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SUBJECT: ASSISTING RESIDENTS WITH TELEHEALTH VISITS

Provider Information Notice (PIN) Summary

PIN 20-31-ASC provides Adult and Senior Care (ASC) residential licensees with
guidance on assisting residents with telehealth visits.

Please post this PIN in the facility where residents can easily access it and
distribute the Resident Fact Sheet (located at the end of this PIN) to residents and
if applicable their representatives.

The Community Care Licensing Division (CCLD) recognizes there may be times when
a resident will need or want to have a telehealth visit with their health care provider in
lieu of an in-person visit. Examples of a telehealth visit include a:

e videoconference with both parties using a video-capable device such as a cell
phone, tablet, laptop, or
e teleconference with both parties using a landline telephone or cell phone.
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Role and Responsibilities of the Licensee

If a resident receives care through a telehealth visit, requirements of the California Code
of Regulations (CCR) Title 22 apply. This includes, but is not limited to, providing
assistance in meeting necessary medical and dental needs, as specified in CCR, Title
22, sections 80075(a), 81075(a), 87465(a)(2), and 87860(a)(10) by assisting a resident,
as needed, with things such as the following:

e setting up orlogging on to a telehealth visit, and
e assisting a resident with audio and video features of a telehealth platform.

Since it may be necessary for a licensee or facility staff to be present with a resident
during a portion of a telehealth visit, in case clarification or technical help is needed, the
licensee or staff should ensure assistance is provided in a manner consistent with the
personal rights of a resident to privacy and confidentiality. These rights include, but are
not limited to, the right to have:

e Access to telephones, to both make and receive confidential calls
[CCR, Title 22, sections 81072(a)(19), 87468.1(a)(14), and 87872(a)(11)];

e Areasonable level of personal privacy in accommodations, medical treatment,
personal care and assistance, visits, communications, telephone conversations,
use of the Internet, and meetings of resident and family groups.

[CCR, Title 22, sections 80072(a)(2), 80075(d), 81072(a)(2), 81075(d),
87468.2(a)(1), and 87872(a)(2)];

e Their records and personal information remain confidential unless approved for
release as authorized by law.
[CCR, Title 22, sections 80070(c), 81070(c), 87468.2(a)(2), and 87870(c)]

Licensees are required to observe resident personal rights, privacy, and confidentiality,
as mandated in regulations and statute. Providers should ask the resident and their
representative what assistance they need both before and during the telehealth visit.

Representatives and Telehealth Visits

There may be times when a resident's representative (see note below for definitions)
will need to participate in a telehealth visit with the resident. A licensee, the
representative, or the resident can contact the health care provider to find out what
available telehealth platforms would allow the authorized representative to join in on the
telehealth visit, i.e., through a three-way phone call or video conference platform such
as Zoom.

Note: For residential facilities serving adults, the term “authorized representative”
applies and means any person or entity authorized by law to act on behalf of any client
as defined in CCR, Title 22, sections 80001(a)(7), 81001(a)(6), and 87801(a)(7).
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For Residential Care Facilities for the Elderly, the term "representative” applies and
means an individual who has authority to act on behalf of the resident including, but not
limited to, a conservator, guardian, person authorized as agent in the resident's valid
advance health care directive, the resident's spouse, registered domestic partner, or
family member, a person designated by the resident, or other surrogate decisionmaker,
as defined in CCR, Title 22, section 87101(r)(3).

If you have any questions, please contact your local Adult and Senior Care Regional
Office.
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Resident Fact Sheet for Provider Information Notice (PIN) 20-31-ASC, Assisting
Residents with Telehealth Visits

We have prepared this Resident Fact Sheet as a companion to PIN 20-31-ASC to
inform you of guidance we’ve provided to your care providers concerning your care.

Licensee Assisting You with Telehealth Visits

There may be times when you may want or need to have a telehealth visit with your
health care provider instead of an in-person visit.

Examples of a telehealth visit include a:

e videoconference with both parties using a video-capable device such as a cell
phone, tablet, laptop, or
e teleconference with both parties using a landline telephone or cell phone.

If you receive care through a telehealth visit and need help with things such as setting
up or logging on or assistance during the visit, the licensee of your facility or a care
provider must assist with ensuring this support is provided. You should let the facility
know what type of assistance you will need both before and during the visit.

Since it may be necessary for the licensee of your facility or a care provider to be
present with you during at least a portion of a telehealth visit in case any assistance is
needed, they would need to help you in a way that protects your confidentiality and
privacy.

Your Representative and Telehealth Visits

There may be times when you need or want your representative, such as an agent in
your advance health care directive, your spouse or registered domestic partner, or
another person that you designate, to participate in the telehealth visit. You, the
licensee of your facility or a care provider, or your representative can contact your
health care provider to find out what available telehealth platforms would allow your
representative to join you on the telehealth visit, i.e., through a three-way phone call or
video conference platform such as Zoom.

If you have questions, please reach out to your health care provider, the
licensee of your facility or a facility care provider, or the Ombudsman, who are
available to answer your questions.
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