MEDBRIDGE

FOR PATIENTS

Telehealth Tips, FAQ's &
Troubleshooting Guide

Tips

For the best Telehealth experience, we recommend the following:

Make sure your laptop or desktop computer has a reliable
internet connection with a minimum speed of 25 mb/second.

Z Ensure audio and video are enabled on your device.

Confirm your internet browser is up to date
(Chrome and Firefox are preferred).

Ensure you have sufficient space to perform your
Home Exercise Program.

Find a private, comfortable space since personal
data may potentially be exchanged during the visit.
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Frequently Asked Questions (/1)

About Visits

1) How do | set up a Telehealth session?

Contact your provider to set up a Telehealth visit.

2) How do | prepare for the Telehealth session?

Prior to your session, your clinician will send you an
introduction email with tips for the session as well as
login information to create an account. Please create an
account prior to your session.

3) How do | join a Telehealth session?

Immediately before your Telehealth session, you will
receive an email from your clinician. Within the email,
you will find a link to connect you to the active Telehealth
session. Once connected, remember to share your
camera and audio.

Billing and Insurance

1) How will I be billed for a Telehealth visit?

Please contact your provider to get the billing
information.

2) How much does Telehealth cost?

For Medicare, Medicare Advantage, and Medicaid
patients, the visit has the same copay and deductible as
an in-person visit.

MEDBRIDGE

4) Where can | find my home exercise
program and patient education?

Your most up-to-date Home Exercise Program will be
available through your Medbridge Patient Portal as well
as the MedBridge GO app.

5) Where can | find my education
documents/images/resources?

You can view your exercises during the visit with your
clinician. When the visit ends, you can find all your patient
education/images/resources within the Resources
section of your Patient Portal or the MedBridge GO app.

Any updates made during the Telehealth session
will be viewable when the session ends.

3) Does Telehealth accept my health insurance?

Check with your insurance provider for more details on
your coverage and copays. While your existing plan may
have these details, due to recent changes many plans
are making adjustments and waiving fees to expand
coverage. Contact your plan directly for the latest
information.
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Troubleshooting

Technical Troubleshooting

1) How do | test my internet connection speed?

To make sure that your laptop or desktop computer has a reliable internet connection you will need to conduct an internet
speed test. It is recommended that you have an internet speed of at least 25mb/second to conduct a telehealth visit.

To conduct a speed test:

1. Navigate to google.com.

2. Typein “speed test” and press search.
3. Aninternet speed test will appear at the top of the search results. Click the blue “Run Speed Test” button to

complete the test. A dialogue box will appear on your screen.

GO gle speed test 4 Q
Q Al [ Books (B News ¢ Shopping [ Videos i More Settings  Tools
About 3,750,000,000 results (0.41 seconds)
a

Internet speed test

Check your internet speed in under 30 seconds. The speed test usually transfers less than 40 MB of
data, but may transfer more data on fast connections.

To run the test, you'll be connected to Measurement Lab (M-Lab) and your IP address will be shared
with them and processed by them in accordance with their privacy policy. M-Lab conducts the test

and publicly publishes all test results to promote internet research. Published information includes
your IP address and test results, but doesn't include any other information about you as an internet

user.

About RUN SPEED TEST

4. Your download speed should be above 25mbps for an optimal Telehealth experience.

Internet speed test X Internet speed test X

© 88.8 5.56

Mbps download Mbps upload

Latency: 10 ms
Server: Seattle, WA

Your Internet speed is very fast

88.6

Megabits per second

N

Testing downioad...

fo Your Internet connection should be able to handie
multiple devices streaming HD videos, video
conferencing, and gaming at the same time.

LEARN MORE RISy @XelV Y]

Feedback

Mbps download Mbps upload

CANGEL
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Technical Troubleshooting (cont.)

2) How do | ensure audio and video are enabled on my device?

If you are having trouble getting your camera or microphone to connect to the telehealth call, first make sure that they are
enabled on your computer.

i. Camera/Mic Enablement: Mac

To enable the camera and microphone on your Mac:

1. Click the Apple logo in the top left of your screen and click on System Preferences.

u Chrome File Edit View Hi
About This Mac

System Preferences... 1 update
App Store...

Recent ltems >
Force Quit Chrome NOHED

Sleep
Restart...
Shut Down...

Lock Screen ~3Q
Log Out Kay Peacock... 3EQ

2. Select Security & Privacy.

@0 < | > ] System Preferences ' ©f l
= aad @
v D a @
General Desktop & Dock Mission Language Security Spotlight  Notifications
Screen Saver Control & Region & Privacy
- ' =
. -
Displays Energy Keyboard Mouse Trackpad  Printers & Sound Startup
Saver Scanners Disk
s @ F @ @ &
iCloud Internet Wallet & Software Network Bluetooth Extensions Sharing
Accounts  Apple Pay Update
o N
) . £oa
i Y
Al W v
Touch ID Users & Parental Siri Date & Time Time Accessibility Profiles
Groups Controls Machine
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i. Camera/Mic Enablement: Mac (cont.)

3. Select the Privacy tab.
4. Select Camera.
5. Ensure your browser (Firefox or Chrome) has a checkmark next to it so that it can access the camera.

[ < 22 Security & Privacy Q Searcl
General  FileVault  Firewall @

Location Services Allow the apps below to access your camera.
‘ Contacts
‘. Google Chrome

@ Calendars

5% Slack
t | Reminders

o Zoom.us
& Photos

o W Camera

Micropheone
Accessibility

| “| Full Disk Access

é Click the lock to make changes.

6. Select Microphone.
7. Ensure your browser (Firefox or Chrome) has a checkmark next to it so that it can access the microphone.

® o0 L 223 Security & Privacy Q

General  FileVault  Firewall

Location Services Allow the apps below to access your microphone.

‘ Contacts
‘. Google Chrome
@ Calendars
S Slack
U Reminders
o zoom.us
ﬁ Photos
-‘ Camera

n Microphone
Accessibility

|7 Full Disk Access

é Click the lock to make changes.

8. Close the Security & Privacy box.

9. Recheck your Telehealth connection to see if your camera and microphone work.
a. Ifyou're still not able to connect, restart your computer and try again.
b. If issues persist, contact your provider.
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ii. Camera/Mic Enablement: PC

To enable the camera and microphone on your Windows 10 PC:

1. Click the start button and select the gear icon to access the Settings menu.

= Recentlyadded

me
E Logitech Capture
WMost used
Xbox Game Bar
Google Chrome
0  [E] sconegrioom
o E File Explorer
[~ -
;m"si E Settings
B &

i

i2 | 2 Type here to search

2. Select Privacy in the lower left corner.

- o x

Windows Settings

@ N

3. Under App permissions, select Camera.
4. Make sure the switch under Allow apps to access your camera is toggled to On.

Camera

Allow access to the camera on this device

Windows permissions

8 Genent
R speech

£ inking & typing personakzaton
7 Disgnostcs & fedback

B Actviy hisory

App permissions
A tocation :
Choose which Microsoft Store apps can access
|@ camera your camera
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ii. Camera/Mic Enablement: PC (cont.)

5. Scroll down to the section that says Allow desktop apps to access your camera. Make sure this is also toggled to On.

< s -
@ Home Camera
=
H Mictosot kdige: - o
—_— sit ssion
! Mic - on
wind
el aldnid ﬂ Mictosoft Store - o
8 General
onenote - o
R speecn
®  Inking & typing personalization E Skype - on
£ Uiagnostcs & feedback Windows Barcode Preview @ on
Bt Actvty history
Xvox Game Bar @ on

‘ot appear in the following lstor are
out why

6. Next, under App permissions, select Microphone.
7. Make sure the switch under Allow apps to access your microphone is toggled to On.

€ seungs S
@ Home Microphone
Allow access to the microphone on this device
privacy -
Windows permissons —
8 General Change £l elp
£ Gwefeedback
S speech

Allow apps to access your microphone

B Inking & typing personaization
£ Owgnostcs & ecdback

Bt Acwiy isory

Some desktop apps may il be abie o acces you microphone
App pemissions aher 2qc ae ot Find out why
A b fon you microphane,you'l e this cor: &
Camera
Choose which Microsoft Store apps can access
| § Microphone

8 Voice activation 5 your microphone 1 WOrk as intended.
ity do.

imit what it can o

- on

@ on

- on

8. Scroll down to the section that says Allow desktop apps to access your microphone. Make sure this is also
toggled to On.

€ setngs - o -
@ Home Microphone
[© Lt @ o
pivacy

- OneNote @ o
Windows permissions E o @@ o
8 Geneal

. Voice Recorder @ o
2 Speech
P a Xbox Console Comparion - o
& Diagnostics & feedback. Xbox Game Rar @ on

Hi Actvity istory

Allow desktop apps to access your microphone

App pemissions
& Location

@ Camera

U Microphone.
& Voice activaton ‘Google Chrome

Currently n u
[ Notifications

y
= e ok

A& Contacts

9. Recheck your Telehealth connection to see if your camera and microphone work.
a. If you're still not able to connect, restart your computer and try again.
b. If issues persist, contact MedBridge support at support@medbridgeed.com or 206-216-5003.
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3) How do | make sure my camera and mic are enabled for my browser?

If you're still having trouble connecting, you may need to enable the camera and microphone in your browser as well.
i. Camera/Mic Enablement: Google Chrome

1. Open Chrome and select the Chrome menu, represented by three vertical dots in the top-right corner.

o0 e New Tab 4 +

C & Search Google or type a URL B e

2. Select Settings.

®0® NewTar x o+
C G Search Google or type a URL * @

i Apps [ Adminpane 16 of tho Most o [ Rapid Innovarion Staging Admina. @ Upload Report (M. 8 R0pt e Tab

New Window
New Incognito Window <
History
Downloads
Bookmarks
Zoom - 100% +
oogle =
Find...
More Tools
Q  Search Google or type a URL Edit Cut Copy A
Settings
Help

(] @ - 2}

(1) YouTube MedBridge cBM IMDb Login

a o B8 o

3. Scroll down to Privacy and Security, select Site Settings.

000 & seungs x4

& C  ® Chrome | chrome://settings/privacy * @@ :

2 YousndGoogle
20 Privacy and security
B Ao
Clearbrowsing data
@ Privacy and securty Clea istory cooldes, cache, and more
@  Aopearance Ste Settings
Q  Search engine
B Defaultbrowser vore v
©  onsump
Appearance
Advanced
Themes
o
Open Chrome Web Store B
Extensions 2}
Showhome burton
Abat Cliceas) Disabled
Showbookmarks bar
Fomsize Medium (Recommended)  ~
Customize fonts
Page z0om 1008 -
pressi Py

4. Select either Camera or Microphone to access either setting.

00 o soungs-swSetings X

€ 5 C  ® Chrome | chrome://settings/content « @@ :

Alsites

View permissions and data stored across sites

Cookies and ste data

Allowsites o save and read cookle data

Location

9 Ask before accessing
Aévanced

-
Sten 2]
-

Javascript
Allowed
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i. Camera/Mic Enablement: Google Chrome (cont.)

5. Select the website you want to allow Camera and Microphone access to https://www.medbridgeeducation.com.
Under Permissions make sure that your Camera and Microphone are set to Allow.

® 0 ® g settings - Camera X+
<« C  ® Chrome * @ 0Q:
2 Youand Google < hitps://www.medbridgeeducation.com
B  Autofil
Usage
@ Privacy and security
670811 cookies Clear data
@ Appearance
Q  Search engine Beiesions Reset permissions
Default browser
Ed Q Location Aok (defal) =
O onstartup
™ Camera Allow -
Advanced -
& Microphone Allow =
Extension v}
o g ©  Motion sensors Allow (default) -
About Chrome
A Notifications. Ask (default) v
<> JavaSeript Allow (default) w.
B Flash Block (default) -

ii. Camera/Mic Enablement: Mozilla Firefox

1. Open Firefox and select the Firefox menu, represented by three horizontal lines in the top-right corner.

?} Preferences X

G EN-EA 7 mn o e =

2. Select Preferences.

@ NowTab x
> C @ Q_ Search with Google or enter address v noe =
| @ signinto Firefox >
W Privacy Protections
22 Top Sites ~
& New Window #N
1 © New Private Window oxp
° ) Restore Previous Session
Zoom = (100% + 2
@amazon medbridgeeduc voutube facebook redit wikipedia witter o x » @
I\ Library >
@ Recommended by Pocket v What's Pocket?
o Logins and Passwords
# Add-ons %A
%t Preferences %,
# Customize.
Open File... %0
Save Page As. xs
& Print. xp
slate.com scientificamerican.com joinhoney.com .

2 o 2 = . Q Find in This Page... RF
Phineas Gage, Neuroscience’s Making Sense of Quantum This App Appliestl " g
Most Famous Patient Mechanics Codes to Your Car{ N — %
Each generation revises his myth. Philosopher David Albert thinks there If you don't use Honey - ST )
Here's the true story. might be a “clear and straightforward" online, you're probabl; ;7; i N

way of thinking about quantum... money.
Sponsored by Honey

3. Select Privacy and Security.

€)>C o @) Firefox | aboutipreferences RAg noe =

T General General
@ Home Startup

Q_ search

Restore previous session

Warn you when quitting the browser

& Privacy & Security | Always checkif Firefox is your default browser
& sync @ Firefox is not your default browser Make Default...
Tabs

/| CtrisTab cycles through tabs in recently used order
/| Open links in tabs instead of new windows

When you open a link in a new tab, switch to it immediately

Language and Appearance

# ExensionsaThemes  Fonts and Colors

@ Firefox Support Default font  Default (Times) v Size 16 v Advanced...

Colors...

MEDBRIDGE

10



For Patients

ii. Camera/Mic Enablement: \ozilla Firefox (cont.)

4. Scroll down to Permissions.
a. To enable your camera, select Camera. Confirm that the camera setting for https://www.medbridgeeducation.com
is set to Allow.

© Firefox n @ &

Settings - Camera Permissions X

‘The following websites have requested to access your camera. You can specify which websites are allowed to

access your camera. You can also block new requests asking to access your camera.

Q earch Website

Website

hitps://www.medbridgeeducation.com

Remove Website  Remove All Websites

Block new requests asking to access your camera

‘This wil prevent any websites not listed above from requesting permission to access your camera.
Blocking access to your camera may break some website features.

Cancel ~ Save Changes

/)

b. To enable your microphone, select Microphone. Confirm that the microphone setting
for https://www.medbridgeeducation.com is set to Allow.

Settings - Microphone Permissions

‘The following websites have requested to access your microphone. You can specify which websites are
allowed to access your microphone. You can also block new requests asking to access your microphone.

Q Search Website

Website Status.

hitps://www.medbridgeeducation.com Allow

Remove Website  Remove All Websites

Block new requests asking to access your microphone

“This wil prevent any websites not listed above from requesting permission to access your microphone.
Blocki toyour break features.

Cancel  Save Changes
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4) How do | confirm if my internet browser is up to date?

i. Confirm Version: Google Chrome

1. Open Chrome and select the Chrome menu, represented by three vertical dots in the top-right corner.
If your browser is not up to date you will see an “arrow” where the “dots” should be. ' »

[ O New Tab * +

C' G Search Google or type a URL @ e

2. From the drop-down menu that appears, select Help, then select About Google Chrome.

©0® Newmmd x o+
c (e . *) @ @ :
# Apps [ Adminpanel 16 of the Most Se... [ Repid Innovarion - Staging AdminPa.. @ Uplosd Report [M... # REBC  Now Tab st
New Window N
New Incognito Window oxy
History
Downloads. s
Bookmarks
200m - 100% + o
oogle =
Find. oF
More Tools »
Q, Search Google or type a URL Edit Cut  Copy  Pase
Sottings %,
About Google Chrome Help >
o 3 Help Center oK/
Report an Issue.
()YouTube  Mederidge cBM Wb Togin
a @ El -] +
Amazon.com WelcometoS...  Googls D Homs Add shorteut
# Customize

3. The window that appears will automatically check for updates and show you the current version of Chrome. If an
update is available, Chrome will be updated automatically. After Chrome is updated, click the RELAUNCH option
to restart Chrome and complete the update.

® 0 ® g settings-AboutChome X+

€ 5 C @ Chrome | chrome:/jsettingsfhelp FB

Settings

2 YouandGoogle
About Chrome

B Auofil

@ Privacy and security G Google Chrome
@

Q

Appearance @ CoosleChrameis ptocate
Version 80.0.3987.162 (Official Build) (64-bi)

Automatic updates are turned on Learn more.

ED  Default browser

©  onstarup Gathelp with Chrome 2]
Advanced - Reportanissue 2]
Extensions. ©®

o Google Chrome

Copyright 2020 Google LLC. Al rights reserved.

Google Chrome Terms of Service

For the best Telehealth experience, we recommend using Chrome version 58 or greater.
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ii. Confirm Version: Firefox

1. Open Firefox and select the Firefox menu, represented by three horizontal lines in the top-right corner.

L¥ Preferences X

GIEN 1 n o e =

2. Select Preferences.

@ NowTan
> C @ noe¢ =

| @ signinto Firefox >

. privacy Protections
22 Top sites ~

- 3 New Window ®N
— 7 ©3 New Private Window oxp
p Y
=] N Zoom - 0% + 2
I\ Library >
@ Recommended by Pocket v What's Pocket?
2 Add-ons. GRA
¥ Preferences €,

7 Customize.

OpenFile... %0

Save Page As. s
& Print. xp
.com scientificamerican.com joinhoney.com .

2 o B 2 = . Q Find in This Page... ®F
Phineas Gage, Neuroscience’s Making Sense of Quantum This App Appliestl " g
Most Famous Patient Mechanics Codes to Your Car{ N — %
Each generation revises his myth. Philosopher David Albert thinks there ifyou don't use Honey o\ )
Here's the true story. might be a “clear and straightforward" online, you're probabll g, N

way of thinking about quantum... money.

Sponsored by Honey.

3. Scroll down to Firefox Updates to see which version of Firefox you are currently using. If the version you are
using is not up to date, select Check for Updates to download the latest version.

£ praterences x

2= @ ©) Firefox  aboutipreferences hAd n o e =

¥ General
@ Home

Firefox Updates

Q search Keep Firefox up to date for the best performance, stability, and security.

& Privacy & Security Version 74.0 (64-bit) What's new Show Update History..
© Firefox is up to date Check for updates

& syne
Allow Firefox to
@) Automatically install updates (recommended)

Check for updates but let you choose to install them

Performance
/| Use recommended performance settings Learn more
These settings are tailored to your computer’s hardware and operating system.

# Extensions & Themes

@ Firefox Support _
Browsing

For the best Telehealth experience, we recommend using Firefox version 52 or greater.
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