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Purpose: Assisting patients who are eligible/interested for a video visit but need additional onboarding help  

 

Major Steps Details Reason 

1.  Telehealth 
Ambassador 
logins into 
Epic and 
checks 
“Telehealth 
Support 
Pool” 
inbasket at a 
routine 
interval 

Telehealth Ambassador follows the steps below to access the Telehealth Support Pool: 
1. Go to your inbasket and click “Edit Pools” 

 
2. Click ONLY “Telehealth Support Pool” and remove yourself from other pools. Click “Accept” 

 
 

3. Need to include a step that involves “taking responsibility for a particular patient/InBasket 
message” since many ambassadors will be working from the same Telehealth Pool. 

Viewing all telehealth 
onboarding requests.  

 

Note: Telehealth onboarding 
requests may be in a few 
different InBasket folders 
depending how 
providers/staff started the 
encounter (ex. If starting a 
telephone encounter from the 
patient’s chart, the request 
will appear in the “Patient 
Call” folder; if a provider 
sends a Staff Message to the 
telehealth pool and the 
request will appear in the 
“Staff Message” folder). As 
long as you are ONLY logged 
into the Telehealth Support 
Pool then you should only see 
telehealth pool related 
requests. 

 



Major Steps Details Reason 

2. Telehealth 
Ambassador 
contacts 
patient  

Telehealth Ambassador uses the “Zoom Video Visit Set-up” script to onboard patients onto Zoom or 
“MyChart” script to assist patient’s getting access to patient portal. 

Telehealth Ambassador attempts to call patient 2x and leaves a voicemail if patient does not answer 
after 2nd attempt. 

Voicemail: 

“Hello, this message is for ______. My name is _______ calling you from (ex. Dermatology, Cardiology, 
Silver Avenue Family Health Center, Castro Mission Health Center, or Richard Fine Peoples Clinic 1M) at 
San Francisco General Hospital.  I am calling to see if you are still interested in doing a video visit for 
your appointment with [Provider] on______ [day/date/time of appointment]. You will need to use an 
app called Zoom. We would like to teach you how to use and download this app. Please call me back at 
(clinic phone number).   [END CALL]-   indicate in excel “LM for video visit” 

 

Script is patient-centered and 
user tested. It is designed to 
enhance acceptability of video 
visits. 

4.  Patient is 
successfully/ 
not 
successfully 
set-up on 
Zoom 

Telehealth Ambassador confirms patient is successfully set-up on Zoom- 

1. Documents in UCSF Box/ Microsoft Teams that patient is successfully set-up (filling out each 
data column) 

2. CCA/ Staff member will add a note in the Appointment Notes section “Patient is successfully 
set-up on Zoom” 

 

Telehealth Ambassador confirms patient is not successfully set-up on Zoom- 

1. Documents in UCSF Box/ Microsoft Teams that patient is not successfully set-up (filling out each 
data column) 

2. Ambassador or designee will respond to the telephone encounter or staff message stating 
“Patient is not successfully set-up on Zoom” and include reasoning why (ex. Audio/ video 
unsuccessful). Identifies that scheduled telehealth video visit needs to be converted to a 
telehealth phone visit. Telephone encounter or staff message is routed to the staff/provider 
who sent the telehealth onboarding request.  

3. Remove request from Telehealth Support Pool by selecting the “Done” button. 
 
 

 

  

 

 

4. MyChart 
Enrollment 

Ask patient if they have already been informed about MyChart. If patient is not aware of MyChart, look 
at patient’s MyChart status under the “MyChart” section. If status is “inactive,” use the following script:  

Empowers patients to easily 
communicate with their care 
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“I see that you are not yet signed up for MyChart. We are encouraging all of our patients to sign up for 
our patient portal, MyChart, which allows you to communicate with your provider care team and access 
your health information. This will also make it easier for us to send you reminders about your medical 
appointments. May I please enroll you in MyChart at this point?” 

If patient agrees, click “MyChart email signup.” Ask the patient which email address you can use to send 
a MyChart sign up message. Enter email address. Read the email address back to the patient to prevent 
typos. An email address is required to enroll in MyChart. 

teams and access their 
medical record.  

5. Telehealth 
Onboarding 
Complete 

“Great. I will make a note that you have tested and downloaded (if applicable) the Zoom app and are 
ready for video visits. On the day and time of your appointment, will you have a private space or room 
for the video visit to ensure privacy of the conversation?  It’s OK to have someone else present in the 
room as long as you inform your provider that someone else can see or hear the conversation. 
On the day of your appointment, a Medical Assistant will call you before your visit to assist you in 
joining your video visit and will provide 10-digit meeting ID. Do you have any questions for me?” 
 
Answer any questions the patient has to the best of your ability.  Follow-up with patient if needed. [END 
CALL] 
 

Communicates to patient that 
a staff member will contact 
them 15 min before their 
scheduled appointment. 

 



 


