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Providers Frequently Asked Questions

Information for healthcare professionals

Purpose: This document outlines common questions thatarisefromthe provider support desk,
and provides guidancefor each scenario.

Provider FAQs

Q1. Learning Hub Issues?
1. Ifyouhavea Learning Hub accountandrequire a password reset, pleaseclick here
2. Ifyoudonothavea Learning Hub account, pleasefollow theinstructions here
3. Foranyadditional technical issues, you must submit ticket through PHSA here

Q2.I've done my training, now whatdo Ido?
1. After completingthe BC Virtual Visit—Basic User Training course, you will have reset your password in the
TEST environment.
2. Pleasefollowtheinstructions youhave received in yourtraining email to access the PRODUCTION
environment. The username and password will be the same thatyou used for the TEST environment
3. However,iffor somereasonyouareunabletologin, click “Reset it” to reset your password
4. Typeinyour emailand click“Reset Password”

BCG VIRTUAL VISIT

. Email or Sign In

a Password

“ . Enter Your Email
Forgot Password Reset Password

Note: Depending on thesize of your clinical programor area, or if you you are part of a new program onboarding
onto BC Virtual Visit, youmay experience a delay between completing yourtraining andreceiving access to
production.

Q3.How do I get access/on-board/get a BC Virtual Visit account?
Programs Currently Using BC Virtual Visit:
e Ifadditional accounts or changes to existing accounts are required, managers or delegates of live BC
Virtual Visit programs can request additionalaccounts for new clinical or program staff by way of the
form here.

www.islandhealth.ca/bcevirtualvisit
Technical Support: Clinical Solutions Desk x18777 or 250-370-8777 (Local Victoria) or 877-563-3152 (Toll Free)

Last updated: May 14, 2021


http://learninghubhelp.phsa.ca/my-profile/set-up-a-learninghub-account
http://learninghubhelp.phsa.ca/my-profile/set-up-a-learninghub-account
http://learninghubhelp.phsa.ca/contact
https://learninghub.phsa.ca/Courses/23025/myvirtualvisit-basic-user-training
https://getservice/src/secure/main.jsp#support/itemDetails/c206QCM8PjpzbTpAIzw+OjIxNjU6QCM8Pjo0NWMyZGJlYg==
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New Programs Not Yet Using BC Virtual Visit:
e New programs/clinics wanting to geton-boarded with MVV, please email tel ehealth@viha.ca to learn
more aboutthe onboarding process.

Q4.Why am | getting an Access Denied error whenlogging into BC Virtual Visit?
1. Confirmwith yourprogramlead(s)to ensureyou have been requested a BC Virtual Visit account
2. Trythe steps abovein Q2toresetyourpassword. If you are alerted with a “User Not Found” error, this
alsoconfirms your accounthas notbeen setup
3. FollowthestepsaboveinQ3 to haveanaccountcreated foryou depending on whether youare partof an
existing program who currentlyuses BC Virtual Visit, or a new program notyet using BC Virtual Visit

Q5. Why is the patient notreceiving BC Virtual Visit email invitations?
1. Confirmwith patientifthey havethecorrect email address (always confirm email priorto sendingan
invitation)
2. Checkinthespam/junkfolder (known issue for Hotmail —firsttimein junk box); askto seeif they have
another email address to use

Q6. Patient says they are in the waiting room but provider cannot see/connect with them
1. PatientmaybeintheTest Waiting Room. Please ask patients to close the web page and enter theroom
againfromthe “Enter WaitingRoom” button intheirinvitation.
2. Patients may also copy and paste theinvitation linkonto a compatible browser, as shown in theimage
below.

ENTER WAITING ROOM

Enter waiting room button not working? Copy and paste this link into your

Chrome or Firefox browser: '

https://patient.ca.visitnow.org/start/e3011b03¢391817f8¢2224d3758d
fd696e354651

3. Recommend to patients thatthey complete a test connection call in advance of theirappointment,and
always call the BC Virtual Visit Support Deskat 1-844-442-4433 if they require further technical assistance.

Q7.How to link patient profiles withsame email
1. The SAMEemail address canbe used formorethan 1 patientaslong as the patient profiles arelinked
(this may berequired for minors, incapable adults, etc.)
2. Enterthe email addressthatisalreadyinuse
e Youwill seea promptindicating thatthis emailis already inuse and itlists patients who have this
currentemail

www.islandhealth.ca/bcevirtualvisit
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3. Checktheboxnextto “Yes” to link the profiles, allowing for sharing of emails

Email

testing@fake.com

EMAIL ALREADY IN USE
‘ testing, ss

Link to this patient

Yes

Q8. Deactivating patient profiles

Why we need to deactivate patient profiles:
e IncorrectPHN entered
e Duplicateaccounts

1. Navigateto patient demographics editingpage
Scroll downandlocate the Email section. Clickthe minus symbol marked inred to remove the email from
this profile

Note: You mustremove the email from the patient profile prior to de-activating the profile

Email

®

generictelehealth@gmail.com Home e

3. Scrolltothevery bottomunder the Status section
Status

Active

Deceased

G

4. ClickontheActivetogglesoitturnsgrey. This will de-activate the patient profile

Status

C’ Active

Deceased

(-ance' -

5. ClickSaveto keep the change. This patient will no longer be searchableinthe system.

Q9. General audio/videotroubleshooting
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e Option 1: Ensurewebcam and microphoneareenabled on your device by completinga pre-call

diagnostics from your user menu:

Waiting Rooms

Profile

Settings l -
Integrated Camera

Pre-call Diagnostics

Integrated Camera

Defauit - Headset Micropho. Default - Headset Micropho

Log out

Option 2: Inside a BC Virtual Visit call, clicking on the settings icon canensure you have selected the
appropriate audio and videosources. If you are aware of any peripheral/USBcameras or headphones

connected to your device, select from the dropdown menu under “Local Devices” to ensure they have been
selected for yourvideo visit:

LOCAL DEVICES

Integrated Camera

Default - Microphone Array (...

Option 3: Ifyou areon an Island Health computer, ensure correct speakerand microphone settings are

selected by right clicking on the speaker icon >Sounds, then checking if the correct sourceis selected under
the Playback and Recording tabs.
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Open Volume Mixer

Open Sound settings

Spatial sound (Off)

Sounds

Troubleshoot sound problems
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e Option4: Ensurethatthe F4 key or microphonekey is notturned on. IslandHealth Laptops use the F4 key to
mute the microphone. This setting can override the mute key from the software. If you are unsure whether
your settings are correct, please contact the ClinicalSolutions Desk.

Q10.Is it possible to accidentally connect into another provider's scheduled appointment?

1. Yes.Whena clientisscheduledintoa waitingroom, allclinicians that have access to that waitingroom
areableto connectanyclientthatwas ‘waiting’. This means providers withinthe same programcan
enter each other’s appointments. This featureis essential to enable team based care, as many teams see
patients together or in succession. Please make sure to confirmthe appointmentyou areenteringis for
the patientyou are expectingto see by following the steps below.

2. Clinicians should match patientname, DOB, gender and PHN before connecting. Additionally, clinics may
use “Reason forvisit” to ensuretheir clinicians are connecting to the appropriate client. If a cliniciandoes
connect by mistake, they are able to send that patient back into the waiting room for the appropriate
clinicianto attend theirvirtual visit.

3. After joiningthevideovisit, providers are expected to follow the same positive patient identification steps
similar to faceto facevisits.
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