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Objectives of the Toolkit
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• Learn how to continue addressing the Digital Divide after the 
COVID-19 public health emergency (PHE) has ended, including 
support from local and state resources for patients/health centers

• Understand how some patients were affected by the Digital Divide 
and steps that were taken to address their population’s specific 
needs

• Learn about new and existing resources that are free and/or 
discounted for device and high-speed internet distribution 
throughout LA County and the state of California

The toolkit includes tools that were developed by our team and other reputable organizations who are 
experts in addressing the digital divide. Each organization was cited appropriately, and all documents 
have been provided to CCALAC.
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Toolkit Resources
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• Many resources will be directly linked on their 
respective slide with a hyperlink

• Some slides will have additional links in the “notes” 
section that can be copied and pasted into a web 
browser (not a direct hyperlink that can be clicked on)

• If there isn’t a link available, the resource and the 
toolkit can be found on CCALAC’s website under 
COVID-19 Resources in the "Bridging the Digital Divide 
Best Practice Toolkit" section: 
https://ccalac.org/resource-library/covid-19-resources/

https://ccalac.org/resource-library/covid-19-resources/
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State of the Digital Divide in Los Angeles County
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• Independent research indicates that more people in California have a 
high-speed connection than ever — nearly 91% of its households have 
high-speed internet access1

– However, 16% of low-income residents are still unconnected and 10% depend on 
smartphones

• The digital divide is both an urban and a rural issue: 19% of LA County 
and 20% of Central Valley households either have no connection or 
rely on smartphones2

• The COVID-19 pandemic revealed broadband internet service as an 
essential utility for accessing education, receiving healthcare, and 
participating in the economy

• Over three years into the COVID-19 pandemic, and we continue to 
acknowledge the ongoing barriers so many individuals face when they 
work to overcome the digital divide in their lives
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State of the Digital Divide in Los Angeles County
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• In late 2022 as former mayor Eric Garcetti was finishing his term, his 
office announced the “Vision Lab,” a new initiative run by the City of 
Los Angeles to address the inequities of the digital divide1

– Vision Lab is a partnership of the Mayor’s Office, the City’s Economic and 
Workforce Development Department, Brotherhood Crusade Youth Source Center, 
UCLA Extension, and other public and private partners

• The Committee for a Greater LA organized an Internet Action Team, 
which has developed a roadmap to complement the work of elected 
officials, government agencies, civic institutions, internet service 
providers (ISPs), community-based organizations, and business leaders 
who have begun to seek how to recalibrate the social and economic 
factors that have created inequitable broadband infrastructure2
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Section 1: New Resources for Telehealth 
Usage and Adoption for Digital Divide 
Populations
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Training

• Resource: Telehealth Permanent 
Flexibilities: Beyond 2022

• This is an FAQ for health centers 
highlighting common questions addressing 
telehealth visit and reimbursement rules 
once the pandemic is declared over

• Summarizes the expansion of telehealth 
services since early 2020 and flexibilities 
that will permanently remain in place

• Developed by California Primary Care 
Association (CPCA)
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Training

• Resource: Medi-Cal Telehealth Policy during 
PHE and Beyond

• A graph that outlines existing public health 
emergency (PHE) telehealth policies and if 
they will continue once the pandemic is 
declared over

• It also defines if the permanent policy post-
PHE is new and/or has new requirements

• Developed by CPCA
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Training

• Resource: CMA Assembly Bill 32 Provider 
Bulletin

• A provider focused bulletin that outlines the 
changes in telehealth reimbursement 
during the pandemic and changes that have 
been made permanent once the pandemic 
is declared over in AB 32

• Patient consent rules are also highlighted, 
as well as additional related Assembly and 
Senate bills

• Developed by California Medical 
Association (CMA)
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Training

• Resource: Medi-Cal Telehealth Policy Memo

• A memo outlining the current status of 
telehealth flexibilities for FQHCs, with a 
corresponding chart defining if current 
flexibilities will continue post-pandemic

• Developed by Community Clinic 
Association of Los Angeles County 
(CCALAC)
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Training

• Resource: FQHC and RHC Medi-Cal Provider 
Manual on Telehealth

• A Medi-Cal telehealth manual that has 
included new updates as of January 2023, 
including updates for FQHC providers 

• Developed by Department of Health Care 
Services (DHCS)

• Resource Link: Click here

13Bridging the Digital Divide: Best Practice Toolkit #2 and Lessons Learned

https://files.medi-cal.ca.gov/pubsdoco/Publications/masters-MTP/Part2/rural.pdf
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Training

• Resource: Telehealth Reimbursement Guide 
for California, 2022 Edition

• A guide intended to help organizations 
obtain accurate information about 
telehealth billing and reimbursement 
programs for most major payors in the state 
of California

• Provides a separate section for FQHC/RHCs
• Telehealth service and reimbursement 

information can become outdated quickly 
and is often subject to change without 
notice

• Developed by California Telehealth 
Resource Center (CTRC)

• Resource Link: Click here
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https://nctrc.wpenginepowered.com/wp-content/uploads/2022/10/CTRC-billing-guide-updated-Sept-2022.pdf
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Training

• Resource: Telehealth Policies and Federally 
Qualified Health Centers Fact Sheet

• A fact sheet for FQHCs developed with the 
support of the National Association of 
Community Health Centers (NACHC) 
outlining updated telehealth 
reimbursement rules

• Outlines the definition of a telehealth 
encounter/visit and same day encounters, 
store and forward reimbursement, 
originating and distant sites, audio-only 
reimbursement, services outside the four 
walls and RPM reimbursement

• Developed by Center for Connected Health 
Policy (CCHP)

• Resource Link: Click here
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https://www.cchpca.org/2022/10/FQHC-FactsheetFINAL.pdf
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Training

• Resource: Telehealth Integration and 
Optimization Toolkit

• A toolkit to help identify types of telehealth 
services, employ efficient telehealth 
workflows and understand the impact of 
key regulations

• Defines six steps to integrate and optimize 
telehealth services in your organization

• Most health centers have implemented 
some form of telehealth by now, so it can 
be useful to focus on recommendations to 
optimize your current telehealth platform(s)

• Developed by American Medical 
Association (AMA)

• Resource Link: Click here
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https://www.ama-assn.org/system/files/steps-forward-telehealth-integration-toolkit.pdf
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Training

• Resource: Telemedicine and Team-Based Care: 
Improve Patient Care and Team Engagement 
by Using Team-Based Care in Telemedicine

• A toolkit to help explain the essentials of a 
team-based care approach to care delivery, 
describe telemedicine acceleration, 
advantages, and opportunities and identify 
how to implement team-based care into 
telemedicine

• Team-based care model is designed to increase 
accessibility and improve quality of patient 
care, patient access to care, care team 
efficiency and satisfaction and engagement for 
patients and staff

• Developed by AMA
• Resource Link: Click here

17Bridging the Digital Divide: Best Practice Toolkit #2 and Lessons Learned

https://edhub.ama-assn.org/steps-forward/module/2781279
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Training

• Resource: In-Person or Virtual Visit? 
Appropriate Conditions to Treat by Visit 
Type

• A guide that lists common clinical 
conditions most appropriate for in-person 
vs. virtual visits

• This can be tailored for your organization 
and include more conditions and symptoms 
if needed

• The guide can be helpful for any staff that is 
responsible for scheduling patient 
appointments

• Developed by AMA
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Training

• Resource: Telehealth Improvement Community 
Fund (TICF): Prioritizing Accessible Video Visits 
Webinar

• Presentation focusing on understanding the 
importance of telehealth video visits 
improvement across the safety net

• Guest organizations include West County 
Health Centers and Neighborhood Healthcare

• Both health centers share small and high-level 
recommendations as well as long-term 
changes they’re focusing on to continue 
improving the access to video visits

• Developed by Center for Care Innovations 
(CCI) and California Health Care Foundation 
(CHCF)

• Resource Link: Click here
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https://careinnovations.my.salesforce.com/sfc/p/#E0000000dnJh/a/4W0000016NLd/2Y1jcF1ZlYJRst1rLB_FFxfWeZrSma2Z8XsJtJ_Ri6w


Member Driven.              Patient Focused.

Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Training

• Resource: Telehealth Improvement 
Community: Framework for Accessible 
Video Visits

• Presentation focusing on how to prioritize 
video for telehealth visits, build video 
access into visit scheduling process and 
supporting patients using video

• Developed by Center for Care Innovations 
(CCI) and California Health Care 
Foundation (CHCF)

• Resource Link: Click here
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https://centerforcareinnovations.sharepoint.com/:p:/s/External/EdJEx_XxeABMpjCzoFJYaYcBcbEl3mULNsmLVLmCdjyajA?rtime=dKwiEtgr20g
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Training

• Resource: Virtual Care Room Design Toolkit, 
2022 Edition

• Toolkit that can help organizations decide 
on how to design and set up their virtual 
care rooms

• Provides a room assessment and design 
worksheet

• Developed by California Telehealth 
Resource Center (CTRC) and National 
Telehealth Technology Assessment 
Resource Center (TTAC)

• Resource Link: Click here
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https://caltrc.org/wp-content/uploads/2022/03/CTRC-Toolkit-Template_Package_Virtual-Care-Room-Design2.pdf
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Training

• Resource: Virtual Care Security Tips for 
Patients 

• Handout available in English, Spanish, 
Cantonese and Vietnamese that outlines 
security tips for patients when participating 
in virtual care visits

• Outlines steps to ensure privacy during a 
provider visit, trusting your instincts when 
you suspect something is wrong, and to 
verify a source

• Developed by CTRC
• Resource Link: Click here
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https://caltrc.org/news/virtual-care-security-tips-for-patients/?_gl=1*f6hp1p*_ga*NjQ5OTQ3Njg0LjE2ODIyOTEzNDM.*_ga_5MQZD23WG8*MTY4MjI5MTM0Mi4xLjEuMTY4MjI5MTQ3Mi4wLjAuMA..*_ga_ECF1YEHSPK*MTY4MjI5MTM0Mi4xLjEuMTY4MjI5MTQ3Mi4wLjAuMA..*_ga_SZXV03217G*MTY4MjI5MTM0Mi4xLjEuMTY4MjI5MTQ3Mi4wLjAuMA..&_ga=2.169655209.983161506.1682291343-649947684.1682291343
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Training

• Resource: Telehealth Information Guide 
(FAQs and Insights)

• Patient-facing telehealth information guide 
and FAQ that's available in English, Spanish, 
Cantonese, and Vietnamese 

• Offers telehealth “quick tips” as well

• Developed by CTRC
• Resource Link: Click here
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https://caltrc.org/general-tools/how-to-use-telehealth/?_gl=1*eq1cs1*_ga*NjQ5OTQ3Njg0LjE2ODIyOTEzNDM.*_ga_5MQZD23WG8*MTY4MjI5MTM0Mi4xLjEuMTY4MjI5MTM4My4wLjAuMA..*_ga_ECF1YEHSPK*MTY4MjI5MTM0Mi4xLjEuMTY4MjI5MTM4My4wLjAuMA..*_ga_SZXV03217G*MTY4MjI5MTM0Mi4xLjEuMTY4MjI5MTM4My4wLjAuMA..&_ga=2.97737367.983161506.1682291343-649947684.1682291343
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Training

• Resource: Building Connections Digitally: 
Bridging the Digital Divide

• Digital divide webinar presentation by the 
NETRC focusing on their telehealth 
implementation best practices and lessons 
learned

• Emphasizes a focus on building accessible 
telehealth services for all patients

• Developed by Northeast Telehealth 
Resource Center (NETRC)

24Bridging the Digital Divide: Best Practice Toolkit #2 and Lessons Learned
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Training

• Resource: FQHC and RHC Best Practices for 
Telehealth in Response to COVID-19

• Outlines four different best practices for 
FQHCs and RHCs to follow when 
implementing telehealth 

• Interviewed 50 FQHCs and RHCs

• Developed by CTRC
• Resource Link: Click here
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https://caltrc.org/wp-content/uploads/2021/11/FQHC-and-RHC-Best-Practices-for-Telehealth-in-Response-to-COVID-19.pdf
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Training

• Resource: Hybrid Virtual Care Models for 
Optimal Patient Experience: Considerations 
for CA Healthcare Executives

• Provides six sections of key considerations 
to guide CA health care executives as they 
weigh the right balance of virtual solutions 
to complement in-person visits at their 
health center

• Section 3 includes a planning tool to help 
determine the right modality of care at the 
right time 

• Developed by CTRC
• Resource Link: Click here
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https://telehealthresourcecenter.org/resources/toolkits/hybrid-virtual-care-models-for-optimal-patient-experience-considerations-for-healthcare-executives-nationwide/
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Training

• Resource: Telehealth Advancement and 
Lessons Learned

• Lessons learned, including successes and 
insights for sustainability, from telehealth 
advancement in Massachusetts

• Developed a telehealth maturity model 
assessment tool that assesses telehealth 
advancement across the domains of 
strategy and leadership, clinical integration, 
people, technology, and reimbursement 
and policy

• Developed by Health Information 
Technology, Evaluation and Quality Center 
(HITEQ)

• Resource Link: Click here
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https://hiteqcenter.org/Resources/Telehealth-Telemedicine/telehealth-advancement-in-massachusetts-2020-2021
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Training

• Resource: Telehealth and Digital Tools 
Equity Assessment

• Assessment that contains questions health 
centers can ask potential vendors to ensure 
their tools support equitable access and 
address the needs of the health center's 
population

• Focuses on technology needs, language and 
communication, personal and data privacy 
and if it’s user focused from a safety net 
perspective 

• Developed by HITEQ
• Resource Link: Click here
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https://hiteqcenter.org/Resources/Telehealth-Telemedicine/telehealth-and-digital-tools-equity-assessment
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Equipment

• Resource: Telehealth Vendor Information 
Intake Form

• A form organizations can use when vetting 
and evaluating different telehealth 
platforms/vendors, with an area focusing 
on usability

• Collects the vendor’s business information, 
IT, data security/privacy, customer service, 
usability and efficacy details

• Developed by AMA
• Resource Link: Click here
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https://www.ama-assn.org/system/files/2020-06/ama-telehealth-quick-guide-appendix-d2-vendor-information-intake-form.pdf
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Equipment

• Resource: Telehealth Technology Needs and 
Readiness Assessment Toolkit; 2022 Edition

• Toolkit to help organizations assess their 
readiness and outstanding needs for 
implementing telehealth 
services/technology

• Two assessments: 
• Telehealth Technology Needs and 

Readiness Assessment
• Onsite Telehealth Needs and 

Readiness Assessment

• Developed by California Telehealth 
Resource Center (CTRC) and National 
Telehealth Technology Assessment 
Resource Center (TTAC)

• Resource Link: Click here
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https://caltrc.org/featured/technologyassessment/
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Equipment

• Resource: Integrated Virtual Visits: The Key 
to Patient Access and Safety

• A handout outlining the details on how to 
use the video solution that integrates within 
the NextGen HER

• Highlights 6 main benefits of virtual visits 
for your patients and the features that 
allow it to be accessible for your patients

• Developed by NextGen
• Resource Link: Click here
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https://www.nextgen.com/-/media/dam/collateral/brochures/pe_061520_integratedvirtualvisits_onesheet_lowres.pdf
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Workflow

• Resource: Example Workflows: Team-Based 
Care Virtual Visits

• Sample team-based virtual workflows from 
health centers where there were both live  
video and no live video options available

• Both health centers utilized their workflow 
for a chronic condition related visit

• Highlight pre-visit, visit, post-visit, and 
conclusion details

• Developed by AMA, Bellin Health and 
Cleveland Clinic

32Bridging the Digital Divide: Best Practice Toolkit #2 and Lessons Learned
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Workflow

• Resource: Virtual Health Carts - Clinical 
Workflow

• Sample clinic workflow on how to utilize a 
virtual cart that mimics the virtual 
interaction between a provider/patient and 
patient/MA in a clinical setting

• This workflow is best practiced during a 
Telehealth or Hybrid schedule at a clinical 
level

• Developed by Neighborhood Healthcare
• Resource link: Click here
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https://assets.website-files.com/616469c5b6a19d280565508e/6171ac0579fc0156fbc03b4a_NHC_Virtual%20Cart%20Workflow.pdf
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Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Workflow

• Resource: Virtual Clinic Workflow Using 
Zoom Breakout Rooms

• Sample clinics workflow outlining steps on 
how to use Zoom breakout rooms during a 
virtual visit

• Similar workflows were provided in the first 
digital divide toolkit 

• Developed by West County Health Centers
• Resource link: Click here
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https://www.careinnovations.org/wp-content/uploads/West-County_Virtual-Clinic-using-Zoom-with-whole-Care-Team-flowchart-5.pdf


Member Driven.              Patient Focused.

Bridging the Digital Divide (BTDD): Telehealth 
Usage and Adoption for Digital Divide 

Populations
Workflow

• Resource: Scheduling a Hybrid Visit 
Workflow

• Sample clinic workflow outlining steps on 
how to schedule a hybrid telehealth visit on 
Doxy.me and conduct the actual hybrid visit

• Offering hybrid visits is another example of 
providing patients with options for virtual 
care

• Developed by UMMA Community Clinic
• Resource Link: Click here
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https://www.careinnovations.org/wp-content/uploads/UMMA-CC_Hybrid-Visit-Workflows_UMMA.pdf
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Section 2: New Resources for Remote 
Patient Monitoring (RPM) Device Usage and 
Adoption for Digital Divide Populations

36Bridging the Digital Divide: Best Practice Toolkit #2 and Lessons Learned
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Bridging the Digital Divide (BTDD): Remote 
Patient Monitoring (RPM) Device Usage and 

Adoption for Digital Divide Populations
Training

• Resource: Taking Cardiovascular Care 
HOME: Optimizing Care of Patients with 
Hypertension Webinar

• Presentation sharing a nurse-executed, 
standardized procedure-driven 
hypertension medication titration SMBP 
device program 

• Includes a workflow of EHR screenshots 
detailing how they documented follow up 
with patients who had SMBP devices at 
home

• Developed by LA County Department of 
Health Services (LAC DHS) for Center for 
Care Innovations Webinar

• Resource Link: Click here
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https://www.careinnovations.org/wp-content/uploads/SMBP-at-LACDHS_Webinar-Presentation_12.15.20.pdf
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Bridging the Digital Divide (BTDD): Remote 
Patient Monitoring (RPM) Device Usage and 

Adoption for Digital Divide Populations
Training

• Resource: Remote Patient Monitoring 
Playbook

• A toolkit, or “playbook,” that defines digital 
health and RPM, and explains how to use 
the resources that are included 

• Refer to this Playbook whenever you are 
considering the implementation of a digital 
health solution

• Developed by AMA
• Resource link: Click here
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https://www.ama-assn.org/system/files/ama-remote-patient-monitoring-playbook.pdf
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Bridging the Digital Divide (BTDD): Remote 
Patient Monitoring (RPM) Device Usage and 

Adoption for Digital Divide Populations
Training

• Resource: Gojji Solutions and RPM Services

• Handout summarizing the available RPM 
devices with Gojji and how they can 
contribute to improving certain clinical 
quality measures

• Developed by Gojji
• Resource link: Click here
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https://www.gojji.com/disease-management/
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Bridging the Digital Divide (BTDD): Remote 
Patient Monitoring (RPM) Device Usage and 

Adoption for Digital Divide Populations
Training

• Resource: RPM Webinar Event: Learn, 
Engage, Advance

• Presentation involving speakers from HRSA, 
CHCF, RPM policy experts and clinical staff 
sharing their experience with their own 
RPM programs at their organization

• Overview of available RPM services, coding 
guidance, current policies and where you 
can find more details on these policies, and 
sample clinic RPM programs

• Developed by CTRC
• Resource link: Click here
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https://caltrc.org/wp-content/uploads/2022/11/RPM-Event-Full-Slide-Deck.pdf
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Bridging the Digital Divide (BTDD): Remote 
Patient Monitoring (RPM) Device Usage and 

Adoption for Digital Divide Populations
Training

• Resource: Implementing Remote Patient 
Monitoring Programs: The Top 3 
Misconceptions 

• Article explaining how the increase in 
demand for RPM services has to a growth in 
the misconceptions about what is covered

• The misconceptions discussed are regarding 
a confusing CPT code, not wanting to use 
devices because they aren’t covered by 
insurance and expecting RPM kits to be 
expensive

• Developed by Chief Health Executive; 
Written by Lucienne Ide

• Resource link: Click here
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https://www.chiefhealthcareexecutive.com/view/implementing-remote-patient-monitoring-programs-the-top-3-misconceptions-lucienne-ide
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Bridging the Digital Divide (BTDD): Remote 
Patient Monitoring (RPM) Device Usage and 

Adoption for Digital Divide Populations
Training

• Resource: Payment Reimbursement Tips: 
Community Health Center Requirements for 
Remote Physiologic Monitoring (RPM) & 
Self-Measured Blood Pressure (SMBP)

• Tip sheet providing detailed guidance on 
how health centers can maximize 
reimbursement when their patients utilize 
RPM devices, particularly self-measured 
blood pressure devices

• Developed by National Association for 
Community Health Centers (NACHC)

• Resource link: Click here
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https://www.nachc.org/wp-content/uploads/2021/09/Payment-Reimb.-Tips_RPM-SMBP_September-2021.pdf
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Bridging the Digital Divide (BTDD): Remote 
Patient Monitoring (RPM) Device Usage and 

Adoption for Digital Divide Populations
Training

• Resource: RPM Best Practices Presentation

• Overview and steps on implementing a 
successful RPM program at a health center

• Outlines best practices and guidance on 
selecting an RPM vendor/device, building 
an RPM team at the organization, 
developing an RPM device workflow and 
high-level billing guidance

• Developed by Kedren Community Health 
Center
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Bridging the Digital Divide (BTDD): Remote 
Patient Monitoring (RPM) Device Usage and 

Adoption for Digital Divide Populations
Workflow

• Resource: RPM Device Referral, Enrollment 
and Follow Up Workflow

• Sample clinic workflow outlining how they 
identify, refer and enroll Medi-Cal patients 
into the Gojji RPM platform

• Includes steps for both glucometer and BP 
device distribution

• Three different referral pathways: by 
provider, in-house dispensing or Azara DRVS 
report/batch enrollment

• Developed by White Memorial Community 
Health Center
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Bridging the Digital Divide (BTDD): Remote 
Patient Monitoring (RPM) Device Usage and 

Adoption for Digital Divide Populations
Workflow

• Resource: Rimidi Hypertension RPM Device 
Workflow

• Sample clinic workflow outlining how they 
identify and enroll patients into the Rimidi 
RPM platform

• Detailed guidance depending on how well 
the patient complies with taking blood 
pressure readings

• Developed by Northeast Valley Health 
Corporation (NEVHC)
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Bridging the Digital Divide (BTDD): Remote 
Patient Monitoring (RPM) Device Usage and 

Adoption for Digital Divide Populations
Workflow

• Resource: RPM BP Device Workflow

• Sample workflow outlining how the clinic 
identifies, refers and enrolls patients into 
their RPM hypertension program 

• Clinic used VitalTech/AT&T RPM services
• RPM program details shared in a webinar 

presentation in February 2023

• Developed by Neighborhood Healthcare
• Resource Link: Click here
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https://caltrc.org/wp-content/uploads/2022/11/01-02-09-2023-CTRC-RPM.pdf
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Bridging the Digital Divide (BTDD): Remote 
Patient Monitoring (RPM) Device Usage and 

Adoption for Digital Divide Populations
Workflow

• Resource: Remote Patient Monitoring 
Cellular Enabled Glucometers & Disease 
Management

• Webinar presentation on how this 
organization developed an RPM program 
with cellular enabled glucometers utilizing 
the Gojji RPM platform

• Driver diagram provides ample detail on 
how they identified priority interventions 
and defined their RPM program goal

• Developed by Contra Costa Health Services
• Resource link: Click here

47Bridging the Digital Divide: Best Practice Toolkit #2 and Lessons Learned

https://caltrc.org/wp-content/uploads/2022/11/04-CCHP-RPM-Presentation.pdf


Member Driven.              Patient Focused.

Section 3: New Resources for Patient Portal 
Usage and Adoption for Digital Divide 
Populations
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Bridging the Digital Divide (BTDD): Patient Portal 
Usage and Adoption for Digital Divide 

Populations
Training and Education

• Resource: Disparities in Patient Portal 
Access and the Role of Providers in 
Encouraging Access and Use

• Research study aiming to identify racial and 
ethnic disparities in patient portal access 
and use

• Also examined the influence providers have 
on encouraging and facilitating use of the 
data made available in the patient portal 

• The findings suggest that differences in 
access and use are likely driven by 
disparities in whether a patient is offered to 
sign up on the patient portal

• Developed by Journal of the American 
Medical Informatics Association (JAMIA)

• Resource Link: Click here

49Bridging the Digital Divide: Best Practice Toolkit #2 and Lessons Learned

https://academic.oup.com/jamia/article/30/2/308/6855146
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Bridging the Digital Divide (BTDD): Patient Portal 
Usage and Adoption for Digital Divide 

Populations
Training and Education

• Resource: Impact of Digital Divide on the 
Adoption of Online Patient Portals for Self-
Motivated Patients

• Research study aiming to determine the 
effect of the digital divide in the adoption of 
online patient portals by motivated patients 
who wish to improve their health outcomes 
using the Internet

• Also explored social media use as a 
correlation to patient portal use

• The usability factor of online portals is likely 
a hindrance to its adoption

• Developed by Healthcare Informatics 
Research (HIR)

• Resource link: Click here
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https://www.ncbi.nlm.nih.gov/pmc/articles/PMC7438699/pdf/hir-26-3-220.pdf
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Bridging the Digital Divide (BTDD): Patient Portal 
Usage and Adoption for Digital Divide 

Populations
Marketing Materials

• Resource: InteliChart Patient Portal Best 
Practice Guide

• Guide to be used for training staff when 
implementing the InteliChart patient portal

• Outlines specific guidance for how to assist 
patients with understanding how to use this 
new portal and take advantage of the 
features (e.g., Enable automated 
enrollment for patients to register without 
staff involvement)

• Developed by Eisner Health
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Bridging the Digital Divide (BTDD): Patient Portal 
Usage and Adoption for Digital Divide 

Populations
Marketing Materials

• Resource: NextGen PxP ChatNow Feature 
Overview

• Handout describing details on how the 
NextGen ChatNow feature can assist staff 
with redirecting patient questions to the 
chat

• Outlines details for live patient support and 
how it can be customized to your 
organization’s brand

• Developed by NextGen
• Resource link: Click here
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https://www.nextgen.com/-/media/dam/collateral/brochures/pe_120821_chatnow_onesheet_lowres.pdf


Member Driven.              Patient Focused.

Section 4: New Resources for Equipment and 
Services Assessment Usage and Adoption for 
Digital Divide Populations
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Bridging the Digital Divide (BTDD): Equipment 
and Services Assessment Assessments

• Resource: Digital Divide Assessment

• This assessment was tailored by clinic staff 
to include the most useful questions for 
their patients

• Revised from the original digital device and 
internet access assessment we created last 
year

• Developed by All-Inclusive Community 
Health Center (AICHC)
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Bridging the Digital Divide (BTDD): Equipment 
and Services Assessment Assessments

• Resource: Digital Divide Assessment

• This assessment was tailored by clinic staff 
to include the most useful questions for 
their patients

• Revised from the original digital device and 
internet access assessment created last 
year

• Added additional space for feedback from 
patients and/or staff based on the first 
round of piloting the assessment

• Developed by JWCH Institute
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Bridging the Digital Divide (BTDD): Equipment 
and Services Assessment Assessments

• Resource: Digital Literacy Checklist

• This checklist was developed by Ipsos for 
conducting a research survey with UK 
individuals focused on digital literacy

• Developed an “Essential Digital Skills 
Methodology”

• The checklist is referenced in a 2022 CHCF 
issue brief article

• The questions listed on the right are 
summarized and the full digital literacy 
survey can be found at the link below

• Developed by Lloyds Bank/Ipsos Research 
Company

• Resource Link: Click here
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https://www.lloydsbank.com/assets/media/pdfs/banking_with_us/whats-happening/210922-lloyds-ipsos-mori-essential-digital-skills-technical-note.pdf
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Bridging the Digital Divide (BTDD): Equipment 
and Services Assessment

Discounted Technology and Broadband 
Resources

• Organization: Angeleno Connectivity Trust 
• Region: City of Los Angeles
• Resource: Free Internet

• This resource was included in our prior 
toolkit, but the material and link have been 
updated

• Provides free internet service to students in 
Los Angeles who are struggling to stay 
connected online to classes and essential 
support services

• The student will be provided a T-Mobile Wi-
Fi hotspot at one of the partner 
organizations or at their local City of Los 
Angeles Public Library

• Resource Link: Click here
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https://www.lapl.org/sites/default/files/Angeleno%20Connectivity%20Trust-Flyer-V3-nonSAHK.pdf%20%282022%29.pdf
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Bridging the Digital Divide (BTDD): Equipment 
and Services Assessment

Discounted Technology and Broadband 
Resources

• Organization: LA Public Library
• Region: LA County
• Resource: Free Internet and Mobile 

Hotspots

• Borrow a Chromebook and Wi-Fi hotspot to 
access the internet

• Must have a full access card to check out 
the equipment (can sign up following the 
link below)

• Resource Link: Click here
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https://lacountylibrary.org/laptop/
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Bridging the Digital Divide (BTDD): Equipment 
and Services Assessment

Discounted Technology and Broadband 
Resources

• Organization: Tech2Go/LA Public Library
• Region: LA County
• Resource: Free Mobile Hotspots

• Free mobile hotspot available for a 6-week 
period 

• 13 participating library locations
• Available through AT&T, Sprint and T-Mobile 

carriers
• Flyers available in English and Spanish
• Must have a library card in good standing to 

be eligible for a hotspot

• Resource Link: Click here
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https://www.lapl.org/tech2go/mobile-hotspots
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Bridging the Digital Divide (BTDD): Equipment 
and Services Assessment

Discounted Technology and Broadband 
Resources

• Organization: LA Hotspot Locator
• Region: LA County/2-1-1
• Resource: Free Internet/Wi-Fi

• Interactive map that shows available, free 
internet after typing in an address

• Different icons on the map can represent 
public buildings, parks, restaurants and  
libraries

• Website is available in Spanish as well

• Resource Link: Click here
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https://lacounty.maps.arcgis.com/apps/webappviewer/index.html?id=26159b0526e64bea94533e89da583b89&utm_content=&utm_medium=email&utm_name=&utm_source=govdelivery&utm_term=
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Bridging the Digital Divide (BTDD): Equipment 
and Services Assessment

Discounted Technology, Broadband and 
Educational Resources

• Organization: Insure the Uninsured Project 
(ITUP)

• Region: California
• Resource: Toolkit with internet, digital 

literacy and digital device resources

• A policy toolkit that provides hyperlinks to 
resources that help you understand more 
about the need to expand broadband and 
connectivity to ensure a better future of 
health care for California communities

• Curates state and federal initiatives and 
select resources around telehealth, 
broadband and connectivity

• Resource Link: Click here
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https://www.itup.org/wp-content/uploads/2022/08/ITUP-Toolkit-Broadband-2022.-FINAL-v2.pdf
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Bridging the Digital Divide (BTDD): Equipment 
and Services Assessment Educational Resources

• Organization: CA Department of Aging
• Region: Nationwide
• Resource: Digital Literacy Education to 

Combat Loneliness

• Webinar presentation focused on strategies 
to address digital literacy to combat 
loneliness & isolation

• Speakers from four different organizations 
sharing the projects and/or partnerships 
they delivered to increase digital literacy for 
those living alone 

• Resource Link: Click here
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https://aging.ca.gov/download.ashx?lE0rcNUV0zZ%2BVG3tpJn3Xw%3D%3D
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Bridging the Digital Divide (BTDD): Equipment 
and Services Assessment Educational Resources

• Organization: California Community 
Foundation (CCF)

• Region: California
• Resource: Broadband 101 Fact Sheet

• A fact sheet that explains the basics of 
broadband infrastructure, detailing 
backbone, middle mile and last mile 
infrastructure

• Provides California and LA County specific 
rates for households not connected to the 
internet

• Resource Link: Click here
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https://www.calfund.org/wp-content/uploads/CCF-Digital-Equity-Broadband-101-Fact-Sheet-FINAL-2.3.22.pdf
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Bridging the Digital Divide (BTDD): Equipment 
and Services Assessment Educational Resources

• Organization: California Community 
Foundation (CCF)

• Region: California
• Resource: Digital Equity Initiative: Glossary 

Of Terms

• An overview of common broadband terms 
separated into four different sections: 

• Data and Metrics terms
• Network, Service and Technology 

terms
• Advocacy terms
• Policy and Regulatory terms

• Resource Link: Click here
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https://www.calfund.org/wp-content/uploads/CCF-Digital-Equity-Initiative-Glossary-of-Terms-FINAL-2.3.22.pdf
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Bridging the Digital Divide (BTDD): Equipment 
and Services Assessment Educational Resources

• Organization: California Health Care 
Foundation (CHCF)

• Region: Nationwide
• Resource: How Providers Can Better Adopt 

Digital Health Tools Article

• Outlines how providers and health plans 
can create more inclusive digital health 
tools

• Main goal is to provide key stakeholders 
with action-oriented recommendations to 
ensure digital health technology meets the 
needs of diverse patients

• Provides a sample digital literacy case study 
developed by a LA health center

• Resource Link: Click here
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https://www.chcf.org/wp-content/uploads/2022/02/BridgingDigitalDivideProvidersPlans.pdf
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Bridging the Digital Divide (BTDD): Equipment 
and Services Assessment Educational Resources

• Organization: CHCF
• Region: Nationwide
• Resource: How Designers Can Create More 

Inclusive Digital Health Tools Article

• Details why digital health solutions are less 
usable among groups that are under-
resourced and who face economic, racial, 
and language barriers in accessing health 
care. A lack of usability can widen the digital 
divide and fuel greater inequities

• Principles of universal design are included in 
the image to the right

• Resource Link: Click here
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https://www.chcf.org/wp-content/uploads/2022/02/BridgingDigitalDivideDesigners.pdf


Member Driven.              Patient Focused.

Bridging the Digital Divide (BTDD): Equipment 
and Services Assessment Educational Resources

• Organization: National Digital Inclusion 
Alliance (NDIA) and NY State Library

• Region: Nationwide
• Resource: Digital Inclusion Toolkit

• Digital inclusion services are programs, 
actions, and services developed and 
sustained to assist community members in 
gaining access to appropriate devices, 
sustainable broadband, digital skill building 
and developing long-term digital skills

• Provides templates and guidance on how to 
define your community’s needs, survey 
your community, understand access to 
broadband and details around the digital 
navigator program

• Resource Link: Click here

67Bridging the Digital Divide: Best Practice Toolkit #2 and Lessons Learned

https://www.nysl.nysed.gov/libdev/Digital-Inclusion-Toolkit.pdf
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Section 5: Clinic Digital Divide 
Assessment Pilot Overview and Results 
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Member Driven.              Patient Focused.

Clinic Pilot: Via Care Community Health Center

• Via Care Community Health Center is a non-profit Federally 
Qualified Health Center (FQHC) in East Los Angeles

• They have nine clinics including a school-based wellness 
center at Garfield High School delivering quality medical, 
dental, behavioral health, and supportive services

• Clinic Presenter: Louie Ulloa, Associate Director of Managed 
Care
– Been working at Via Care for 4 years
– Started as an Enrollment Counselor, became Enrollment Supervisor, 

and then took over the Managed Care department
– He has been working in the medical/health insurance field for 14 

years, starting his career with Healthy Families
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Clinic Pilot: Via Care Community Health Center

• Six clinic staff administered the 
pilot survey, including Louie
– Enrollment team

• Completed 32 assessments in 
the first round

• Added assessment to their 
patient intake packet

• All Spanish-speaking patients
• On average, it took 10 minutes 

to complete the survey
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Clinic Pilot: Via Care Community Health Center

• Internet Findings:

71

26

6

Internet Access

Yes No

5

1

Want help accessing the internet

Yes No
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Clinic Pilot: Via Care Community Health Center

• Digital Device Findings:

72
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1

No Access and Want 
Assistance

Yes No

22

5

Have Access but Still Want 
Assistance with Discount

Yes No
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Clinic Pilot: Via Care Community Health Center

• Digital Literacy Findings:

73

9

13

7

3
Confidence Using the Internet

Extremely Confident

Confident

Not Very Confident

Not Confident at All

11

21

Want Help Increasing 
Confidence

Yes No

17
15

Interest in an Online Course

Yes No
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Clinic Pilot: Via Care Community Health Center

• Completed 18 assessments 
in the second round

• Added assessment to their 
patient intake packet

• 14 assessments completed 
in English and 4 
assessments completed in 
Spanish
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Clinic Pilot: Via Care Community Health Center

• Internet Findings:

75
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Clinic Pilot: Via Care Community Health Center

• Digital Device Findings:

76
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Access to a Digital Device
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3

No Access and Want 
Assistance

Yes No

3
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Have Access but Still Want 
Assistance with Discount

Yes No
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Clinic Pilot: Via Care Community Health Center

• Digital Literacy Findings:

77

11

5

1 1
Confidence Using the Internet
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Confident
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Clinic Pilot: Via Care Community Health Center

Additional Takeaways:
• Both patients and staff did not have issues with the length of the 

survey
• Main resource provided in person was a Spectrum Internet flyer
• Most patients did not want to add their name to the assessment; 

added the patient MRN on the second round of assessments
• Still actively following up with patients to aid with internet and 

digital device program enrollment (mainly from the first round of 
assessments)

• During the second assessment round, the clinic sent requested 
resources to the patients via the Well App
– Included links to internet, digital device and/or digital literacy resources 

requested
– Completed this with the patient before they left the clinic
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Q&A

Any questions?

rproud@cmadocs.org
lulloa@viacarela.org
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