VIRTUAL CARE BEST PRACTICES
e

platform is privacy and securi and provincial
privacy regulations (PIPEDA, PHIPA, etc);

+ IFthe pharmacy is using a platform that i not secure,the benefis of using the Pt be veighed
against the risks to unregulated platforms should
also be kept to a minimum, and not include any unnecessary patient information. Texung and unencrypted

be used 9

. using the liar i i and limitations of
anyvirtual and knowledge of these
platforms are current and up to date;
* The phamacy Mgl shoui llowing provincial pr
oty the proQUEELQUERBEIE norm I Prvcy Commissioner (OO, f reqired:
« The patient their pry ., not an employers or third
ice).a and a secure intenet N0 free interet at coffee

shop);
» Pharmacists should not record virtual care encounters unless mey havs the informed consent of the patient
is kept secure from

free of viruses or malware;
< Ensurefastand eabe tenet connection (if you can watch a video on YouTube without interruption, the
connection should be sufficient):
« Ieshould
internet connection.
« Ensure a good quality webcam and microphone:

« Use of peripheral L 9 can 2
the quality of a video consultation;
-itis touse ith hi it d autofocus;

« IFyou are using a USB webcam, position It close to the middle of the screen either at the top or bottom
of the screen. This helps to create  perception of eye-contact. If you are using a tablet compuer,place
the devce ona stand to eliminate amera movement;

« Fillyour If you can't control the zoom on your webcam
you may need 0 it closer 10 me webcarm;
« Ifther they need to it side-by-side.They may

need to sit further back from the webcam to get in view;
« For optimal audio quality,use a headset with an integrated microphone. The headset from your mobile:
Dhor\e is suitable;

you ne video will id transmit
Sieyboard nos;
- The next best option L i have a built-in
peaker microp! d to use. phone speaker;




« If you are using an extemal microphone, position it close (< 1m) to all participants, but not too close to
sources of noise such as paper rustling,air conditioners,eiling fans, eyboards which can be distracting
asthe sound is amplified by your microphone;

Speakat a normal volume. There s no need to raise your voice when the microphone is properly
configured;
« Itshould be

the patient

- Two

patients,and another for accessing patient
Tecord)ou com i e pauents profile, bt f there I need for adeltionaL infomation o research on the
patients fle or drug references, you will no longer have direct interaction;

« Meeting Platform functionalities:

i ing rooms to prevent
patients to join the meeting;

- E sgnaure cauabm:y i the meeting platform for any written consents for required documentations
may be pr
« Screen smnng i i
+ Allow a payment platform, i available;
« Ensure platforms are secure.
« Recommended platforms:
« Reacts;
* Microsoft Teams;
« WebEx

the patient preferred;

Physical Environment:

» Use a room that is well-{t, either by natural light or ceiling lig

in front of a plain backdrop such as a wall Avoid sitting in front of busy backgrounds,as these can be

" Gistractingorcause camers aracts;

« Avoid sitting lights, s th
ose;

beneath the eyes and
« Avoid ceiling fans as they can cast a moving shadow;

« Avoid stting in front of an unshielded window o glass door as this creates a silhouette and facial expressions
cannot be seen;

« Avoid unca (which may not be apparent
100 but can be vry noiceabe o other patcipants

Setting-up the Virtual Consultation:

. pati irtual ability of
a physical examinati pharmacists from cond L nt,and
msul'.mey it b ablEGHMHBNG  peform cersin patient core ctGEIENES prescibing:

for e the collection,
use,disclosure,an storage of halth information through the tecnology use to provide itual care.Insome.
provinces,consents must be documented in the patient record.



Patient Interaction:

TIPS: Speak slightly slower than you would in normal conversation.Take care not to talk over th top of other

ricipants. Pause after speaking and be conscious of taking turns. Avoid excessive moverent which can
interfere with consistent audio volume. Inform your patient if you need to look away from the screen (e.g.to
ook up information).

= Introduce yoursel:
+ Provide your name,title (Pharmacist.

« Askif the patient can hear and see you;

« Ifthe patient is ifa pre-existing
verify patients identity:
+ Ask the patient identify thei ind other piece of person 0B, address, etc).
« Inform the patient to call you if there are any technical difficulties during the consultation. Confirm that the

phone number both parties have is correct;
= Verify that patient s in a private environment that s free of disruptions:

« Ifthe patient has other parti he meeting, ask that all participant
video;
« Ifthere is anyone else in the roorm, ask the patient that they must move into the camera view,or leave
the room.

« Prepare the q d ensue. f necessary,
askthe to adjust ther camer, re-positon themselves o them, turn on the
light,or close curtains behind them:

« The pharmacist must ensure that ined the risks of using th

obtained informed consent,

= Consent must be received and documented by the attending pharmacist at every virtual patient encounter.
An example might include the following:"<Name of pharmacist > provided <patient name> with information
n 3

concerning the risks and benefis of p

ing iah <p
the patient confirmed that he understood:
« the risks and benefits associated with the provision of Ltechnology>;
«the rsonal health information

for
socited it the use of <virtual technology>,including the e unbsnoraed o o
interception of personal health informatio

« the steps the patient should take to help protect their confidential information,including health
information in using electronic technology.

« Verify the purpose of the virtual meeting (e medication review, counselling, device training,etc)
« Establish and maintain a professional relationship with the patient for virtual care:
« Establishing a professional relationship ist must

A1 agen o thek aTgher o denty the eath ot o th nddaletemine it the
heir d their
ny and coren medicaton s,

health

= When pharmacists assess a patient using virtual care, they must use their professional judgement to
determine if there is enough nfc lable to them to make a decision. If it
is determined that a patient requires a physical assessment, or otherwise cannot be adequately and safety
‘assessed using virtual means, other options must be considered. When assessing using virtual care,
pharmacists must:




« Consider of ay or method of i
activity being conducted to ensure the pharmacist can reasonably:
« access any information required to make a clinical assessment;
« complete a thorough clnical assessment of the patient;

d evaluate the clinical

. te action for

g therapy pr 3
« conduct follow up on the care they have provided;
« ensure the iality of the patient.

+ Reflect on whether they information the patient’ condition.

If not, they must determine whether to consult with, collaborate with,or refer the patient to another
member of the patients health team or an altemative

Other Considerations:

specify:
= Which technologies and equipment will be used;
+ Howto maintan and ensure privacy and security aining;

for interruptions in data d for
« Pharmacists must always use their professional judgement as to whether it s appropriate and in the best
interest of the patient to interact remotely;

* Wnen gRRngremtely phamacsts must meet e SandargefpBT> TRk ARgare
uld provide f they
itationsof il coe when # comes o physical asseamentsof he patient:

= Above all else, the pharmacist must:

« consider the well-being of the patient;

 take all reasonable steps to prevent harmm to patients;

* determine wht the patient understands about thei medication and their condtion;
+ gather nf i health

References :
hitps://pharmacy5inS.ca/app/#/module/56

httpsy/cohcentre.uq.edu.au/quick-guides-telehealth
hitps:/Aelesante quebec/



