Teladoc Health™
Analytics Module

User Guide

P/N: MA-20188-003

© Teladoc Health, Inc. All rights reserved. Telodoc

HEALTH


<col> style changed [CK]
Old value: "width: 372px;"

New value: "width: 428px;"

10/17/2022 8:52:21 AM
-----


<col> style changed [CK]
Old value: "width: 218px;"

New value: "width: 310px;"

10/17/2022 8:52:26 AM
-----



Table of Contents

COPY RIGHT S 4
VIRTUAL CARE SYSTEM 5
OV ERVIEW 7
Analytics ModulePortal ... 7
Analytics Portal ..l 7
PerformanCe Re oIt ... 7
Automated Delivery ServiCe ... 8
Intended USe ... 9
ReQUITEM NS 9
D AT A ST 10
ApPOINtMENt Dataset .. 10
ApPOoINtMENt FIeldS . 10
Direct Video Dataset ... 10
Direct Video Dataset Fields ... ..l 10
ANALYTICS DASHBOARDS 11
Administrative Management .. 11
Program Management .l 12
Reliability 13
Appointment Overview Dashboard ... 15
AN Quality Survey ResuUlt . 15
Stroke Dashboard ... 16
ANALYTICS MODULE oo 18
Common FUNCtionality ... 19
B aVOI S 20
RO NS 20
Shared With Me 21
Recommendations ...l 21
COolleCtiONS ... 22
Telodoc 24/7 Technical Support

HEALTH +1(877) 484-9119



Explore Dashboard ... 23
Owner Dashboard ... 23
PrO OO S 23
WOrKDOOK . 26
WOrKSNE T 28
AUTOMATED DELIVERY SERVICE ... 33
SHARING AND SAVING . 34
SN 34
ANALYTICS GLOS S ARY 35
Terms for SESSIONS ... 35
TermsforDevice TIMe ... 36
Terms for Cases ... . 37
Terms for ApPOINtMENtS . 39
H P A A 41
Guidelines for COmMPpPlianCe ... ... 41
Access to Provider ACCESS ... 41
Discussion and Display of PHI ... . 42
Images and Video ... 42
Disclosure of PHI 42
CONTACT INFORMATION 43
Telodocw 24/7 Technical Support

HEALTH +1(877) 484-9119



Copyrights

© Teladoc Health, Inc. All rights reserved. This manual contains information including, but not limited to,
instructions, descriptions, definitions, firmware and software, which are proprietary to Teladoc Health.
Copyright information is protected under Title 17 of the United States Code. This information shall not be
copied, modified, or used in any manner that violate any rights of Teladoc Health. We will strictly enforce all
of our rights.

Patent(s):
https://teladochealth.com/patents/

THIS SOFTWARE IS PROVIDED BY THE COPYRIGHT HOLDERS AND CONTRIBUTORS “AS IS” AND
ANY EXPRESS OR IMPLIED WARRANTIES, INCLUDING, BUT NOT LIMITED TO, THE IMPLIED
WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE ARE
DISCLAIMED. IN NO EVENT SHALL THE FOUNDATION OR CONTRIBUTORS BE LIABLE FOR ANY
DIRECT, INDIRECT, INCIDENTAL, SPECIAL, EXEMPLARY, OR CONSEQUENTIAL DAMAGES
(INCLUDING, BUT NOT LIMITED TO, PROCUREMENT OF SUBSTITUTE GOODS OR SERVICES; LOSS
OF USE, DATA, OR PROFITS; OR BUSINESS INTERRUPTION) HOWEVER CAUSED AND ON ANY
THEORY OF LIABILITY, WHETHER IN CONTRACT, STRICT LIABILITY, OR TORT (INCLUDING
NEGLIGENCE OR OTHERWISE) ARISING IN ANY WAY OUT OF THE USE OF THIS SOFTWARE, EVEN
IF ADVISED OF THE POSSIBILITY OF SUCH DAMAGE.

Microsoft® and Windows® are either registered trademarks or trademarks of Microsoft Corporation in the
U.S. and/or other countries.

Last updated: October 2022
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Virtual Care System

Health systems view virtual care as an extension of their services; relying on a combination of software,
hardware, networks, systems, and people to work together to deliver improved access and care to their
patients.

Enabling healthcare’s only integrated virtual care platform, Teladoc Health powers virtual encounters at
clinics, healthcare facilities, and patient homes for an integrated experience across a multitude of use cases.
Built on our cloud-based network, Solo™ is the backbone to delivering care anywhere at anytime. It provides
users with everything they need to streamline their telehealth needs for fast user adoption.

Designed for healthcare, security, and reliability

Our cloud-based, patented network ensures the industry’s highest standards for protecting and securing
sensitive healthcare information. Our downloadable and web-based platform allows users to access virtual
care across a broad range of consumer and telehealth devices in a variety of clinical environments.

Within a single platform, users are in control of their virtual experience with a configurable dashboard to meet
the unique set of preferences for every user. Layer Solo into your existing health information technology
system investments, or use it as the foundation to close your workflow gaps with our software modules;
creating a solution unique to you.

With Solo, you can connect people, systems, information technology systems, devices, and third-party
applications to enable telehealth solutions across patient journeys. Whether launching a scheduled visit,
providing care for patients, Solo provides a core set of tools to deliver virtual care to users with an immersive,
patient-centric view of their clinical work flows.

24 ical S
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Overview

The Teladoc™ Health Analytics Module empowers a Practlce Admin W|th the data to analyze their telehealth

programs*-ean-analyze-theirtelehealth-program.
Automated-Betivery-Serviee— In conjunction with Smart Notes admlnlstrators can track cllnlcal performance

( NOTE: Access the Analytics portal at https://analytics.intouchhealth.com/ J

( NOTE: See the MA-20165 Practice Admin and-MA=2647+Sete-Practitioner-Seheduter-User Guide. ]

Analytics ModulePortat

The Analyitcs ModulePertat provides interactive dashboards to enable users to spot patterns and trends
quickly; revealing everyday opportunities and hidden insights. It consists of the Analytics Portal,
Performance Report, and Automated Delivery Service.

Analytics Portal

Tableau Data Warehouse Data Refresh

Performance Report

The Performance Report provides a high-level snapshot of the telehealth program to enable tracking of
clinical performance for improved patient care.
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Automated Delivery Service

The Automated Delivery Service allows users to access their own proprietary analytics in an automated
fashion by transferring files on a daily basis using a secure file transfer protocol (SFTP), so users can
manipulate their raw data using their own internal tools.

« Appointments: 3 years of data based on Appointment Time (UTC).

» Cases: 3 years of data based on Created Dates.

» Sessions: 3 years of data based on Start Time (UTC).

» Stroke Notes: 3 years of data based on Appointment Time (UT).
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» Device Uptime: 3 years of data based on an Uptime Date.

ITH Data set
sent securely

-

Data
Warehouse

Customer
FTP Client

Intended Use

The Analytics Module is intended to provide visual analytics and interactive dashboards that allow the user to
spot patterns and trends quickly, revealing everyday opportunities and hidden insights.

Requirements
The Analytics Module is designed to run under the Teladoc Health Solo platform.

( NOTE: Refer to Teladoc Health Practitioner-Scheduler User Guide MA - 20171. J
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Data Set

The dataset is a set or collection of data collected as part of the Teladoc Health Analytics software module.

Appointment Dataset

Next to each time field in the Appointments dataset, which is stamped with the local time based on the
practice's time zone, is displayed. Users do not need to convert time.

Appointment Fields

Appointment Created Time
Appointment Time
Appointment Start Time
Appointment End Time
Patient Last Response Time
Wait Start Time

Wait End Time

Videocall Start Time
Videocall End Time

Direct Video Dataset

Clients can view Direct Videocalls datasets from sessions that occur on-demand or that were scheduled

without a prior appointment.

Direct Video Pataset-Fields

Practice

Care Location
Practitioner
Videocall Start Time
Videocall Stop Time
Videocall Type

Teladoc.
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Analytics Dashboards

The Analytics Portal dashboards have multiple easy to use dashboards for analysis and specific for
administration, program management, reliability, appointment overview, and stroke timelines.

NOTE: Time displays on all bars used for dashboards are in the format of hh:mm:ss. This applies to
the Program Management and Stroke dashboards.

Administrative Management

Program Management

Reliability
Appointment Overview

A/V Quality Survey Result

Stroke Timeline

Administrative Management

The Administrative Management dashboardis allows stackholders to plan and oversee everarching-business-
decisions toward the success of their telehealth program. Stackholders can view monthly, quarterly and
annual trends around the number of sessions, device usage, and staffing.

( NOTE: Only device based sessionvirtaal-enreounter data is provided; no WebApp data. ]
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. Sesmcn Date
Program Overview a0

Program Type Detace Owner Buildmg Owner Service Provider Program Owner
l \r.... oy, Acte Soke All | Al | |talm | | Sprngfield Genenal Hospaal

. Be.a Joral Health .
Program Type Device Famuly User Specaaley Care Lecation Tupe

Number of Records

10 5 37 21 1,410

Number of Sessions by Program Type

Quaarter of Session Time [2020]

Program Management

The Program Management dashboard is genera#yhused by program managers clinical coordinators, and
schedulers to drill down to a per session level—Fhi
users to view their sessions, care locations, and more by standard KPIs such as the number of sessions or
average session length.

( NOTE: Only device based session data is provided; no WebApp data. ]

eﬁe%&regf&m—lt allows users to see what thelr average session Iength is per service

line in order to locate spot outliers and/or new patterns. As an example, if a typical stroke call is 9 mins, yet a
stroke session takes 35 minutes, the program manager could drill down into the 35 minute outlier to discover
who the physician was, etc. to form a hypothesis as to why it took significantly longer than normal.

TelodoC 24/7 Technical Support -12-

HEALTH +1(877) 484-9119


Deleted [CK]
10/12/2022 10:08:05 AM
-----


Deleted [CK]
10/12/2022 10:08:05 AM
-----


Added [CK]
9/15/2022 3:33:21 PM
-----


Deleted [CK]
10/12/2022 10:11:10 AM
-----


Added [CK]
10/12/2022 10:11:24 AM
-----



g Duration (men) ers Care Locations Number of Records
208 10 7

Session Duration Analysis (min)

USERS

Sessions

Reliability

The Reliability dashboard is >used by program, technical, and operation managers to verify that their fleet of
devices are “healthy”. This Pregram-Management-dashboard allows users to investigate device survey data
and view results with real time analysis.

The functionality is to:

 validate that devices are running in the correct departments.
 validate that devices are operating with high up-time percentages.
e track open cases.

e analyze survey ratings.

An Fer-example of how ;a user can guiekdy-view whether thatall devices are up and running smoothly. If a
deviceene goes down, they can open a help ticket ap-with our Technical Assistance Center toand track the

case-to-ensure-thatthe-problem-has-beenreselved.
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Device Vitals

Date Device Sariad Care Location
Activity for selected device(s)
Total Numbar of Sessions adi Total Users . User Survey Rating
11:14:59:59 479.0 00:34:46 10,0 4.00
Device Info

Bvg User Survey Rating  Dewice Serial  Device Family  Device Model  Care Location Care Location Type Mot Becent Use Avg Uptime In Percent Monaorieg Leved (C

All Cases
Open ar Closed Case?

Cane Mumiber Acqount Name Device Serial Beason Far Case ayof Created Date Gpenge Ciosed Cove?

Survey Ratings

Swesion Tiena Program Type Digny Nama
Summary
Program Types. Total Users Devices Number of Records
1,494
Rating per Program Rating per User
| ]

A vy i Triom Bgvemier 54, 2030 10 Februany 4 2001 1 1ot inchuded in this detast dut 10 technical chalienges.
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Appointment Sverview-Dashboard

The Appointment Overview dashboard is gereralty used by multi-level executives and directors, and
program managers to track virtaal-encounters-using Teladoc Health's Web App to-Stakehotders-ean identify
whether an encounter was completed, incomplete, left without being seen, etc, and who the physicians in the
session. It includes a bar chart that aggregates the number of appointments conducted daily, monthly,
quarterly, and yearly views.

( NOTE: Only WebApp data is provided; no device based sessionvirtaat-erecounter data. ]

Avg. Waiting Duration (Minutes) Avg. Call Duration (Minutes) Number of Records Total Duration (Minutes)

65.6 617.7 365 110,559.4

Appointment Status

Appointment Reascn

& of Appointments

4 § 3 ;
B | | | '
N b Er Y
spn
|
2
g

Waiting Rooms Care Locations
_ 312 SB Health Hospital 101420
- SB Health Memarial 102493

Iz SB Demo Reom 081995
|
|

Users

Goleta Medical 122094
Goleta Care 719900
Goleta Demo Room 123493

m

A/V Quality Survey Result

The AV Quality Survey dashboard allows customers to view their mandatory (thumbs up vs thumbs down)
survey results to better understand what they are doing well and where they can improve. The A/V Quality
Survey dashboard includes a time slider so clients can choose a specific time frame.

The following metrics are provided:

Total survey count split up by Provider, Patient, and Guest
Provider, Patient, and Guest Survey Results

Top 5 Good vs Bad Provider Ratings

Top 5 Good vs Bad Waiting Room Ratings

a bk wbnh -

Top 5 Audio and Video Quality Reasons

Te|QdOC 24/7 Technical Support -15-
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6. Good vs Bad Calls Trended Monthly

7. Raw Survey Results for Greater Analysis

130,112
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Stroke Dashboard

The Stroke dashboard is used by program managers and clinical coordinator to extract, aggregate, and
compare stroke data to other programs in their health system, as well as against a set of Joint Commission’s
standardized performance measures to identify areas of improvement as patients move across the care
continuum.

NOTE: Customer must have a SmartNotes 4 stroke template to use this dashboard.-4+is-compatible-
with-the-Smart-Notes4-template.
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Analytics Module

The Teladoc Health Analytics software module is used by Practice Admins from the Solo platform.

1. Select Analytics using the left navigation panel within Solo.

® 8 B B B 0N
o

2. Use the dashboards to flow from Projects to Workbooks, to Worksheets.

NOTE: To learn how to navigate thru project and workbook screens, see the Resources
section below.

TQIQdOC 24/7 Technical Support
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Resources.htm

urmert 11

Common Functionality

Key Icon Description

1 Home: Click on the Home icon to return to the Analytics Home page.

2 Q) Bearch for views. metrics, workbools, and more Search: Type in the Search bar to search the Analytics portal.

Content type

@ @ = & )

Owner

3 Question: Select question mark for Server Help, Support, and About
@ Tableau Server.
O Bearch Help
Server Help
Support

About Tableau Server

4 (7 & Alert: Click on the Alert icon to check for alerts and notifications.

TelodoC 24/7 Technical Support -19-
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Key Icon Description

5 Profile: Configure Personal Spaces, My Content, My Account Set-
@ A @ tings and Make This My Start Page, and Sign Out.

Personal Space

My Content

My Account Settings
Make This My Start Page
Sign Qut

6 . Left Navigation Panel: Users manage their Analytics portal using the
e features available from the left navigation panel.

Start Exploring: Users can explore the Analytics Portal using the Start
Exploring button.

8 Home Page Dashboard Home Page Dashboard: Users can view their most recent analytical
dashboards using Recents for Active Users Dash, and Usage by User,
and Status Overview by WR, and Recommendations for the Corporate
Dashboard, Daily Usage, and Appointment Status, and Free Training
Videos for Tableau.

Favorites
There are many ways to favorite projects, workbook, and more.

1. From the project or workbook, check the box for each item you wish to make favorite star icon

2. Select Favorites from the left navigation panel or use the Actions drop down.

Favorites

Drag and drop items in grid view to reorder your favorites. Access your custom order using the Sort By menu.

Select All Content Type:  All v SortBy: Custem - E oy ¥
Type Name Actions  Value Owner Modified
O % [@]  Appointment Status Feb 10,2020, 9:44 AM

3. Customize your favorites by Name, Type, when Modified, Date Added, and Custom.

Recents

Easily access your recent work to take Action, or view a Workbook, Last accessed at information, Location
, and Owner information by selecting Recents from the left navigation panel. Check the box next to a
workbook or project to enable the Actions drop down menu.

TelodoC 24/7 Technical Support -20-
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Recents

® =2

Type Mame Actions  Value Workbook
A
W ] g I] Appointment Status Appointment Overview
@ Recen
[ I] Program Overview e Administrative Management

%8 .

O w m| Daily Activity e Administrative Management
Q

O g —I] Program Management s Program Management

Shared with me

Shared with Me

it}
@
e
D
Q@ I(—C/ ™y

Itemns shared with you will be stored here.

Select All Sort By

4 Last accessed at

26 minutes ago

30 minutes ago

3days ago

4 days ago

Get quick access to items shared with you—no need to search your inbox for a link,

Recommendations

Teladoc Health provides recommendations
analytical insights.

TelodoC 24/7 Technical Support
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Teladet

Recommendations

G‘j Recommendation Type: ShowAll
@ a8
w
@ CARE LOCATION METRICS
—
82 —
—
—
Q Recommendations e—
—
Care Locations @ 215 §% 0
Program Management
Collections

Collections let you gather related items into an easy to access list. With a collection, you can keep a
collection private or share it with others.

( NOTE: This feature is not used by users at this time.

Collections

&

All

p-

MNew Collection Select All SortBy: MName(a-z)t w B ~ Y

w1

2 (3

t Name Actions Owner Items  Created Modified

5 f%  Cheryl Kelmar's Collection @ Private Cheryl Kelmar 0  0ct13.2022,5:19PM  Oct13,2022 5:19 PM

)

)

O]

Explore

Select Explore from the left navigation panel to explore all of your projects, workbooks, worksheets, and
analytics for your practice.

The dashboards to explore include:

Explore
Owner

TelodoC 24/7 Technical Support
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#Owner

Project

Explore Dashboard
You can view each dashboard in a list or grid view.

Explore

o~ Hew = Salect All

@ BIPOTE he yMame Acticns  Projects

Owner Dashboard
The owner dashboards are customized for each owner.

o

Centent 2

Mow v Seloct Al

Projects

Open a project from the Analytics Portal dashboard by clicking on Favorites, Recents, or Recommended
folders on the Home page, Explore on the left navigation panel, or search for a project using the search bar.

Telodoc 24/7 Technical Support 3.
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Explore / Demos @ Q| Search @ N @
® @606 ® @ ®
,—, Demos % © -
_ @
| Mow v | Select All @ Content Type:  All * SonBy Type v BE - v
Name Actions  Vabue @d o
O 4 [} Administrative Management Oct 23, 2019, 11:43 AM —
O ¢ [@  Appointment Overview Fe 10, 2020, 9:44 AM
Moadied onsafter
O 1 [@  ProgramManagement Analytics Admin  Apr 12,2019, 3:18 PM
Modaified on/before
O % @&  Appointments Analytics Admin  Jan 29, 2020, 2:48 PM
O ¢ B  Sessions Aralgtics Admin  JulIL20I0, ILD2AM Lo on/ae
My tavorites
Key Name Icon Description
1-8 Common Ele- See common elements in the Analytics Module section Common Element
ments
9 New New » Select All New: NOT USED
Workbook
10 Select All Select All: Select Clear All and an Action drop
down menu will be activated for you to Share,
Move, Rename, and more. See Actions below.
11 Content Type Content Type:  All J Content Type: Use the Content Type dropdown to
[ Projects (O) select All or put a check in the box in front of the
[0 workbooks (3) content type.
] Metrics (0)
[] DataSources (2)
] DataRoles (0)
Options
] Show Workbooks as Views
12 Sort by Type Type  w Sort by Type: Use the Type drop down to sort by
Name, Type, Owner, and Modified.
Name
« Type
Qwner
i Modified
13 Sort by View Mame(a-2)t + IS Sort by View: Use the Sort Log View dropdown
for a Grid or List View.
Grid View 1
+ List View =
Ielodoc 24/7 Technical Support

HEALTH

+1(877) 484-9119

-24 -


Added [CK]
10/17/2022 8:32:13 AM
-----



Key Name Icon Description
14 Sort by Filter Name(a-z)t » 8 v T Filter: Use the Filter icon to filter by Owner,
P Modified on/after, date Modified, date created,
o ' and favorite.. The owner must exist.
* w
Qwner
Modified on/after Clear
Jan 29,2001 . Use the arrows for the calendar.
Modified on/befare
Created on/after < Jan 2021 -
Created onsbefore SMTWTF S
- 27282930311 2
My favorites 3 45 6 7 8 9
10 11 12 13 14 15 16
17 18 19 20 21 22 23
24 25 26 27 28 29 30
3112 3 45686
15 Select Row Mo | stictan cumas | b somm - Select Row: Click on the Select Rowcheck box to
e e enable Actions for each selection.
2 k[ Administratve Management
16 Type Type: View each item type.
Type
=
17 Name Name: Search for a Name. Configure your list in
Type t Name . . A
ascending or descending order using the arrow to
the left of the Name header. Click on the star icon
7 = Demos to designate it as a favorite.
18 Actions e Act!ons: Selept the three (3) ellipsis under the
Actions heading to use the drop down menu.
Share...
Tag...

Teladoc.

HEALTH

24/7 Technical Support
+1(877) 484-9119

-25-



Key Name Icon Description

19 Owner Owner: The names of owners appear below the
Owner heading Owner. Click on an owner's name to view
their dashboard, as seen above.

20 Modified Modified: Not Used.
SortBy: Modified (oldest) t =

Workbook
From your project Name, -from-the-Analytics-Portal-dashboard-te open athe Workbook-dashbeard. All

workbooks date ranges are updated with the most recent quarter.

@ Administrative Management = @ (@
®

- Modified Oct 23, 2019, 11:43 AM ®

® @
Views s Data Sources 1 Connected Metrics Subscriptions ¢
Select All SortBy: Sheet (first-last) ¢« = o
@ @
@ @ Type Name Actions  Views (all-time) t Sheet
O bk [n] Program Overview . 550 1
O ¢ [  DailyActivity 242 2
Y [ Devices 63 3

Key Name Icon Description

95 Views Views 5 Views: Select Views to view workbooks. The number
indicated is the number of workbooks.

106 Data Sources Data Sources Data Sources: Select Data Sources to view data
sources for your workbook. The number indicated is the
number of data sources. Data sets are limited to 3 years.

11# Connected Metrics Comected Metrics o Connected Metrics: Select My Connected Metrics to
view metrics regarding your connection. The number
indicated is the number of connected metrics.

128 Subscriptions Subscriptions o Subscriptions: Select Subscriptions to view users sub-
scribed to your network. The number indicated is the num-
ber of subscriptions.
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Added [CK]
10/17/2022 8:19:19 AM
-----


Deleted [CK]
10/17/2022 8:19:18 AM
-----


Added [CK]
10/17/2022 8:19:19 AM
-----


Deleted [CK]
10/17/2022 8:19:18 AM
-----


Deleted [CK]
10/17/2022 8:19:18 AM
-----


Added [CK]
10/17/2022 8:58:11 AM
-----


Deleted [CK]
10/17/2022 8:58:11 AM
-----


Added [CK]
10/17/2022 9:03:41 AM
-----


Added [CK]
10/17/2022 8:58:11 AM
-----


Deleted [CK]
10/17/2022 8:58:11 AM
-----


Added [CK]
10/17/2022 9:03:41 AM
-----


Added [CK]
10/17/2022 9:02:04 AM
-----


Deleted [CK]
10/17/2022 8:58:11 AM
-----


Added [CK]
10/17/2022 9:04:47 AM
-----


Added [CK]
10/17/2022 8:58:11 AM
-----


Deleted [CK]
10/17/2022 8:58:11 AM
-----


Added [CK]
10/17/2022 9:04:47 AM
-----



Key Name Icon Description
139 Sort by Workbook Sheet (first-last) 1 Sort by Workbook Use the Sort by Workbook dropdown
to sort your workbooks.
« First=Last
Last-First
Name
Viewed by Users
« Sheet
148 Sort by View Name(a-z)t » B w Sort by View: Select a Grid View or List View using the
View icon.
Grid View i
o List View = 2
15+ Select Row Nows | St cewar | leenssecsd Acoom s Select Row: Click on the Select Row box to enable
e e Actions for your workbook
@ k[ Adenistratve Managernant
162 Favorites Demos % Favorites: Click on the start icon to make this project one
L o of your favorites.
173 Type Type: Type describes the type of workbook.
jm)
184 Name Name: List of Name of your workbook.
195 Actions Actions  Views (all-time) Actions: Select the three (3) ellipsis under the Actions
heading to use the drop down menu to to Edit View,
560 Share, Tag, and more.
Edit View
Share...
Tag...

Teladoc.
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Added [CK]
10/17/2022 8:58:11 AM
-----


Deleted [CK]
10/17/2022 8:58:11 AM
-----


Added [CK]
10/17/2022 9:04:47 AM
-----


Added [CK]
10/17/2022 8:58:11 AM
-----


Deleted [CK]
10/17/2022 8:58:11 AM
-----


Added [CK]
10/17/2022 9:05:52 AM
-----


Added [CK]
10/17/2022 8:58:11 AM
-----


Deleted [CK]
10/17/2022 8:58:11 AM
-----


Added [CK]
10/17/2022 9:07:19 AM
-----


Added [CK]
10/17/2022 8:58:11 AM
-----


Deleted [CK]
10/17/2022 8:58:11 AM
-----


Added [CK]
10/17/2022 9:07:19 AM
-----


Added [CK]
10/17/2022 8:58:11 AM
-----


Deleted [CK]
10/17/2022 8:58:11 AM
-----


Added [CK]
10/17/2022 9:07:19 AM
-----


Added [CK]
10/17/2022 8:59:12 AM
-----


Deleted [CK]
10/17/2022 8:59:12 AM
-----


Added [CK]
10/17/2022 9:07:19 AM
-----


Added [CK]
10/17/2022 8:59:12 AM
-----


Deleted [CK]
10/17/2022 8:59:12 AM
-----


Added [CK]
10/17/2022 9:07:19 AM
-----



Key Name Icon Description

2046 Views _ ) Specific Views: Use the arros next to Views to select
Actions t Views (all-time) . . . .
ascending or descending order. The number indicated is
the number of workbooks.
55
61
63
242
560
2147 Sheets Sheet: Use the arrows next to Sheets to select ascend-
4 Sheet . . L .
ing or descending order The number indicated in the num-
ber of sheets.
5
4
3
Worksheet

Each worksheet is associated with a workbook.

G Fouse @ askoste [ veworpns QA s A st o) s [P Cownoss [ Commenn 1 Rsoreen
Prograem Overview | Daily Actety | Devices | Usars | Care Locations

. Session Dute
Program Overview iz wmo
Program Type Dwnvice Cwnar Building Cwner Serice Proveder Brogram Crwrr
W Baru L Sarrn BarDars WeMR Nt w | |oam »| |jan | | (A
W Heurclogy. Acuse Stroke
B Pediatrics
B Tramsfur Cortter f Call Canter Program Type Davice Famiy User Specialy Cane Location Type

mra WG 207 g3 2007 G 8 g gz e g3 08 0% P T
Quarter of Session Time
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Added [CK]
10/17/2022 8:59:12 AM
-----


Deleted [CK]
10/17/2022 8:59:12 AM
-----


Added [CK]
10/17/2022 9:08:33 AM
-----


Added [CK]
10/17/2022 8:59:12 AM
-----


Deleted [CK]
10/17/2022 8:59:12 AM
-----


Added [CK]
10/17/2022 9:08:33 AM
-----



<~ Explore / Demos / Administrative Management / Program Overview 7§ o

2 Refresh [ Pause

Program Overview | Daily Activity | Devices = Users | Care Locations

® D AskData  [] View: Origina
© ®

O Aerts of share L1 Download [ Comments Full Screen

@ ® @ ® @

Key Name Icon Description
1 <Sheet Name> and Name: Name of Sheet and Favorite status.
Favorite <~ Explore / Demos / Administrative Management / Program Overview
2 View Device Layout i i Device Layout:Select Device Layoutt to
Device Layouts X . .
configure your view on your Desktop, iPad,
[ Desktop 0 Phone or iPhone.
3 View Data Data Source: Select Data Source to view
Source the data sources for your workbook.
4 Search I Q_ bearch - Search: Select the search icon to search
this worksheet. Enter text in the Search box.
5 Search Favorites Search Favorites: Select Select Favorites
to view favorites
| P Search favorites |
You don't have any favorit
To find content )
6 Help Help: Select the help icon and then type a
0 key word in the Search Help field for Server
Help, Support, and more.

Teladoc.

HEALTH

24/7 Technical Support
+1(877) 484-9119
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Key Name Icon Description
7 Alerts ® E Alerts and Notifications: Select the Alerts
J icon to check your alerts and notifications.
No alerts
1. Open the Alert tab
2. Set the following:
« Condition: Set terms
o Threshold: The magnitude
or intensity.
« Subject: Name your Alert
« Send Email: When the
condition is true, determine
time for the alert
« Recipients: Add recipients.
8 Profile Profile: Select the colored profile circle to
® & @ manage Personal Space, My Content, My
Personal Space Account Settings, and Sign Out.
My Content
My Account Settings
Make This My Start Page
Sign Out
9 Contro|s — Controls: Use the Controls tab to UndO,
@ Reen G Puse Refresh, Password Reset, and more.
10 Ask Data Data O < W@y Ask Data: Select Ask Data to query
£ Search o information from your workbook data.
Abe Building Owner B
abe Care Location
@ Care Location City
& Care Location Cou...
@ Care Location State Device Family
abe Care Location Street Detalls
ave Care Location 1‘;.'92 A< String
& Care Location Zip 2 unique values
abe  Device Family
abe Device Model Domain Values
abe Device Owner RP-Lite
ave Display Name Wici
ape First Name
Ielodoc 24/7 Technical Support

HEALTH

+1(877) 484-9119
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Key Name Icon Description
11 View Original Custom Views % View Original:
Save the current filtered view so you can
Cave Custom View revert back to an view at a later time.
_ 1. Open the View: Original tab
MNarme this view
| Title your view in the text box
Check off Make it my default or
[] Make it my default Make it public .
4. When finished Save
My Views
MNothing saved yet
Other Views
[ Criginal (default) Kewin Davidson
12 Alerts e |J:'1- Alerts: Select the Alerts icon to view and
= configure your alerts and notifications. See
Mo alerts above.
13 Edit Edit: Not used.
* -
& Edit
]
14 Share [i] Program Overview Share: Select Share View to share your

Only people with permission can see this view.

Share with people

Enter a username.

Share using a link

https:/analytics.intouchhealth.com/t/DEMO/views /Administ | & Copy Link

<> Copy Embed Code

view with others.

Teladoc.
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Key Name Icon Description
15 Download Download: Use the Download icon and the
Download XK
format from the drop down menu.
Select your file format. 1. Image: Download an image of the
view in .png format.
| Image I |
‘ 2. Data: Open a new window and
preview.Crosstab: Cross tab
[ Crosstab ] downloadsas csv. files
| OOF | 3. PDF: Download a PDF of selected
sheets
| PowerPoint |
16 Comments [}) Download [ J comments [ Full Screer Comments: Select the Comments icon to
view, edit, and add comments.
Comments X
No comments on this view.
@mention someone in your comment
to notify them
Add a comment
@mention to notify someone
[MHd
17 Full Screen Full Screen: Select Full Screen to view

F—
=, Full Screen

your screen in full view without the tool bar
and any footers.

Teladoc.
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Automated Delivery Service

For customers who have their own analytics team and just want raw data, the Teladoc Health Automated
Delivery Service provides automated data sharing with secure file transfer protocol. If applicable, files will
include Patient, Provider, and Binary Survey Data.

( NOTE: The daily .csv file includes raw data from the previous day (near-real time).

The data sets we provide are:

» Sessions (Device Only)

Appointments (Solo)

AV Quality Surveys

Patient Surveys (custom)

Provider Surveys (custom)

Smart Notes 4 Template (coming soon)

Telodoc 24/7 Technical Support 33,
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Added [CK]
10/12/2022 10:34:10 AM
-----


Deleted [CK]
10/12/2022 10:34:26 AM
-----


<p> class added [CK]
New value: "Note"

10/12/2022 10:34:41 AM
-----


Added [CK]
10/12/2022 10:34:10 AM
-----


Added [CK]
10/12/2022 10:34:10 AM
-----



Sharing and Saving
Download the-raw data and share with others in the following ways: asseciated-with-a-specific-fitered-view-

1. Image: Download an image of the view in .png format.

2. Data: Open a new window and preview data in summary and full data view.

3. Crosstab: Cross tab downloads of the current view as .csv files.

4. PDF: Download a PDF of selected views.

5. PowerPoint: When you export a workbook to Microsoft PowerPoint format, selected sheets become
static PNG images on separate slides. If you export a story sheet, all story points export as separate
slides. Any filters currently applied in the Analytics Portal are reflected in the exported presentation.

Share

Share the dashboard with other users using embedded code or copy and paste a link into your personal web
page, blogs, wiki pages, and other web applications. Once you select an option of either Embed Code or
Link, select Email for a new email with a subject of the title of your dashboard and the link contained in the
body of the email.

ES

share View

Lart Maonth’s Videsad Qata
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Deleted [CK]
10/12/2022 10:27:35 AM
-----


Added [CK]
10/12/2022 10:27:42 AM
-----


Deleted [CK]
10/12/2022 10:27:35 AM
-----



Analytics Glossary

The following terms are used in the document to describe the Analytics Module.

Terms for Sessions

Field Definition

Building Owner A health care organization that owns the care location of the InTouch Health device (Name of the
Salesforce account that's linked)

Building Owner City City in which health care organization owns the care location of the InTouch Health device
Building Owner Country Country in which health care organization owns the care location of the InTouch Health device
Building Owner State State in which health care organization owns the care location of the InTouch Health device
Building Owner Street A health care organization's ID that owns the care location of the InTouch Health device
Building Owner Zip Zip code of which health care organization owns the care location of the InTouch Health device
Care Location Specific location associated with an InTouch Health device where care can occur (if there are

products associated with one location, we count that location 3 times)

Care Location ID ID of the location associated with an InTouch Health device where care can occur (if there are
products associated with one location, we count that location 3 times)

Care Location Type Describes the setting in which the device operates

Device Family Type of device

Device Model Sub-type of device

Device Operating System Operating system used by the device

Device Owner Health care organization that owns the InTouch Health device
Device Serial Serial number of the device

Device Software Version Version of software used by the device

Display Name Name of user as it appears on Provider Access

Duration (minutes) Duration of session in minutes

Duration (seconds) Duration of session in seconds

First Name First Name of User

Internet Connection Type Wired, WiFi, or Cellular

Last Name Last Name of User

Monitoring Level TAC (Technical Assistance Center) helps monitor the device (Monitor, Limited Monitoring, Corporate

Monitoring, Not Monitor)

Multipresence One provider access software user connecting to multiple remote presence devices
Network Connection Type Type of network connection used by the device
Program Clinical category that a session was conducted for (Access Group)

TelodoC 24/7 Technical Support -35-
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Field Definition

Program Owner

Owner of clinical category that a session was conducted for

Program Owner ID

ID of owner of clinical category that a session was conducted for

Program Type

Type of clinical category that a session was conducted for

Provider Access Software Device Type

Software device type a provider (usually a physician) uses to access a remote presence device.

Provider Access Software Operating System

Software operating system a provider (usually a physician) uses to access a remote presence device.

Provider Access Software Version

Software version a provider (usually a physician) uses to access a remote presence device.

Salesforce Region

Potential sales opportunities for various customers

Service Provider

Care provider

Service Provider ID

ID of care provider

Session Health

Initially defined as 100, decreases as audio loss and ping average increases

Session ID

ID of a session

Session Time

Time of session

Session Time (UTC) Time of the session (Coordinated Universal Time)
TIC Robot A session from any user to a TIC location that is 1 minute in length or longer (Robot_IsDemo = 1)
User Group Grouping of users
User ID Unique identifier for the user
User Specialty The user-selected area of medical expertise (for reference purposes only)
Username Login used by person with access to the InTouch Health network
Terms for Device Time

Asset Product Specialist

Field Definition

Caretaker of robot in terms of general oversight and technical development

Building Owner Account ID

Unique identifier of a health care organization that owns the care location of the InTouch Health
device (Name of the Salesforce account that's linked)

Building Owner Name

Name of a health care organization that owns the care location of the InTouch Health device (Name
of the Salesforce account that's linked)

Care Location

Specific location of an InTouch Health device, within a Care Network

Care Location ID

Specific location ID of an InTouch Health device, within a Care Network

Device Family

Type of Device

Device Model

Sub-type of device

Device Owner Account ID

Unique identifier of a health care organization that owns the InTouch Health device (Name of the
Salesforce account that's linked)

Teladoc.
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Field Definition

Device Owner Name Name of the health care organization that owns the device at the care location
Device Owner Product Specialist Product specialist of the health care organization that owns the device at the care location
FMS Product Specialist Current Fleet Management Service Current Program Types, Location Types, and User Specialties
FMS Product Specialist Historical Fleet Management Service Past Program Types, Location Types, and User Specialties
Monitoring Level TAC (Technical Assistance Center) helps monitor the device (Monitor, Limited Monitoring, Corporate
Monitoring, Not Monitor)
Serial Number Unique number given to a device
Uptime Date Date in which robot is available for a session
Uptime Day Day in which robot is available for a session
Uptime in Hours Hours in which robot is available for a session
Uptime in Percent Percentage of time that a robot is available for a session
Uptime in Seconds Seconds in which robot is available for a session
Uptime Month Month in which robaot is available for a session
Uptime Quarter Quarter in which robot is available for a session
Uptime Weekday Weekday in which robot is available for a session
Uptime Year Year in which robot is available for a session
Terms for Cases
Account ID Unique alphanumeric identifier for an account (Name of the Salesforce account that's linked)
Account Name Name of account (Name of the Salesforce account that's linked)
Age Days Number of days the cases have been open
Building Owner An organization that owns the facility where the device is located
Building Owner ID Unique alphanumeric identifier of a health care organization that owns the care location of the

InTouch Health device (Name of the Salesforce account that's linked)

Case Number Case number of the uptime failure

Closed Date Date and time the case was closed

Corrective Action Action was taken by InTouch Health to resolve uptime failure

Created by ID Unique alphanumeric identifier of individual who created case

Created Date Date and time the case was created

Customer Demo Indicator of whether the demo was by a customer

Customer Involved Indicator of whether the customer who experienced the issue was involved

TelodoC 24/7 Technical Support -37-
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Dimension/Measure Definition

Date Time Resolved

Date and time that issue was resolved

Description

Reason why case was reported

Device Owner

Owner of device that experienced uptime failure

Device Owner ID

Unique alphanumeric identifier of the owner of the device that experienced technical difficulties

Failure Sub Types

Sub type for uptime failure

Failure Types

Reason for the uptime failure

Is Closed

Indicator determining whether the case is closed

Last Modified by ID

Unique identifier of individual who last modified case

Last Modified by Date Date and time of last modification to case
Location ID Unique identification of the location
Origin The root of the uptime failure

Out of Box Failure

Indicator of whether the product failed upon first use

Owner ID Unique alphanumeric identifier created for the owner of the case
Owner Name Name of the owner who opened the case

Preventative Action What can be done in the future to prevent this failure

Priority Fact or condition of being regarded or treated as more important.

Proactive or Responsive

Type of preventative or responsive action taken by InTouch Health team

Product Specialist

Individuals who control a set of assets (devices)

Product Sub-Types

Type of Device Model

Product Types

Type of Device Family

Reportable Event

Indicator of whether the event was reportable

Reported By

Individual who reported case

Resolution

Statement of how the case was solved

Robot Software Revision

Type of software robot has been revisioned on

Root Cause

Main problem of uptime failure

Serial Number

A number showing the position of a device in a series

Service Provider

An organization that employs the user

Service Provider ID

Unique identifier of an organization that employs the user

Service Type

Type of service used to resolve the case

State Province

State and province of case

Status

Indicator of whether the case is still open or closed

Teladoc.
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Dimension/Measure Definition

Subject Short summary stating why the case was opened
Sure PACS Unique identifier used to determine the type of SurePACS
Username Login used by a person with access to the InTouch Health network

Terms for Appointments

Field Definition

Appointment External ID

Unique identifier that links an organization to the connected EMR

Appointment Fee

Amount charged for the visit

Appointment ID

Unique identifier created once an interaction between a patient and healthcare provider(s)
takes place

Appointment Reason

Diagnosis describing the patients stated reason for seeking medical care

Appointment Status

Official classification is given to the standing of the visit

Appointment Created By

The entity that created the appointment

Appointment Created Time UTC

Time and date of when the appointment was created

Appointment Duration

Total time of the appointment in seconds

Appointment End Time UTC

Time and date of when the appointment ended

Appointment Number

Unique Identifier for an appointment

Appointment Start Time UTC

Time and date of when the appointment was started

Appointment Time UTC

Time and date of the appointment

Care Location Name

Specific location associated with an InTouch Health device

Department ID

Unique identifier for a department

Department Name

Name of the department

Has Multiple Practitioners

Indicator determining whether the organization has enabled multiple practitioners on a call

Has Patient On Videocall

Indicator determining whether an organization had a patient on a videocall and an attempt
was made

Has Patient Notifications

Indicator determining whether the organization has enabled patient notifications

Is Group Appointment

Indicator determining whether the organization has enabled group appointments

Is Scheduled Appointment

Indicator determining whether the organization has enabled scheduled appointments

Organization ID

Unique identifier for an organization

Organization Name

Name of the organization

Patient Last Response Time UTC

Time and date of when a patient last responded

Patient Online Checkin Status

Status stating whether a patient has completed their online check-in status
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Field Definition

Payment Amount Total amount paid for the visit
Payment ID Unique identifier for a monetary transaction for one or more services
Payment Status Official classification is given to the standing of the payment

Payment Time ET

Time and date in Eastern Time Zone of when the payment occurred

Practice ID

Unique identifier of the practice

Practice Name

Name of a grouping of Users, Locations, and Patients

Practitioners by Name

Name of provider(s) that were on the call

Practitioners by Email

Provider(s) that conducted the call

Scheduled Duration

Time in seconds of how long an appointment was scheduled

Service

Standard healthcare category of services that are provided by an organization at a location

Service Line

Standard healthcare sub-category of services that are provided by an organization at a loc-
ation

TokBox Session ID

Unique identifier of the session

Video call ID

Unique identifier of the call

Video call Duration

Total time of the videocall

Video call End Time UTC

Time and date of when the videocall ended

Video call Start Time UTC

Time and date of when the videocall started

Wait Duration Total time of the waiting period in seconds; Wait End minus Wait Start
Wait End Time UTC Time and date of when the patient ended waiting
Wait Start Time UTC Time and date of when the patient started waiting

Waiting Room ID

Unique identifier for waiting room

Waiting Room Name

Virtual container where users wait before an appointment or session.
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HIPAA

As a business associate, Teladoc Health is subject to compliance of the law under 45 CFR §164.308
(Administrative Safeguards), under 45 CFR §164.310 (Physical Safeguards), and under 45 CFR §164.312
(Technical Safeguards) to maintain and transmit protected health information in electronic form in connection
with transactions performed by the customer (covered entity).

The policy of this organization is to ensure, to the greatest extent possible, that Protected Health Information
(PHI) is not intentionally or unintentionally used or disclosed in violation of the HIPAA Privacy Rule or any
other federal or state regulations governing confidentiality and privacy of health information.

There are a number of safeguards implemented into the telehealth system to ensure that the system
complies with the latest HIPAA regulations. One of the key requirements is Teladoc Health’s ongoing
implementation and updating of its HIPAA security policies and procedures to ensure for the availability,
security, and privacy of telehealth connections and ePHI (electronic protected health information). Teladoc
Health maintains a policy to ensure workforce HIPAA compliance and training. Teladoc Health additionally
maintains HIPAA security policies and procedures, a data destruction policy, and security incident response
procedures.

Guidelines for Compliance

The telehealth system helps hospitals and medical professionals comply with HIPAA regulations. The tabs to
the left describe some of the ways the telehealth system supports HIPAA compliance.

HIPAA requires all healthcare organizations to have policies and procedures, and the guidelines to the left.
However, these may not cover all situations for a specific organization. For example, from time to time,
automatic software upgrades may be downloaded which may contain new features. Teladoc Health will
inform users of significant features added, their impact and how they may affect HIPAA policies, procedures,
and safeguards.

Access to Provider Access

The computer using the Provider Access should be placed in a location that is only accessible to individuals
who have authorized access to Protected Health Information (PHI). It is recommended that Provider Access
be password protected via a Windows or iOS user account.

Only authorized users should have passwords, and users should safeguard passwords according to hospital
policies and procedures. Passwords should be treated as highly confidential information. If you believe your
password may have been compromised, it should be changed as soon as possible. Change your password
by clicking on the "Forgot Password" link on the login screen of the Teladoc Health Provider Access.

The Auto Logout feature is set to log out of the Teladoc Health Provider Access when the system is inactive
for 30 minutes. Also, all users should be trained to log out of Windows, iOS or the Virtual Private Network

Telodo c 24/7 Technical Support 4.
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(VPN), when away from the system for any period of time. This is important for security reasons, so that any
person attempting access to the Provider Access will be required to enter a password for secure access.

Discussion and Display of PHI

From time to time a physician will likely engage in remote communications with patients and medical staff in
which patient information (records, images and video) will be discussed or displayed. In general, the same
care should be exercised as though the physician were physically present. For example:

» Use Head rotation to look around and see who else is nearby and might see or hear the sensitive
information, and use appropriate discretion.

» Use the microphone mute button when conversing with someone alongside the Teladoc Health
Provider Access to avoid the inadvertent conferencing of patient-related conversation.

» The Teladoc Health Provider Access screen should be positioned to point away from public areas, so
as not to be visible to a passersby.

Images and Video

By default when saved, all captured images and video files are stored encrypted files; viewable only by the
Provider Access user who captured them. All files are saved in the user’s Teladoc Health Media Vault to
provide added protection.

For convenience, these files may be saved in common formats, e.g., JPEG for stillimages. These files are no
longer encrypted and therefore are viewable by any user who can access them. As such, there are a few
recommended techniques for safeguarding PHI contained in these images and video:

» Ensure all personnel who have access to the Provider Access Software also have full permission to
access stored images and videos under the hospital’s policies and procedures;

» Make sure to store captured images and videos only on removable media (e.g., recordable CD-ROMs)
which can be taken with each user or on secure network drives;

* Do not save any captured images and video clips. Use these images and video segments only while
logged in for a virtual encounter.

Disclosure of PHI

If the physician plans to transmit or copy stored images or video to other individuals or organizations, e.g., to
a healthcare operator, the physician needs to abide by standard HIPAA codes governing who may receive
PHI and under what conditions. The hospital’s HIPAA compliance officer should be consulted for details.
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Contact Information

24/7 Live Technical Support
1-800-484-9119

24/7 Live Remote Technical Support & Live Chat

https://intouchhealth.com/contact-us/

Email Support

ITHSupport@intouchhealth.com

Website

www.InTouchHealth.com

Teladoc Health User Manuals

htps://intouchhealth.com/manuals/

Please contact your Teladoc Health Account Representative for product User Manuals

Sales & Product Demos
1-805-562-8686

Teladoc Health Coordinator User Guide Manufactured by

Teladoc Health

7402 Hollister Avenue Goleta, CA 93117
Ph: +1.805.562.8686 « Fax: +1.805.562.8663

www.TeladocHealth.com

© Teladoc Health, Inc. All rights reserved.

InTouch Health and InTouch Technologies are now a Teladoc Health company, and InTouch Health is a registered trademark of Teladoc Health
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