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Be a part of something greater

Nurse Informaticist Role and 
Patient Experience during the 

Pandemic
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• Telehealth Explosion
• Governance
• Workflows and Use
• Role of Informaticist



COVID-19 Pandemic
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University of Maryland Medical System
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UM Community Hospitals

UM Baltimore Washington Medical Center

UM Capital Region Health
 UM Capital Region Medical Center
 UM Laurel Regional Hospital
 UM Bowie Health Center

UM Charles Regional Medical Center

UM Rehabilitation & Orthopaedic Institute

UM Shore Regional Health
 UM Shore Medical Center at Chestertown
 UM Shore Medical Center at Dorchester
 UM Shore Medical Center at Easton
 UM Shore Emergency Center at Queenstown

UM St. Joseph Medical Center

UM Upper Chesapeake Health
• UM Upper Chesapeake Medical Center
• UM Harford Memorial Hospital

University of Maryland 
Medical Center

University Campus

Marlene and Steward 
Greenebaum Cancer Center

R Adams Cowley
Shock Trauma Center

University of Maryland 
Children’s Hospital

Midtown Campus

University of Maryland Medical System

Board of Directors

UniversityCARE

1 Joint Venture with Johns Hopkins Health System

Mt. Washington Pediatric Hospital 1

University of Maryland, Baltimore

University System of Maryland

USM Board of Regents

School of Medicine

University of Maryland 
Faculty Physicians, Inc.

Faculty Practice Plan

Other UM 
Professional Schools

School of Nursing

School of Dentistry

School of Pharmacy

School of Social Work

School of Law

UMMS Health Plans
UM Health Partners

UM Health Advantage Complete
UM Health Advantage Dual

University of Maryland 
Community Medical Group

University of Maryland 
Quality Care Network

ChoiceOne Urgent Care

Health System Statistics – FY2020*

108,651 Admissions 

363,577 Emergency Room Visits

1,102,708 Outpatient Visits 1

62,736 Outpatient Surgeries

* FY 2020 figures are unaudited.
https://www.umms.org/-/media/files/umms/about-us/member-hospitals/fact-
sheets/umms-fact-sheet-
20.pdf?upd=20210119203625&la=en&hash=1406D0AD0AFEB6E3864CA85B3D742B
4335727887

https://www.umms.org/-/media/files/umms/about-us/member-hospitals/fact-sheets/umms-fact-sheet-20.pdf?upd=20210119203625&la=en&hash=1406D0AD0AFEB6E3864CA85B3D742B4335727887


Telehealth Explosion
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Telehealth Explosion
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• Temporary Waiver and New Rules

• Office of Civil Rights (OCR) - March 17, 2020
• Enforcement discretion that allows use of "non-

public facing remote ..." audio and video 
communications*

• Center of Medicare & Medicaid (CMS) - March 6, 2020
• New waiver allows payment for office*

• HHS Office of Inspector General (OIG) - March 6, 2020
• OIG will not conduct audits*

*American Hospital Association, 2020



Governance
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• Each Site = Separate Incident Command 
• Numerous requests for same functionality
• Need for a single, structured approval body



Governance
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• Telehealth User Design Center
• Central governing body
• Approve requests
• Prioritize work

https://healthcaregovernancereview.wordpress.com/cartoons



9https://www.healinghealth.com/wp/age-patient-experience/

Patient Experience



"I made my own bed. I feel bad about the staff, I don't want 
them to… you know. I feel guilty cause like they shouldn't 
need to put themselves at risk for me." (Participant 8)*

"I'm getting guilty about the poor staff have to all the time 
wearing and taking off something. I'm a bit so sensitive 
about, how can I say… environment when I see lots of 
plastic things have been used in. So, I'm worried about 
some things like these." (Participant 6)*
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Patient Experience

*Shaban, R.Z. et al. (2020, December).



"Isolation has been mental painful. I was in the hospital for 
6-7 days in that isolation room. Because I had nothing, no 
windows, no one to talk to...We got no interaction... So, a 
bit depressing at time. I mean, I have never been in jail 
before, but I would assume that it would be [a] similar 
experience..."(Participant 1)

"There is nothing in here, no clocks, no TV, no mirrors. 
[having a clock on the wall] would make it better cos I can 
track the time… It's now several days that I haven't seen 
myself in a mirror… so I can see if I'm getting better or 
worse. "(Participant 4)
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Patient Experience

*Shaban, R.Z. et al. (2020, December).



Design

9

• Telehealth Consult
• Emergency Room Tele-Triage Consult
• Emergency Room Tele-Triage Follow-Up
• Clinical Communication Tool

https://aluance.digital/acuity/506/future-of-telemedicine-depends-on-patient-buy-in/



Telehealth Consult
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TeleHealth Consult
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Acute and Ambulatory Consult Orders

© 2021 Epic Systems Corporation



Measures of Success
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Ambulatory Telehealth Visit Utilization
Cumulative March 16, 2020 through May 22, 2021
Data Source:  UMMS Ambulatory Informatics 

Ambulatory 
Practice Entity

Cumulative 
Completed 

Visits 

Scheduled Visits % Completed

UMMS 283859 369201 76.88%

FPI 101037 133145 75.88%

TOTAL 384896 502346 76.62%



Tele-Triage Consult
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Tele-Triage Consult 
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Emergency Room Telehealth Consult

© 2021 Epic Systems Corporation



Tele-Triage Consult 
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Emergency Room Telehealth Consult

© 2021 Epic Systems Corporation



Tele-Triage Consult 
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Emergency Room Telehealth Consult

© 2021 Epic Systems Corporation



Tele-Triage Consult 
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Scheduling a Telehealth Follow-Up

© 2021 Epic Systems Corporation



Tele-Triage Consult 
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Documenting a Telehealth Follow-Up

© 2021 Epic Systems Corporation



Measures of Success
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ED Tele-triage Service (since March 2020)

• > 13,000 patients triaged
• > 650 patients directly discharged/diverted 



Clinical Communication
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Clinical Communication 
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iPad to iPad
• Centralized iPad at the Nursing Station to initiate call
• Utilized Jabber
• One to many structure
• Distributed to individual patients

*Family Communication
© 2021 Epic Systems Corporation



Clinical Communication 
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Virtual Patient Connect (VPC)

• UMMS platform using Cisco's Jabber
• Allows for inpatients to connect with their families
• Facilitated by Virtual Patient Connect Navigators



Measures of Success
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Virtual Patient Connect Services

Hours of Operation

Monday - Friday 5 PM – 9 PM

Saturday - Sunday 10 AM – 4 PM

Average number of calls at 
peak of COVID-19 response 
per shift after-hours

208+ AVG ~ 52 
calls/hr/shift
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https://www.google.com/url?sa=i&url=https%3A%2F%2Ftwitter.com%2Fninformatics&psig=AOvVaw04ZV0U3Zn3DRv8Pnxh3WWQ&ust=1623971558646000&source=images&cd=vfe&ved=2a
hUKEwj3hKbQo53xAhVFZ98KHcD_C38Qr4kDegUIARCvAQ



Informatics Role
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• Actively participate in design and testing

• Lead & participate in governance

• Ensure clinician workflows logical, easy, 
streamlined*

• Ensure patient-facing technologies are timely, 
reliable, flexible, and personalized*

• Analyze project effectiveness

*Meyer, M.A. (2020, September, 16).
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Contact Us:

Brooke Gaskins, MS, RN

Manager, Clinical Informatics

bgaskins@umm.edu

Diane Constantine MS, RN-BC

Director, Clinical Informatics

dconstantine@umm.edu
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