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Patient Centeredness in the Age of COVID-19:
A Comprehensive Webinar Series for Sustaining Medical Home Operations

Webinar 4/5: Access
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Patient Centeredness in the Age of COVID-19: Care Management
Challenges

Today’s Presenter: 

Ilse Bell MD, PCMH CCE
Senior Consultant, Honnête
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Patient Centeredness in the Age of COVID-19

Webinar 1:
Practice 

Operations
10/15; 

2pm CT

Webinar 2:
Personnel 
Challenges

10/22;
2pm CT

Webinar 3:
Care 

Management
10/29;

2pm CT

Webinar 4:
Patient 
Access

11/5;
2pm CT

Webinar 5:
Office Morale 

& Safety
11/12;

2pm CT

A Comprehensive Webinar Series for Sustaining Medical Home Operations
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Patient Centeredness in the Age of COVID-19: Access

Access

• Let’s talk about Telemedicine Encounters

• Effective communication via Virtual 
platforms

• Reimbursement for Telemedicine 
Encounters
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Patient Centeredness in the Age of COVID-19: Access: Telemedicine Encounters

SYNCHRONOUS

REMOTE PATIENT 
MONITORING

ASYNCHRONOUS

MOBILE (eHealth)
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Patient Centeredness in the Age of COVID-19: Access: Telemedicine Encounters

Synchronous Asynchronous

TELEMEDICINE 
TECHNOLOGY 



Patient Centeredness in the Age of COVID-19: Access: Telemedicine Encounters
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REMOTE PATIENT MONITORING

PATIENT PORTAL

MOBILE HEALTH
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Patient Centeredness in the Age of COVID-19: Access

Access

• Let’s talk about Telemedicine Encounters

• Effective communication via Virtual 
platforms

• Reimbursement for Telemedicine 
Encounters



10

Patient Centeredness in the Age of COVID-19: Access: Virtual Communication Techniques

Motivational 
Interviewing

Non-verbal 
Communication

Affirmative 
“Noises”
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Patient Centeredness in the Age of COVID-19: Access: Virtual Communication Techniques

Open ended 
questions Affirmations

Summary 
Statements

Reflective 
Listening

MOTIVATIONAL INTERVIEWING

OARS
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Patient Centeredness in the Age of COVID-19: Access: Virtual Communication Techniques

Look directly in the camera

Monitor Facial Expressions

Watch Hand Movements



AVOID 
Interruptions

WAIT 
for 

Speaking Cues 

LISTENING
“Noises”
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Active Listening

Patient Centeredness in the Age of COVID-19: Access: Virtual Communication Techniques
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Patient Centeredness in the Age of COVID-19: Access

Access

• Let’s talk about Telemedicine Encounters

• Effective communication via Virtual 
platforms

• Reimbursement for Telemedicine 
Encounters
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Patient Centeredness in the Age of COVID-19: Access: Reimbursement

Coding

CPT

E/M

Billing

CMS

Payors
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Patient Centeredness in the Age of COVID-19: Access: Reimbursement

HIPAA Waiver
FaceTime
Skype

Technology
Patient
Provider

Location

CHANGES TO BILLING FOR TELEHEALTH SERVICES
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Patient Centeredness in the Age of COVID-19: Access: Reimbursement
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Practice Operations: COVID-19 Resources

AMA CPT Coding Guidance :
https://www.ama-assn.org/system/files/2020-05/cpt-reporting-covid-19-testing.pdf

AMA Scenario Planning Guidance:
https://www.ama-assn.org/system/files/2020-05/covid-19-coding-advice.pdf

MLN Matters: RHC and FQHCs:
https://www.cms.gov/files/document/se20016.pdf

CMS FAQ:
https://www.cms.gov/files/document/03092020-covid-19-faqs-508.pdf

https://www.ama-assn.org/system/files/2020-05/cpt-reporting-covid-19-testing.pdf
https://www.ama-assn.org/system/files/2020-05/covid-19-coding-advice.pdf
https://www.cms.gov/files/document/se20016.pdf
https://www.cms.gov/files/document/03092020-covid-19-faqs-508.pdf


Thank You



Honnete Consultation Support 
Support
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PCMH CCE Exam 
Training

PCMH 
Consultation & 

Training

Education 
Webinars

Annual Reporting 
Support
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