XVHU�JURXS�GHYRWHG�WR�KHOS�GHVN�LVVXHV�DQG�DXWRPDWH�PHQWLRQV�WR�WKLV�JURXS�ZKHQ�D�VSHFLȴF�
NH\ZRUG�LV�XVHG�E\�SDWLHQWV��ΖQ�WKLV�ZRUNȵRZ��:(//�ZLOO�VHQG�QRWLȴFDWLRQV�WR�WKLV�JURXS�ZKHQ�D�SDWLHQW�UHVSRQGV�ZLWK�
�+(/3��7KLV�JURXS�FDQ�KHOS�UHVROYH�SDWLHQW�LVVXHV�ZLWK�\RXU�WHOHKHDOWK�V\VWHP��+HUH�LV�VDPSOH�ODQJXDJH��

Ȋ<RXU�PHVVDJH�KDV�EHHQ�IRUZDUGHG�WR�RXU�KHOS�GHVN��DQG�WKH\�ZLOO�JHW�EDFN�WR�\RX�DV�VRRQ�DV�WKH\�FDQ�ȋ

Postponing appointments
7R�EH�XVHG�ZKHQ�SDWLHQWV�DUH�QRW�HOLJLEOH��RU�FKRRVH�QRW�WR�XWLOL]H�\RXU�WHOHKHDOWK�RSWLRQ��

WORKFLOW #9: Ineligible 
)RU�DSSRLQWPHQWV�WKDW�DUH�LQHOLJLEOH�IRU�WHOHKHDOWK��ZKHQ�D�SDWLHQW�WDSV�ȊFDQFHOȋ�RU�ȊUHVFKHGXOHȋ��SURDFWLYHO\�DVN�WKH�
patient to reschedule their appointment for a future date when you anticipate COVID-19 to be under control. Here is 
sample language: 

Ȋ:H�KDYH�UHFHLYHG�\RXU�UHTXHVW�WR�FDQFHO�RU�UHVFKHGXOH��'XH�WR�WKH�QDWLRQDO�KHDOWKFDUH�FULVLV�ZLWK�&29Ζ'�����

ZH�DUH�UHVFKHGXOLQJ�DSSRLQWPHQWV�EHJLQQLQJ�DIWHU�$SULO���WK��'R�\RX�KDYH�D�SUHIHUUHG�GD\�RI�WKH�ZHHN�WR�

UHVFKHGXOH"ȋ

WORKFLOW #10: Decline Telehealth
)RU�DSSRLQWPHQWV�ZKHUH�\RXU�SDWLHQWV�DUH�HOLJLEOH�IRU�WHOHKHDOWK�EXW�GHFOLQH�WKH�RSWLRQ��HQFRXUDJH�WKHP�WR�UHVFKHG-
ule their appointment for a future date when you anticipate COVID-19 to be under control. Here is sample language: 

Ȋ<RXU�FDQFHODWLRQ�LV�EHLQJ�SURFHVVHG��:H�DUH�UHVFKHGXOLQJ�LQ�SHUVRQ�DSSRLQWPHQWV�EHJLQQLQJ�DIWHU�$SULO�

��WK��:RXOG�\RX�OLNH�DVVLVWDQFH�ȴQGLQJ�D�QHZ�WLPH"

Help Desk
:(//ȇV�ELGLUHFWLRQDO�WH[WLQJ�FDSDELOLW\�VXSSRUWV�\RXU�VWD�LQ�SURYLGLQJ�DVVLVWDQFH�IRU�WHOHKHDOWK�WHFKQLFDO�FKDOOHQJHV��

WORKFLOW #11: Help
8VH� WKH�.H\ZRUG�$FWLRQ��+(/3� WR� UH�URXWH�SDWLHQWV� WR� WKH� WHOHKHDOWK�KHOS�GHVN� WHDP�ZKHQ� WKH\�KDYH�DQ� LVVXH�  
with telehealth.
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WORKFLOW #12: Virtual 
8VH�WKH�.H\ZRUG�$FWLRQ��9Ζ578$/�WR�UH�URXWH�SDWLHQWV�WR�WKH�WHOHKHDOWK�WHDP�WR�XSGDWH�WKH�HYHQW�W\SH�LQ�\RXU�30�
EMR. 

Action Items
You can begin implementing these wrap-around solutions for your telehealth visits immediately. Here’s what you need to 
do to get started: 

1. Prepare an exclusion list of event types that are not eligible for telehealth.

2. ΖGHQWLI\�DQG�SUHSDUH�D�OLVW�RI�XVHUV�WR�LQFOXGH�LQ�WKH�9Ζ578$/�9Ζ6Ζ7�HQWHUSULVH�XVHU�JURXS�ZKR�ZLOO�UHVSRQG�WR�
LQERXQG��9Ζ578$/�DQG�DUH�DEOH�WR�FRQYHUW�RQVLWH�DSSRLQWPHQWV�WR�YLUWXDO�DSSRLQWPHQWV�ZKHUH�DSSURSULDWH��

3. 3UHSDUH�D�OLVW�RI�XVHUV�WR�LQFOXGH�LQ�WKH�+(/3�'(6.�HQWHUSULVH�XVHU�JURXS��ΖGHQWLI\�DQG�WUDLQ�D�JURXS�RI�XVHUV�WKDW�
ZLOO�UHVSRQG�WR�LQERXQG��+(/3�DQG�DUH�DEOH�WR�DQVZHU�WHFKQLFDO�TXHVWLRQV�DQG�TXLFNO\�UHVSRQG�WR�SDWLHQWV�ZLWK�
questions or concerns while preparing for or connecting to a virtual visit. 

$OO�RI�WKH�VXJJHVWHG�ZRUNȵRZV�FDQ�EH�LPSOHPHQWHG�GLUHFWO\�E\�\RXU�WHDP�LQ�WKH�:(//�FRQVROH��SURYLGHG�WKH\�KDYH�
Ȋ(QWHUSULVHȋ�XVHU�DFFHVV��ΖI�\RX�KDYH�TXHVWLRQV�RU�ZRXOG�OLNH�DVVLVWDQFH��SOHDVH�UHDFK�RXW�WR�\RXU�:(//�&6(�ZKR�ZLOO�JXLGH�
you through implementing these suggestions.
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