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Objectives
• Appreciate need evaluate telemedicine programs
• Understand various topics available for evaluation
• Demonstrate easy steps to measure outcomes including ROI
• Review role practice guidelines & available options
• Review needs regarding workflow, consent & documentation 
• Identify at least 2 best practices for developing sustainable TM 

program goals
• Name at least 1 resource to use as model for measuring program 

success & challenges
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What are your goals?
• Patient satisfaction
• Patient costs
• Reduce no shows
• Extend clinical reach
• Reduce (re)admissions
• Reduce physician costs
• Patient education
• Improve outcomes
• Physician satisfaction
• Access to specialty care
• Avoid transfers
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SMART – Planning Assessment Goals
S = Specific

What will you achieve? How will you know when done?
M = Measurable

How will you know when it meets expectations?
A = Attainable &/or Assignable

Is it realistic? Who will do it?
R = Relevant

Does it match your mission? Does it match your strategy?
T = Time-Bound

How long will it take? Too much, too little, enough?
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What are Your Goals?
• Patient-centered outcomes

Clinical markers, progress markers, etc.
• Provider-centered outcomes

Diagnostic accuracy, efficacy, efficiency, etc.
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What are Your Goals?
• Business-centered outcomes

Reimbursement, sustainability, etc.
• Technical outcomes

Network expansion, faster, reliability, etc.
• Program-centered outcomes

Participants, contacts, etc.
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Types of Questions to Ask
•What drives your re-admission rates?
•What specialists/specialties missing?
•What are your/patient travel & referral patterns?
•What types of patients referring out & to whom?
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Evaluation Strategy

• Indicators: Realistic, concrete activities, products or other 
services measured by straightforward processes (frequency, 
amount of time or surveys).  Steps required to achieve 
Performance Targets &Outcomes.
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Evaluation Strategy

• Performance Targets: Concrete goals.  Time limited (i.e., will 
achieve a 25% increase in provider contact during quarter 1) 
& based on individual Indicator.
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Evaluation Strategy

• Outcomes: Assessments of performance targets – met 
successfully or not.  Based on statistical analysis of 

Indicators & Performance Targets.
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Can Assessment Lead to ROI?
Yes!

But may need to think of ROI in different ways
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