
April 14, 2022

Integrating Tech Navigation and Virtual Care: 
How to Improve Patient Access and Sustain 
Virtual Care Teams 

Recording Link

https://nam12.safelinks.protection.outlook.com/?url=https%3A%2F%2Fcaph-org.zoom.us%2Frec%2Fshare%2FdET2z5zO7XjkVuCleFDw8yQdPeHz4GZD2kBxACsHmlVwWkt11u5k7lMcYP426xxt.rETjwohaLWSWVGw5&data=04%7C01%7C%7C4159a622dd5f41a5883508da1e52fccc%7C9fbc74aee1b649bb859660f4976881c1%7C0%7C0%7C637855639035800432%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000&sdata=W%2FvHFoiDGcyg18Z0aGJmJMLzfIiC%2BpmmE%2Fd8jDKhiUI%3D&reserved=0
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Agenda
Time Topic Facilitator(s)

5 min Welcome and Housekeeping
Thuy-Ann Le
SNI

30 min
Member Presentation: San Francisco Health Network
Telehealth Ambassador Program

Amanda Churape
Specialty Care Program Manager
Dr. Delphine Tuot
Associate CMO of Specialty Care 
and Diagnostics
San Francisco Health Network

20 min

Peer-to-Peer Sharing & Group Discussion
- County of Santa Clara Health System 
- Contra Costa Health Services 
- LA County Dept of Health Services 
- San Joaquin General Hospital 

All 

5 min
Wrap-up & Announcements
• Upcoming Events
• Post-Survey

Thuy-Ann Le
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Housekeeping

Rename yourself to include your name and organization

Feel free to speak up or chat in responses at any time

You’re encouraged to turn on video for peer discussion

This meeting is being recorded and will be posted online

Materials will be available at SNI Link/Virtual Care

https://safetynetinstitute.org/member-portal/programs/telehealth/
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SNI Virtual Care Learning Series

• Defining Measures of Success in Virtual Care

• Peer Sharing: Virtual Care Measures of Success at Public Health Care Systems. 

• Virtual Care Measures of Success: 3-Month Check-in

Measuring Success in Virtual Care

• Designing the Future State: Mixed Model Approach to Optimize Virtual Care

• Virtual Care Intake and Social Needs Screening

Operations & Clinical Standards

• Integrating Tech Navigation & Virtual Care

• Access and Digital Literacy

• Remote Patient Monitoring

Patient & Family Engagement



San Francisco Health Network

Telehealth Ambassador Program

Delphine Tuot, Amanda Churape



Telehealth within 2 primary care clinics in SF

Patient Characteristics UCSF Health SFHN

≥ 65 years old 31% 25%

Non-English language preference 9% 44%

Racial/ ethnic minority 53% 84%

Insurance

Medicaid 12% 36%

Medicare 24% 18%

Other government sponsored 0% 44%

Primary care visit modality (Aug 2020)

Video 48% 1%

Phone 5% 58%

In-person 47% 42%

Lyles et al, 2020. Launching a Toolkit for Safety-Net Clinics Implementing Telemedicine During the COVID-19 Pandemic

Nouri et al, 2020. NEJM Catalyst. Addressing Equity in Telemedicine for Chronic Disease Management During the Covid-19 Pandemic

August 2020 snapshot



Frame the problem

Interest

Barriers - JAMIA paper



The Digital Divide is a major barrier to video visits

San Francisco Digital Equity Strategic Plan: https://sfmohcd.org/sites/default/files/SF_Digital_Equity_Strategic_Plan_2019.pdf
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Implementation 1: Create workflows and develop 

scripts for staff to identify and bridge barriers 



Implementation 2: Advertise Video Visits





But…. use of video visits remained low

 Staff were not as comfortable offering/onboarding 

patients onto Zoom

 Benefits of Video > phone were not always obvious to 

staff

 Covid pandemic created many staffing shortages →

no time to help patients with technology challenges

 Clinics were sub-optimally equipped with technology 

to facilitate video visits



Implementation 3: Telehealth Ambassador 

Program as an adjunct to clinic flow

 Leveraging 2nd year medical students as team members

 Created a curriculum which outlines roles and responsibilities

 Offering video visits to eligible patients

 Helping patients get onto Zoom platform

 Identifying inefficiencies with process

 Creating sustainable workflows for other members of the team to take over when 

students rotate off

 Learning about Quality Improvement processes, leveraging Institute for Healthcare 

Improvement (IHI)

 Bi-Weekly check-ins with students and clinical team members to troubleshoot process



Results
patients 

contacted

patients 

reached

successfully 

on-

boarded/ 

zoom ready

completed 

VV

Cardiology 64 34 17 1

Dermatology 150 43 21 9

Castro Mission 31 16 9 9

RFPC 305 115 45 37

SAHC 226 130 58 45

Overall 776 338 150 101
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50%

20%
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10%

Among patients reached, reasons for declining Zoom onboarding

Patient did not feel VV added value over phone

Patient does not have access to device

Hesitant to learn new technology

Patient voiced they did not have time to review the Zoom process even when offered
to be contacted at a later time



Feedback about the video visit

Lessons learned:

Those patients that had a successful video visit with 

their Provider 

- Voiced appreciation for the set-up call.

Patient A: “Would recommend it absolutely; set-up 

call was very helpful”

- Enjoyed being able to see their Provider from the 

comfort of their home

Patient B: “I was able to connect to a video visit 

and see and hear my PCP and all of my concerns 

were addressed”

Those patients that did not have a successful video 

visit with their Provider

- Voiced they were unable to connect to Zoom the 

day of their video visit and instead had a telephone 

visit



Lessons learned

Patients are hard to reach by phone

More likely to try video if staff/provider encourages

Greater success if family member is present at home

High satisfaction among those patients who complete 

video visits



Implementation 4: Integrating Telehealth 

Ambassador program with clinical operations



Diverse volunteers

 UC Berkeley KDSAP

 UC Berkeley Telehealth Internship 

 Tech Coordinator Model with 

pre-med student volunteers

 AmeriCorps Members

 San Francisco High School students

 Outside of the EHR

 Combination of cold-calling patients and 

responding to Telehealth support pool

Expand to all ambulatory clinics 
with adult patients

Refined workflows 

 ZSFG Primary Care (n=3)

 ZSFG Specialty Care (n=25)

 San Francisco Health Network 

community Primary Care Clinics (n=11)



Lessons learned about Telehealth Ambassador 

Program

 Volunteers are a great workforce that requires 

management/coordination

 There are limitations to a volunteer program that do not 

allow EHR access

 MyChart access increases success of video visits



Barriers Mitigation Efforts

Patient

Access to device and data

Digital literacy

Digital readiness screening

Telehealth Ambassador Program

Integrating volunteer program with operations

Emphasize MyChart enrollment

Advertise video visits

Clinician

Access to device

New workflows and skills

Staffing

Purchase tablets
Allow personal devices
Team-based support: Ambassadors, Virtual 
Rooming, Telehealth Care Maintenance
Emphasize MyChart enrollment
Consider incentivizing participation

Lessons learned about telehealth in SFHN primary care clinics



Questions?

Contact Information:

Dr. Delphine Tuot (Delphine.tuot@ucsf.edu)

Amanda Churape (Amanda.Aguilar@ucsf.edu)

mailto:Delphine.tuot@ucsf.edu
mailto:Amanda.Aguilar@ucsf.edu
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Peer-to-Peer Sharing Discussion

• Share what is your current tech navigation approach (i.e., volunteer-
based, third-party vendor, ambassadors, etc.)

• Highlight any learnings or challenges you are seeing and how your 
approach has adapted/evolved over time

• Invite the peer group for feedback or questions to any challenges 
that you may be facing with your approach
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Wrap-up & Announcements
Upcoming SNI Offerings
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Upcoming SNI Learning Opportunities

eVisit Transformation: Billable 
Medical Advice through EHR Messaging

May 26, 11am-12pm

Please Register Here

https://caph-org.zoom.us/meeting/register/tZMrceytqTMpHtZa-fRv3Yh3BhgMaLvoyo2p
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Thank you!
Please don’t forget to fill out the survey
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Thank you!

Contact Thuy-Ann Le
Associate Director of Programs, SNI

tle@caph.org

mailto:zso@caph.org

