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University of Maryland Medical System

University System of Maryland

University of Maryland Medical System

| Board of Directors |

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

| USM Board of Regents |
|

University of Maryland, Baltimore

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

Health System Statistics — FY2020*

108,651
363,577
1,102,708

62,736

Admissions

Emergency Room Visits
Outpatient Visits
Outpatient Surgeries

* FY 2020 figures are unaudited.

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

School of Medicine

University of Maryland
Faculty Physicians, Inc.
Faculty Practice Plan

UniversityCARE

| Mt. Washington Pediatric Hospital *

1 Joint Venture with Johns Hopkins Health System

University of Maryland Medi

Recognized as a national leader in patient safety and quality,

Other UM
Professional Schools

School of Nursing
School of Dentistry
School of Pharmacy

School of Social Work

School of Law

cal Center

https://www.umms.org/-/media/files/umms/about-us/member-hospitals/fact-

sheets/umms-fact-sheet-

20.pdf?upd=20210119203625&la=en&hash=1406DOADOAFEB6E3864CA85B3D742B

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
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> JOBS GIVING NEWS COMMUNITY FOR HEALTH PROFESSIONALS

"I UNIVERSITYof MARYLAND

U MEDICAL SYSTEM How can we help you? O
Find A Doctor Health Services Locations Health Plans Patient Portal

Home > Telehealth Services SHARE: o o

Telehealth Services

In response to the COVID-19 outbreak, the Centers for Medicare & Medicaid Services (CMS) will
temporarily pay clinicians to provide telehealth services for beneficiaries residing across the entire
country. Many commercial payers are following with similar policies.

This expanded coverage will enable our providers and care teams’ greater flexibility to better serve
our patients. In coordination with our compliance, finance and IST teams, the UMMS Telehealth
team is working quickly to scale our tools, education and support.

Please visit this page often, as we will be expanding the tools and supportive materials.

* Ambulatory Toolkit for Telehealth
*  UMMS eConsults - Coming Soon

* Support for Skilled Nursing - Coming Soon




UNIVERSITY of MARYLAND

Telehealth EXplOSiOn MMEDICALSYSTEM

* 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™

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

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

*American Hospital Association, 2020 6
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Governance

 Each Site = Separate Incident Command
* Numerous requests for same functionality
* Need for a single, structured approval body
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* Telehealth User Design Center
* Central governing body
* Approve requests
* Prioritize work

https://healthcaregovernancereview.wordpress.com/cartoons 8
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https://www.healinghealth.com/wp/age-patient-experience/



=

"l UNIVERSITY of MARYLAND
U | MEDICAL SYSTEM

Patient Experience

"I made my own bed. | feel bad about the staff, | don't want

them to... you know. | 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 | say... environment when | see lots of

plastic things have been used in. So, I'm worried about
some things like these." (Participant 6)*

*Shaban, R.Z. et al. (2020, December). 10
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"Isolation has been mental painful. | was in the hospital for
6-7 days in that isolation room. Because | had nothing, no
windows, no one to talk to...We got no interaction... So, a
bit depressing at time. | mean, | have never been in jalil
before, but | 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 | can
track the time... It's now several days that | haven't seen
myself in a mirror... so | can see if I'm getting better or

worse. "(Participant 4)

*Shaban, R.Z. et al. (2020, December). 11
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Design

e Telehealth Consult

* Emergency Room Tele-Triage Consult

* Emergency Room Tele-Triage Follow-Up
* Clinical Communication Tool
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https://aluance.digital/acuity/506/future-of-telemedicine-depends-on-patient-buy-in/ 9
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Telehealth Consult
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Acute and Ambulatory Consult Orders

Consult to Telehealth: Appendicitis; TELEHEALTH ACES CONSULT

[] override restrictions
Provider
Specialty:

Reason for consult:  |Appendicitis

TeleHealth Consult TELEHEALTH ACES CONSULT

Comments: = Add Comments (F6)

© 2021 Epic Systems Corporation

4 Consult: From: |TST, IPMD [TST00071] Q To

Service

Consulting Provider Yes

Contacted?

Consult Response 3-Routine 1-Emergency 2-Urgent l
Prionty —

3/29/20 1:10 PM

University of Maryland Medical...

TELEHEALTH ACES
CONSULT
2-Urgent

Bruce Test

MRN: 2660000014
ROIMSU 434-1
Dept 410-448-6813
Reason for consult:
Appendicitis

11
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Measures of Success

Ambulatory Telehealth Visit Utilization
Cumulative March 16, 2020 through May 22, 2021

Data Source: UMMS Ambulatory Informatics

Ambulatory Cumulative Scheduled Visits % Completed
Practice Entity Completed

Visits
UMMS 283859 369201 76.88%
FPI 101037 133145 75.88%

TOTAL 384896 502346 76.62%

11
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Tele-Triage Consult

13
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Emergency Room Telehealth Consult

ol Sprnt ¥

©

G:ia7 PMm TRLAW
Start a Meeting

Start or join a video meeting on
the go

Join a Meeting

Sign Up

Sign In

© 2021 Epic Systems Corporation

ED Na'n.riga‘t{:rr ™ Rafresh | &3 Triage @ Disposiion e Allergy-Med-Histony

EDV ARFRML
Arrval into
Tele-Trige
Infaction Screan
PCP
Demographics

Arrival Information
Sislus; Expected

Tele-Triage
Ho dala available.

Infection Screen
Mo data avallsble.

PCP

Go to PCP Care Team

Demaographics

G0 to Demographics

Tele-Triage

Time taken: |gluL] (| 4r212020

L

+~ Additional Rows

Does Patient Agree
to Tele-Triage
Encounter?

4 Restore " Close

q

§ vitalz - B asspazments - Eg Amhoc - =9 T Proc -

8 Values By

[ Yes No NotAppiicable

X Cancel

UNIVERSITY of MARYLAND
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Emergency Room Telehealth Consult

< Chart Review  SnapShat @Triage PatientNarratDr Mandatory Manage Orders Nurse = i

4/2/2020 visit for Hospital Encounter

None
TRIAGE
Tele-Trige Tele-Triage
Arrival Doc o4 New Reading
Chief Complaint
SF Triage
Brain Attack Tele-Triage Accepted?
ED Triage Motes EEJ;{;E 4/2/2020 in UMUCMC EMERGENCY DEPT
D21
Vitals 10'2 4
Vitals Review Does Patient Agree to Tele-Triage Yes
Sepsis Screen Encounter?
Triage Assess
My Dashboards @ 2

COVID-19 E-Triage Patients ~ :

i= COVID-19 E-Triage Patient List 6]

Last Reiresh: 03:38:42 PM

Tele-T
Patiznt Name with Screening Queue Time Assign | Location A

—3 Umcasemgrcomment, T (30 y.o0. M) 2325 UMH-ADULT EMERGENCY DEPARTMENT
2 Highrisk, O (30 y.o. F) 2316 UMH-ADULT EMERGENCY DEPARTMENT
=3 Patienteducation, F (30 y.o. M) [5) UMH-ADULT EMERGENCY DEPARTMENT
2 Test, T(39y.0. M) 06:29 UMH-ADULT EMERGENCY DEPARTMENT
] Test, P (40 y 0. M) UMH-ADULT EMERGENCY DEPARTMENT
I~ Test, T(49y.0. M) 00:00 [4) UMH-ADULT EMERGENCY DEPARTMENT
2 Testing, C (42 y.0. M) 00:00 UMH-ADULT EMERGENCY DEPARTMENT
2 Disaster. T (3y.0. M) UMUCMC EMERGENCY DEPT

=3 Edarrival, E (34 y.o. M) UMUCMC EMERGENCY DEPT

© 2021 Epic Systems Corporation
15
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Emergency Room Telehealth Consult

My Note
ED Screening Note

#Tag | Detsils &
Senvice: | AiErana e 2| Date of Senice: 3202020 1548

I Cocign Roquired

[ Screening Documentation

Q

Screening

- | 7 b 5 = =
I TeleTriage Assign No data available il |Ana| mAveid+ BE >S50
Screening Note & %3 &
Chief Complaint TeIeTriage Assignmeni - ED Tele Tn‘age Station 11 Emergenc‘.yTeleTnage ”nlrlg R
Allergies I R
Review PTA Meds Tima taken: | 1542 3202020 Show: /]l Choices Th::’::Incfnt:aleir:sﬂn:t::‘;:c':lhsz:; wna t::;:?;;r‘::nn::;:rgtandg that teleh=alih services are provided by an UMM S Emergency

Order Sets ; Values By o Create Note Wedicine perFIG al & distant site, nr:ri in thesurr_n room with the patient. '_I'_hc paient undersiands t_hul histher medical n_I’Drlnntmn \ml_bc
i discussed during the ielehzalh service. The patient consents o any additional persons on fhe patient's end of the service hearng this

H
H
H
H
H
H
H
H
H

Orders | information and is aware that he/she may exclude persons on their end of the communication f they so wish. The patient understands.

~ OTHER i that at times the information and assessment gathersd dering a telkehealth servicz may be insufficent given the nature of being remots
ADT . ) i fromthe patent, and hiat thers could be equipment failurez or securiy faiures leading to a breach n privacy. A writen consent waz
=T T Station 1 Station2  Station 3 Station 5 | Station 6 | not obtained dus to the nature of ihis teleh=ath visit as screening for COVID-19.

Station 7  Station8  Station9  Station ..

Screening Evaluation Time | Information on arrival
|4 Restore  Close % Cancel 1 Previous 1 Next 32002020 - 15:48 Patient ldentity Verified by 2 factors: Yes
\erhal consent obtained: Yes
MD Location E-Care
Patient Location: ED Waiting

HPIl and Screening
Covid55 Testing is & 42 y.o. male

Symptoms: Cough, SOB
Risk Factors: Patiznt contact exposure (known or suspected)

[ Screening Note

[ History

Allergies:Hot on File
& H i

has no past surgical history onfile.

o Create Note =+ Tele-Triage COVID Short Note ED Screening | [5) See All Notes

£ Refresh

-Triage" (Alt+1)

No notes of this type filed. A new note is open and in progress which has not yet been saved.

BF Pulse ™ Hearf Temp Resp 5pO2

[Notes
Orders and interventions: Diagnostic Studies: CXR

| Disposition
Disposition: ED - ED Evaluation
Isolation Risk: High - Isolate

© 2021 Epic Systems Corporation
7 Share |« Sign | X Cancel 16
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Scheduling a Telehealth Follow-Up

(®TeleHealth F/U
Does patient consent to ED telehealth Visit No

Discuss scope and advise these visits may be billed
Does patient have active MyPortfolio Account? No

You can send enrollment info via SMS by clicking the link near patient photo in
storyboard, and entering their mobile phone number.

Enter future date of follow up telehealth visit

Choose time window for visit (All applicable) 0800-1000 1000-1200 1200-1400
1400-1600 1600-1800 1800-2000

t

4

Reason For Follow-
Up '

+ Close X Cancel

Please be sure to have MyPortfolio installed on a smartphone. You

Reason for follow-up will NOT be visible to the patient Telehealth Follow-U P Reminder

You have been scheduled for a telehealth follow-up on 7/18/2020
between 0800-1000.

will receive a notification with a hyperlink when your telehealth

appointment is ready. Copy and paste the hyperlink into a browser
on your smartphone, which will direct you to the telehealth meeting.

© 2021 Epic Systems Corporation

17
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Documenting a Telehealth Follow-Up

£ > Hospital Chart ... 0unread, 0total Filtered by: Teleh... 3  Sort &Fiter > &

Messages are filtered based on security checks. At least one of them is overdue and

needs to be acted upon. Please contact your admini or ger to assist in resolving this.

Click here to dismiss this message. ¥ Filers
A FMJ Date F/U Status
8/22/20 Telehealth Encounter Started - Sort

?  Patient Adsf, Dsaf
Deficiency: Umms Ed Telehealth Follow-up Call
Status: New
Encounter Date: 03/24/20
Assigned To: Ummc Ed Telehealth Follow-Up

Discharge Date

} Low Priority

Not Taken By Others  Overdue Due Next 7 Days

Advanced Sort | Default Sort

t High Priority < Work Taken By You (Click icon to put back)
? Work Assigned To Your Pool (Click icon 1o take)

== Work Taken By Others (Click icon to take)

Patient Ms¢ « « 53

ESign  Document/Dictate

Telehealth Follow-Up

*r Critical
*  Abnormal
=% Previous Abnormal

6/22120
7?  Patient Avalanche, Tc Demo

Telehealth Encounter Started

Deficiency: Umms Ed Telehealth Follow-up Call

Status: New
Disposition: Admit - Level of *
Encounter Date: 01/09/20

Assigned To:

Discharge Date

[/ Cc

Overdue messages are red

f4 > Hospital Chart Completion 0 unread, 0 total

1

~7El + Done ‘ Yy Telehealth Encounter % Telehealth Mo-Show

6/22/20
? Patient Asdf,

Deficiency. US
staus ew B | B | #4 | Ambdr, Happy X }

Encounter Dz
Assigned To:

)) Express Lane

1

[}

» Express Lane

. Refill = HyReporis | & Telephonel o £y Date F/U Status Patient
6122120 Telehealth Encounter Started Adsf, Dsaf
i ) - ?  LastAttending:
@ B e R ‘3 Notes (- Pig Assigned To: Ummc Ed Telehealth Follow-Up
6/22/20 Telehealth Encounter Started  Avalanche, Tc Deme
? LastAttending:

Review

Express Report

Express Lane

Assigned To: Ummc Ed Telehealth Follow-Up

i Chiet Complaint
~
None

Home Phone  555-555-5555
No e-mail address on record

Telehealth Verbal Consent:
The patient has been informed of the following prior to
the initiation of the visit
» The use of telehealth was discussed with
the patient who understands that telehealth
services are provided by a provider at a
distant site, not in the same room with the v
natient >

~

[CImuscle Pain (Myalgias)

[]sore Throat

Documentation A Collapse

Verbal Consent & Telehealth documentation must be obtained prior to the initiation of
the the patient visit. Can be obtained by support staff or provider

Verbal Consent:

Verbal Consent Obtained: No value filed.

Date & Time: No value filed.

By: Mo value filed.

Documentation A

[ UMMS ED TELEHEALTH VIDEO VISIT CHECK IN

Diagnosis A Collapse
COVID-19 Symptoms ICD-10 Codes ¥
COVID-19 Confirmed Diagnoses ¥

Collapse

Medications A

© 2021 Epic Systems Corporation
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ED Tele-triage Service (since March 2020)

e >13,000 patients triaged
* > 650 patients directly discharged/diverted

22
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Clinical Communication
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iPad to iPad

* Centralized iPad at the Nursing Station to initiate call

e Utilized Jabber

* One to many structure

* Distributed to individual patients e -

*Family Communication

© 2021 Epic Systems Corporation

21
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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

22
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Measures of Success

Virtual Patient Connect Services

Hours of Operation

Monday - Friday 5PM-9PM
Saturday - Sunday 10 AM -4 PM

Average number of calls at AVG ~ 52

peak of COVID-19 response calls/hr/shift
per shift after-hours

26
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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
27
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Informatics Role

o 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). 28
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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

30
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