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Reducing 
Staff Burden  
Through Virtual Visits
BY FLORENCE K AR IUK I ,  RN,  MHA,  FHEL A ,  HEALTH RECOVERY SOLUTIONS

A s the health care industry slowly recovers from the effects of the 
COVID-19 crisis and shifts toward a hybrid care delivery model, the 
ability to provide health care services both in person and remotely 

becomes a necessity and important differentiator. 
To ensure ongoing effectiveness in providing 
digitally enabled care, providers and health 
care systems are evolving beyond traditional 
care delivery models to more flexible alterna-
tives that combine in-person care and virtual 
visits.¹ This includes implementing virtual care 
solutions such as telehealth video conferencing 
and remote patient monitoring² as part of their 
standard care delivery. At the onset of the pan-
demic, many health care delivery organizations 
quickly adopted a pilot program or limited 
scope solution to meet the demands of provid-
ing digitally enabled care. As we move forward, 
the greatest opportunity is in expanding from 
small-scale telehealth initiatives to assimilating 
telehealth services as a standard and systemic 
approach to providing care. 

The health care industry has not been exclud-
ed from the effects of the “Great Resignation,” 
which has led to a significant reduction in the 
workforce. As a result, the need to leverage care 
delivery models that enable ongoing patient care 
supported by a smaller workforce becomes even 
more critical. Incorporating virtual care provides 
the flexibility to supplement in-person nursing 
visits with remotely delivered patient care, when-
ever appropriate. Virtual visits are therefore an 

virtual care. This requires hiring or changing the 
roles of previous field-based staff to specially 
trained virtual care staff able to effectively pro-
vide a new care model. Below, you can review 
the description for several key roles on your 
telehealth team.
• Telehealth Program Manager: Most suc-

cessful telehealth programs have a telehealth 
program manager or coordinator who takes 
ownership over the program and ensures or-
ganizational buy-in. This individual may also 
fill other roles such as intake and/or  
inventory management.

• Telehealth Tech: A non-licensed support 
staff for the telehealth program. Based on the 
size and scope of the program, the telehealth 
tech may have other duties, such as intake or 
inventory management.

• Telehealth Installer: Delivers, installs, and 
retrieves the equipment. This role can be 
filled in a number of ways (i.e., dedicated 
installers, clinical staff responsible for the 
patient, the telehealth tech, and others).

• Telehealth Nurse: A registered nurse (RN) 
or licensed practical nurse (LPN) who is re-
sponsible for reviewing and evaluating patient 
data from Clinician Connect. Assessment 

important strategy in managing staffing  
shortages whilst enabling ongoing access to care. 

A comprehensive telehealth program will 
include combinations of both remote patient 
monitoring and effectively delivered virtual 
care services. Virtual visits can be incorporated 
in both acute care and chronic care settings. In 
an acute care setting, virtual care is often en-
abled using a centralized virtual care team that 
monitors and engages directly with patients in 
different units within a hospital. In most chronic 
care settings, virtual care services are delivered 
through a set of identified virtual care providers 
focused only on providing remote care to pa-
tients in the home, and augmenting a separate 
team focused on home visits. 

So, what does an effective telehealth program 
look like today? How do you incorporate scalable 
and sustainable virtual care services?  
 
TIPS FOR CREATING A SUCCESSFUL  
VIRTUAL CARE PROGRAM
1. Establish a Centralized Virtual Care  
Delivery Team 
Establishing a centralized virtual care delivery 
team ensures access to a specialized team that 
is trained and focused fully on providing  
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and intervention strategies are based on best 
practices for the targeted population. The 
telehealth nurse had been specially trained in 
managing high-risk and targeted populations.

 
2. Expand Virtual Care Services to Include 
Specialists and Ancillary Care Providers 
Expanding virtual care to specialty physicians 
is crucial to ensuring comprehensiveness and 
continuity of care, particularly for advanced 
conditions that require ongoing monitoring or 
regular follow-ups. Incorporating specialists 
discourages care fragmentation and ensures 
that important aspects of the patient’s treat-
ment, disease progression, and self-man-
agement involve the patient’s specialists. In 
addition to specialty physicians, virtual care 
services can also be provided by ancillary pro-
viders. Some examples include home-based 
rehabilitation such as physiotherapy, occu-
pational therapy, speech therapy, and mental 
health services (e.g., psychiatric treatment, 
counseling, and bereavement support).

With virtual visits, patients and specialists 
can easily connect in real-time without a long 
drive to the clinic or hospital for a half-hour 
appointment. From there, the provider can de-
termine if an in-person visit will eventually be 
necessary, or if the patient needs to undergo 
any surgical procedures.

3. Develop Policies and Procedures for  
Your Virtual Care Services
Policies and procedures help to standardize 
your services and increase staff compliance 

with the new model. They provide clear guid-
ance for your internal processes and support 
consistent decision-making across your staff. 
For your new care model to be successful, 
outlining virtual service guidelines should be 
augmented with monitoring for adherence.

4. Train Your Team for Appropriate  
‘Webside’ Manners 
For many patients and clinicians, virtual visits 
are a whole new experience. When providers 
conduct telehealth visits without any training, 
related experience, or knowledge of webside 
best practices,³ they may struggle to build  
trust and rapport with patients, affecting the 
clinician-patient relationship.

Proper webside manners involve more than 
just a professional appearance. A good webside 
manner puts equal emphasis on objective fac-
tors such as the quality of the video, how one 
is positioned as they look into the camera, and 
subjective factors such as how well one con-
veys empathy virtually. Effective webside man-
ner will ensure that patients feel effectively 
evaluated and cared for while giving clinicians 
the confidence to gather information and pro-
vide care virtually. 

5. Obtain Organizational Buy-in
Gaining organizational buy-in is key to the 
success of any new endeavor. Communicating 
the goals and benefits of virtual care, as well as 
the risks of not embracing it as an integral part 
of healthcare delivery, will improve staff buy-in 
and organization-wide transformation.

To ensure the continuity and success of 
your telehealth program, staff should be pro-
vided with the appropriate enablement tools 
and resources to facilitate model implemen-
tation. Tracking and monitoring key perfor-
mance indicators for adoption and sharing 
progress with staff ensure that opportunities 
for improvement are addressed in a timely 
fashion. Leaders should also set short-term 
and long-term virtual care program goals that 
will be tracked and communicated with staff. 
As the proverbial saying goes, what is mea-
sured will improve.

BUILD AND SCALE YOUR VIRTUAL TELEHEALTH 
PROGRAM WITH HEALTH RECOVERY SOLUTIONS  
An effective telehealth and remote patient 
monitoring (RPM) platform should help 
simplify your transition to providing virtual 
care services, allowing you to focus on im-
proving patient outcomes and optimizing 
clinician workflows. 

HRS’ industry-leading telehealth and remote 
patient monitoring solution⁴ offers advanced 
virtual care solutions that are secure, scalable, 
and easy to use. See how HRS’ platform and 
advisory services can help your organization 
deliver successful hybrid care services!  

Florence Kariuki, RN, MHA, FHELA, is the Chief 
Clinical Officer of Health Recovery Solutions. 
Learn more at HealthRecoverySolutions.com.

References
¹ www.healthrecoverysolutions.com/blog/

telehealth-virtual-visit-best-practices?utm_
campaign=Home%20Care%20Association%20
of%20Florida%20-%20HRS%20Article&utm_
source=Sponsored%20Article&utm_
medium=HCAF%20Article&utm_
content=VV%20Best%20Practices%20
%28Blog%29

² www.healthrecoverysolutions.com/remote-
patient-monitoring?utm_campaign=Home%20
Care%20Association%20of%20
Florida%20-%20HRS%20Article&utm_
source=Sponsored%20Article&utm_
medium=HCAF%20Article&utm_
content=RPM%20White%20Paper

³ www.healthrecoverysolutions.com/hubfs/
HRS%20Virtual%20Visit%20Guide.
pdf?utm_campaign=Home%20Care%20
Association%20of%20Florida%20-%20
HRS%20Article&utm_source=Sponsored%20
Article&utm_medium=HCAF%20
Article&utm_content=VV%20Best%20
Practices%20Guide

⁴ www.healthrecoverysolutions.com/?utm_
campaign=Home%20Care%20Association%20
of%20Florida%20-%20HRS%20Article&utm_
source=Sponsored%20Article&utm_
medium=HCAF%20Article&utm_
content=HRS%20Home%20Page




