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The innovation defined
The Language of Telehealth

Telehealth vs. Telemedicine vs. Telerehabilitation
Definitions can vary by state and industry organizations. 
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Telehealth
Telehealth 
encompasses a broad 
definition of 
technology-enabled 
health care services 
that includes medical 
care, health education, 
and public health 
services. 
• Remote patient 

monitoring, mobile 
health, store and 
forward, telemedicine

Telemedicine
Telemedicine is a 
component 
of telehealth.
• Virtual delivery of 

medical care using 
video conferencing for a 
live, two-way 
interaction between a 
patient and a medical 
provider

Telerehabilitation
Telerehabilitation is a 
component 
of telemedicine.
• Virtual delivery of 

physical therapy using 
video conferencing for a 
live, two-way 
interaction between a 
patient and a physical 
therapist

Presenter
Presentation Notes
To start, let’s define some terminology.  The terms telehealth and telemedicine are often used interchangeably, as well as be defined differently by states and industry organizations.  Telehealth is a broader definition and includes using digital technologies which also includes phone, email and video, to deliver medical care, health education and public health services. Remote patient monitoring is the collection of medical and other forms of health data from patients in one location and electronically transmits that information securely to health care providers in a different location for assessment and recommendations; for example, heart monitor or glucose monitoring. Mobile health or mhealth - such as a patient portal that patient uses to access their electronic health records.Store & forward technologies allow for the electronic transmission of medical information, such as digital images, x-rays, documents, and pre-recorded videos through secure email transmission from one clinician to another.  Telemedicine is the virtual interaction between a patient and a clinician using video conferencing. Telemedicine is one of the applications of telehealth and focuses on the delivery of medical care.Telemedicine can mean different things to different people, so it’s always best to ask questions to gain a better understanding for what the requestor is asking. The important thing to remember is telemed is not a different form of care.  It’s still just a visit between a patient and a clinician; only the tool to deliver the care is different.
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Use is accelerating
Telemedicine in the Spotlight

Telehealth Has Been in Use for 60+ Years
• U.S. government agencies such as NASA and Department of Veterans Affairs 

were early adopters

Group Health Focus on Delivery and Access
• Health plans, health care systems, employers, technology companies 

• Addressing adoption challenges

• High patient satisfaction

Occupational Injury Care May Be The Last Frontier
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Presenter
Presentation Notes
Let’s take a brief look at telemed being in the spotlight.  Teleheath has been in existence for over 60 years.  Earliest use was telephonic between patient and a clinician.  US government agencies such as NASA and the VA were early adopters due to need to monitor and deliver care to a geographically dispersed workforce. In fiscal year 2016, the Department of Veterans Affairs treated over 700,000 veterans, or 12%, with some elements of telehealth.About 5 years ago, telemed became a focus in the group health space with interested parties in the healthcare delivery process getting involved.  While there was lots of activity, there were challenges with adoption rates and state regulations.  Adoption and acceptance accelerated, major health plans partnered with top telemed technology companies, and many employers added telemed to their benefit plans.  Throughout this period, those who used telemed had a positive experience.  Once a patient experienced telemedicine, they would do so again.But the occupational injury care space has been lagging behind, until recently.  It is now in the crosshairs and is finally at the table, experiencing the benefits of telemed.  Although use and utilization is still very low, it is growing and more companies are getting into the mix.  And today, we can’t go a day without seeing telemed in the news.  The application of telemed and how it can be used is exploding, and as a result, is often viewed as a disruptor.
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Medical costs continue to escalate
Occupational Injury Care Issues

1-Liberty Mutual 2018 Workplace Safety Index
2-National Council on Compensation Insurance 2015
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40% 
increaseRising Costs

• Employers pay almost $1 billion 
per week for direct occupational 
injury care costs1

• Average medical cost per lost-time 
claim has increased over 40% 
from 2005 to 20142
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Presenter
Presentation Notes
What issues are we trying to solve for occupational injury care?  As in the group health space, rising health costs and accessibility to care.  Let’s take a look at some of the cost trends for occupational injury care.
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Emphasis on prompt access to quality care
Occupational Injury Care Issues

5
1-National Council on Compensation Insurance 2015
2-National Institute of Health 2013

51% 
increase

Providing Convenient Access 
to Quality Care

• Median cost for top 10 outpatient 
conditions to emergency 
department is $1,233, with sprains 
and strains as the most common2

• Delays in reporting work-related 
injuries from 1-2 weeks to 4 weeks 
after the injury can cause 
occupational injury claim costs to 
increase by up to 51%1

Presenter
Presentation Notes
And if  care is misdirected to the emergency department because care is not readily accessible, it is costly.  And based on survey data, we see that sprains and strains are the most common conditional seen in the emergency department.  We’ll talk about how telemedicine in occupational injury care can address these issues.  But before we do, it’s important to understand there are differences in applying telemedicine in the group health space compared to the work comp space.
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Problems drive innovative solutions
If Something is a Disruptor, is it a Good Thing?

Problems to Solve 

• Provide convenient access to 
quality care 

• Engage employees in 
their recovery

• Minimize impact to worker 
productivity

• Combat rising health care costs

How Telemedicine and 
Telerehabilitation Can Help

• Improved access to 
occupational medicine care

• No travel for the employee and 
less time away from work 

• Initiate treatment earlier and 
convenient follow up

• Positive experience and 
easy to use

• Reduce unnecessary emergency 
department visits
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Presenter
Presentation Notes
But if something is described as a disruptor, is it a good thing?  To answer that question, let’s look at what a disruptor is.  A disruptor is displacing the established and known with innovative solution that causes us to view things differently, achieve better results faster.  That sounds like a good thing, wouldn’t you agree?
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Innovative solutions drive change
If Something is a Disruptor, is it a Good Thing?

1-Vidyo 2018 survey of health delivery organizations
2-Mitchell and Risk & Insurance magazine 2017 survey of occupational injury care professionals
3-Willis Towers Watson 2017 Best Practices in Health Care Employer Survey 

Going Mainstream

75% 54% 80%

Over 75% of health 
delivery organizations, 

such as physician 
groups and hospitals, 

use or plan to use 
telemedicine in the 

near future.1

Nearly 80% of large 
employers (defined as 

1,000 or more 
employees) use 
telemedicine and 

expected to jump to 
over 90% by 2019.3

54% of occupational 
injury care 

professionals, such as 
TPAs and brokers, say 

telehealth and 
telemedicine will be 

most useful in 
containing health 

care costs.2
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Presentation Notes
Telemed is becoming more mainstream as numerous studies bear out.  Now it’s time to apply it to occupational injury care.  What are the problems we’re trying to solve in occupational injury care?  And how effective have some of the existing approaches worked?  Here’s how telemed can help.Health delivery organization – entity that delivers healthcare services such as physician practices, hospital systems.Why are Employers using telemed?Reduce healthcare costsImprove access to careMake employees happyImprove employee productivityAttract new talent
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Telemedicine is Telemedicine, Right?

8

Telemedicine for the care of injured workers —
the time is now.
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The occupational health challenge
Telemedicine is Telemedicine, Right?

• Focuses on work-related injuries and illnesses instead of 
urgent care or other group health services

• Requires clinicians to understand occupational health and the 
return-to-work process

• Impacted by occupational injury care that vary state by state 

9

Telemedicine and Telerehabilitation for 
occupational injury care differs from group health

Presenter
Presentation Notes
While telemed in occupational injury care solves some of the same issues as with group health, there are some notable differences that are important to recognize.  Can’t just take the group health telemed model and implement it for occupational injury care.  Need to understand the state regulations, the return to work process, the required forms.Clinicians absolutely must understand occupational health and have experience with the return to work process, have thoughtful conversations with patients.
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Providing another way to access care
How Employers Are Using Telemedicine 
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Type of Care

• Injury visits

• Recheck visits

• Telerehabilitation

• Specialty visits –
dermatology, 
behavioral health

• Bloodborne pathogen 
exposure counseling and 
treatment

• Option for patients who 
missed appointments 
and case closure

Access 
to Care

General access 
to care for 
appropriate 
injuries to 

eliminate travel 
to a provider in 

urban, suburban, 
or rural settings

Bring care to 
geographically 

dispersed 
workforce in 

remote locations

Provide care to a 
group of 

employees when 
no in-person 
health care 

options are in 
close proximity 

After-hours 
injury care 

Presenter
Presentation Notes
Let’s take a look at how some employers are using TM for occupational injury care and walk through some examples.Telerehab is connecting patients with licensed therapy clinicians to receive physical therapy for occupational injuries, all without having to leave work or home, or arrange transportation.  Think about how this positively impacts the patient experience.  Patients receive the therapy they need, providing improved access to treatment options, making it easier for the patient to engage, comply, and complete treatment plans. Early intervention and active therapy treatment for work injury have been proven to reduce primary care utilization, shorten restricted workdays, and reduce work absences. After a telerehab evaluation, injured employees may continue treatment via telemedicine or by an in-person visit. It depends on the severity of their injury and the employee’s personal preference.What can be seen - grade I and II upper and lower extremity strains/sprains, mild back and neck strains and sprains, repetitive use injuriesSpecialty Visits – many specialty visits are a great application for telemed.  Can shorten time required to see a specialist.Other opportunities include bloodborne pathogen exposures and ensuring employees have quick access to a clinician for counseling to minimize adverse impacts.While everyone is talking about telemedicine and asking about telemedicine, not many understand all of the components and how to implement it to be successful.  Next, we’ll focus on what a good solution looks like and some best practices.
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Telemedicine meets occupational injury care
What Types of Injuries Are Appropriate?

Initial Injury –
up to 30%
Strains, sprains, 
contusions, abrasions, 
simple burns, 
occupational dermatitis 

Rechecks –
up to 60%
Regardless of whether 
initial injury seen 
in-person or not
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1

Presenter
Presentation Notes
While TM definitely has a place in the occupational injury space, it isn’t applicable to all injury types.  Understanding the benefits of telemed, let’s take a look at how telemed applies in the WC space.  What types of visits can be seen in a TM visit?Initial Injury VisitsGrade I and II upper and lower extremity strains/sprainsFirst degree burns Back strains/sprains - without significant limitationsNeck strains/sprains - without significant limitationsContusions - without deformityAbrasions - partial thicknessContact occupational dermatitis (rashes)Tendonitis/repetitive-use injuriesRechecksLet’s take a look at what this process flow may look like if the nurse triage model is used.
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Communication
• Patient has clear 

instructions on 
return-to-work 
(RTW) process and 
home exercise 
program

• Employer notified 
immediately on RTW 
to support injured 
worker

• TPA/payor/managed 
care receives timely 
clinical information 
to support care 
continuum

Technology 
Platform
• HIPAA-compliant

• Video and audio

• Supports workflows

• Supports electronic 
medical records 
(EMR)

• Actionable reporting

• 24/7 support

Coordinators
• Greet patients

• Manage check-in 
and check-out 
process

• Confirm 
telemedicine 
appropriate

• Ensure specific 
employer workflow 
is followed

• Schedule future 
appointments, 
including 
telerehabilitation as 
appropriate 

Clinician 
Network
• Expertise and 

experience in 
occupational injuries

• Embrace 
telemedicine and 
technology

• Utilize same EMR 
across network for 
continuity of care

• Confirm in-network 
with payor

Winning programs distinguish themselves
What Does a Good Solution Look Like?
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Presenter
Presentation Notes
We’ve talked about how telemed can be used in WC, so now let’s focus on what the solution looks like.There are definitely things to consider when evaluating a telemed solution from the technology platform to the clinicians that will be providing the care to the patient experience.  And there are many companies that are just now getting into the space.  Lots of options but some due diligence will pay off in how effective your solution is and getting the desired results.  The technology platform and the clinician network are where areas of expertise are so important.Technology Platform – the connector between the patient and the clinician.Clinician NetworkContinuity of care is key to getting employees back to work faster.  Whenever possible the patient should be scheduled to see the same clinician.  Having the telemed solution integrated with the EMR platform helps a patient to receive continuous care if the patient needs an in-person visit to supplement a telemed visit.Coordinators 



©Concentra® 2019. All rights reserved.

Access points to care
How is Telemedicine Applicable in Occupational Injuries?

Nurse 
Triage

Injury 
Coordinators

Employer 
Direct

Patient engages first 
with nurse who follows 
clinical guidelines to 
offer telemedicine as 

appropriate

Employer provides 
instruction to access 

care and authorization 
for patient to make 
direct contact with 

telemedicine program 
coordinator and 

clinician

First Report of Injury 
(FROI) intake lines an 
offer telemedicine as a 

treatment option
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Presentation Notes
While TM definitely has a place in the occupational injury care space, it isn’t applicable to all injury types.  Understanding the benefits of telemed, let’s take a look at how telemed applies in the occupational injury care space.  What types of visits can be seen in a TM visit?Initial Injury VisitsGrade I and II upper and lower extremity strains/sprainsFirst degree burns Back strains/sprains - without significant limitationsNeck strains/sprains - without significant limitationsContusions - without deformityAbrasions - partial thicknessContact occupational dermatitis (rashes)Tendonitis/repetitive-use injuriesRechecksLet’s take a look at what this process flow may look like if the nurse triage model is used.
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5.0%

23.4%

38.3%

24.6%

8.1%

Focused on early and sustainable return to work
About Concentra Telemed:

Satisfaction Rates
YTD December 2018

2018

Physical Therapy 
Utilization*

YTD December 2018

Medical Utilization: 
Avg. MD Visits
YTD December 2018

Percentage of Cases 
with Prescriptions 
YTD December 2018

Average Case 
Duration (Days)
YTD December 2018

Head/Neck/Face

Torso

Upper 
Extremities

Lower 
Extremities

Other Injuries 
NOC/General

Concentra Telemed Injury Volume 
and Distribution
YTD December 2018

83% responded
Average rating 4.7 out of 5

0.0%

4.2%

2.4 Visits

Days

9
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Presenter
Presentation Notes
Total TelemedUtilization Management ReportPeriod 1/1/2018 through 9/30/2018Total - TelemedTelemedicine Activity ReportCurrent Month: September, 2018Year-to-Date: Period 01/01/2018 through 09/30/2018
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Controlled growth and expansion state by state
Planning and Strategy:

15
Dates may shift due to regulatory changes.
Last updated 2/15/19

Care coordinators 
are available 24/7 
in all states offering 
Concentra Telemed.

Currently live

Go-live in 2019

Go-live in 2020

Go-live Prohibited/
Limited by State Regulations
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Employer-direct telemedicine process flow
How is Telemedicine Applicable in Occupational Injuries?

Employee is injured at work 
and reports injury to HR manager who authorizes 

treatment and offers telemedicine

Employee agrees to telemedicine and 
creates a telemed account online via 

computer, smart phone, or tablet

Doctor reviews patient information and 
conducts patient visit, including 

evaluation, diagnosis, and treatment

After care coordinator completes intake 
with patient, patient is transferred to the 
clinician for assessment and treatment

Patient connects with the care coordinator who 
completes registration/intake

Once the visit with the clinician ends, 
the patient will be reconnected with 

care coordinator 

Care coordinator conducts patient check 
out, reviewing restrictions and scheduling 

any required follow-ups

After visit, employee receives paperwork 
via secure email; employer/payor receive 

reports per account instructions

1 2 3

6 5 4

7 8 9

Employee registers on the platform and 
requests a visit with the care coordinator
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Presenter
Presentation Notes
As we walk through this process, I’ll think you’ll see it’s a similar flow that is used for an in-person visit, but without the delay in getting to the clinician and faster start to treatment.Our workflow is straight forward. The injured worker would follow the standard process when they are injured. Most likely, they will present to their supervisor, and the supervisor will fill out an accident report form as well as the first report of injury (FROI) and then provide an authorization form for treatment to the employee, OR you have a nurse triage program and the supervisor will engage nurse triage and hand off to the patient, so the nurse can determine the level of care needed. At that point, telemedicine can be offered to the patient by either the supervisor or the nurse as a way to access care.The patient would be directed to a computer or smartphone to access www.concentratelemed.com or download the app. Once the patient goes to the app or online and completes a few demographic questions to register, they will appear on our platform. The patient will choose an available Care Coordinator and connect via video. We will then verify their identify and information. Once information is put into our system, the Care Coordinator will put the patient in a virtual waiting room to be seen by our clinician. The clinician will then complete a thorough medical assessment and provide the treatment plan to the patient. Once the clinician has completed the visit, if there is a follow-up required, the clinician will hand the patient back to the coordinator. The coordinator will schedule any necessary follow-ups or referrals and provide the patient with their status report and any restriction.Again, our goal is to deliver a very similar experience to the patient and employer as what is received in our medical centers, just done virtually.Post visit, we immediately send the Activity Status Report via secure email to the patient and the employer. In addition, the medical notes and bills will go to the right payor, adjusters and specialty networks based on how the employers account has been set up in our system. 
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Nurse triage to Concentra Telemed enhanced workflow
Patient Engagement:

17

Patient uses directions to register with 
Concentra Telemed via website or mobile 
app. Concentra care coordinator calls if 

patient doesn’t appear within 30 minutes.

Nurse offers telemedicine option and 
emails/texts access instructions to injured 

worker and sends report to 
Telemed@concentra.com

Patient is injured at work 
and calls nurse triage

Care coordinator uses nurse triage report 
to begin patient check in, thereby 
reducing data intake when patient 
presents on Concentra Telemed

After visit, employee receives paperwork 
via secure email; employer/payor receive 

reports per account instructions

Care coordinator conducts patient check 
out, reviewing restrictions and scheduling 

any required follow-ups

Once the visit with the clinician ends, the 
patient will be reconnected with care 

coordinator 

After care coordinator completes intake 
with patient, patient is transferred to the 
clinician for assessment and treatment

Clinician reviews patient information and 
conducts patient visit, including 

evaluation, diagnosis, and treatment

6 5 4

1 2 3

7 98

Presenter
Presentation Notes
Our workflow is straight forward. The injured worker would follow the standard process when they are injured. Most likely, they will present to their supervisor, and the supervisor will fill out an accident report form as well as the first report of injury (FROI) and then provide an authorization form for treatment to the employee, OR you have a nurse triage program and the supervisor will engage nurse triage and hand off to the patient, so the nurse can determine the level of care needed. At that point, telemedicine can be offered to the patient by either the supervisor or the nurse as a way to access care.The patient would be directed to a computer or smartphone to access www.concentratelemed.com or download the app. Once the patient goes to the app or online and completes a few demographic questions to register, they will appear on our platform. The patient will choose an available Care Coordinator and connect via video. We will then verify their identify and information. Once information is put into our system, the Care Coordinator will put the patient in a virtual waiting room to be seen by our clinician. The clinician will then complete a thorough medical assessment and provide the treatment plan to the patient. Once the clinician has completed the visit, if there is a follow-up required, the clinician will hand the patient back to the coordinator. The coordinator will schedule any necessary follow-ups or referrals and provide the patient with their status report and any restriction.Again, our goal is to deliver a very similar experience to the patient and employer as what is received in our medical centers, just done virtually.Post visit, we immediately send the Activity Status Report via secure email to the patient and the employer. In addition, the medical notes and bills will go to the right payor, adjusters and specialty networks based on how the employers account has been set up in our system. 
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Employer-direct telerehabilitation process flow
How is Telemedicine Applicable in Occupational Injuries?

18

After visit, employee 
receives paperwork via 

secure email. 
Employer/payor receive 

reports per account 
instructions.

The therapist completes the 
evaluation and treatment and 

initiates a home exercise 
program. The employee is 

scheduled for telerehabilitation 
follow-up or 

in-person follow-up, 
as appropriate. 

The employee logs in to 
their existing 

telemedicine account and 
connects with a care 

coordinator.

The care coordinator 
completes check-in and 

transfers the employee to 
the therapist.

2 3 41

Presenter
Presentation Notes
As we walk through this process, I’ll think you’ll see it’s a similar flow that is used for an in-person visit, but without the delay in getting to the clinician and faster start to treatment.
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Early and active participation a benefit
What About the Patient?

Importance of the Patient Experience
• Ease of use = happy patient

• Clinician who understands how to manage return-to-work and 
supports the patient on a positive path

• Engaged patient leads to better outcomes

What Patients Need 
• Access to a private space 

• Computer/tablet/smart phone, internet connection, email address

• Driver’s license or ID and authorization to treat

19

Presenter
Presentation Notes
We’ve talked about what a good solution looks like, how employers use telemed, considerations and keys to success, but what about the patient?  How do they fit into the telemed equation and what do they think about telemed as a delivery method of care?
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What Patients Are Saying

1-American Well 2017 Consumer Survey. 
2-BMJ Open “Telehealth and Patient Satisfaction: a systemic review and narrative analysis 2017
3-Software Advice 2015 Telemedicine Report.

Willing to see a doctor using 
video – nearly 70% of adults1

Patients with telemedicine visits 
– 90% satisfaction rate2

More than 50% say 
telemedicine helps increase 
their involvement in treatment 
decisions3

More than 20% cite “high 
quality of care” and “don’t have 
to travel” as benefits of 
telemedicine3

20

Presenter
Presentation Notes
While there has been much focus on the delivery of healthcare, those who deliver exceptional care know that delivering a highly satisfying experience to the patient pays off.  Patients are more engaged in their health, they have higher utilization rates, they will be back to work faster.  The same is true for telemed.Multiple surveys show that patients satisfaction is high and averages 90%.  Patients cite convenience, receiving same quality of care as an in-person visit.
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Customer pre-planning is paramount
Keys to Success

Implementation 
and Activation

• Identify and engage advocates within your organization

• Leverage existing processes and workflows

• Understand equipment needs and provide a private space

• Educate stakeholders in the injury process on what to expect to 
support the injured worker

Importance 
of Communication

• Provide resources so injured worker knows how to get to care

• Keep stakeholders informed on return-to-work post visit

• Review results – outcomes, satisfaction

Choosing Your 
Telemedicine/
Telerehabilitation 
Partner

• Choose solution partners wisely; expertise and experience matter

• Confirm an understanding of state regulations to ensure best 
practices are followed

• Ensure their technology platforms and clinician networks have the 
same requirements

• Understand fees

21

Presenter
Presentation Notes
We’ve looked at what a good solution looks like, but there are still some keys to success to consider.Well before implementation, need to start the pre-planning process.Important to start with state regulations, have a legal resource available to help wade through and interpret the many nuances of WC and TM regulations.  States have different forms, nuances which prohibit rolling out TM across the board without due diligence.Taking risks to roll out TM in states that have yet to define regulations.  Know that silence does not indicate approval.There are 8 states which still have regulations that prevent/limit TM for occupational injuries– AL, AR, KS, LA, NV, NY, OH, WA.Choose Partners Wisely The first question is can you provide the solution in-house or do you need to outsource?  If select the wrong partner may delay your implementation or keep you from achieving optimum results.  Seek a solution that includes partners that bring their area of expertise to the table.  TM is reliant upon a technology platform so best to pursue technology companies to provide.  Clinician networks need to be WC and occ health experts.  One vendor cannot successfully fulfill needs of both of these components.  Implementation & ActivationTo successfully implement a TM program, need to engage advocates within your organization. Especially important to engage your IT department early on.Don’t assume that all stakeholders are onboard with TM and expect some to have pre-conceived notions that you need to address.  Educating stakeholders and patients is an ongoing process.  Don’t let slow adoption become an impediment.  Seeing is believing so being able to demonstrate how the TM program works is beneficial to highlight ease of use to patients and clinicians.Internal Planning - Have a strategic and intentional plan that you can share with functional areas, and involve them early on in the process.  Leverage existing processes and workflows – remember TM is still a patient visit with a clinician.  The form of care does not differ; only how the care is delivered.  Don’t recreate the wheel.  Visit cost is the same.  Billing process is the same.  Should be able to follow the majority of your existing processes & workflows.  Implementing a telemed solution should not disrupt your current workflows.What about fees – you should not need to pay implementation fees for your TM solution.  Importance of CommunicationYou can’t communicate too much.  Keep TM in the forefront.  Celebrate successes and raise risks and issues.Reporting results is paramount – provide transparency 
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Tangible benefits
Success from Telemedicine

What You Can Expect
• Same quality of care as an in-person visit

• A highly satisfied patient

• Cost savings

• Increased productivity – less time away and shorter case duration

• Treatment starts faster which may decrease case duration

• Avoidance of higher costs of care such as emergency department visit

• Access to care and the right type of provider to support the best outcome

22

Presenter
Presentation Notes
When you plan appropriately, properly implement, engage the patient and create a positive experience, then you focus on the outcomes.
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Access guidelines
1. Access to a quiet, private location. 

The employee will need this for a private visit.

2. A computer, smartphone, or mobile device with a 
webcam and microphone. 
Concentra Telemed and Telerehab need video to work.

3. A valid photo id or drivers license and signed 
authorization form by employer.
It is also helpful to provide the “How to Use” document for 
access instructions.

4. An internet connection and active email address. 
The employee will need this to connect to their 
telemedicine visit.

• Desktop/laptop – www.concentratelemed.com

• Tablet/smartphone – Download the Concentra 
Telemed app via the Apple App Store or Google Play.

5. Customer support

Both employers and patients can contact 
telemed@Concentra.com for technical support and to 
address any questions on care delivery, case process, etc. 

Use a computer or smartphone to get treatment for initial injuries
Patient Journey:

23

Presenter
Presentation Notes
For the employee, we also have some materials about how to access TM, as well as frequently asked questions.  There is a phone number that is available during our operating hours which goes directly to our Care Coordinators. There is also a monitored email box at 'telemed@concentra.com' where authorizations or nurse reports can be sent directly to the care coordinator team.There is helpdesk phone support 24/7 for any technical questions. Our Care Coordinators can be also reached by phone during operating hours for any other questions.For both employer and employee materials, we'll work with you to customize communications which reflect your needs. 

http://www.concentratelemed.com/
mailto:telemedicine@Concentra.com
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Straight-forward billing same as a Concentra clinic visit
Employer Reporting and Billing:
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How we bill
• At fee schedule or usual-and-customary
• Based on clinical care delivered 

(injury type and service level)
• With 95 modifier
• With location code 02

Not required from customers
• Contracts
• Implementation fee
• Coordination fee
• Technology fee
• Language line fee
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Q&A

Presenter
Presentation Notes
FAQsDWC25 Form – Can we do it? Yes.How are services paid for?What does the state say? Ann has information
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