Health Buddy:
 Tricks of the Trade

Harry S. Truman Memorial VA Hospital 
Columbia MO

CCHT Organizational Model

Harry S. Truman Memorial VA Hospital, Columbia MO

A. CCHT Overview at Columbia Missouri VA Hospital:

1. Is integrated within Primary Care

2. Has only .8FTE dedicated to CCHT 

3. Manages DM, HTN, CHF, and COPD 

4. Uses only Health Buddies

5. Manages CCHT via four modalities:

a. General Primary Care:  NIC and COC under the direction of the individual PCP’s and their collaborative Primary Care Coordinators

b. CHF Subgroup: Class II and IV CHF patients followed in the Cardiology CHF Clinic

c. HTN Subgroup: High risk difficult-to-control hypertensives followed by a hypertensive specialist in the Primary Care Hypertensive Clinic

d. Diabetes Subgroup: High risk difficult-to-control diabetics followed by the facility Diabetes Advanced Practice Nurse.
B. CCHT Staffing:
1. Telehealth Coordinator (.8 FTE dedicated) is responsible for all of the following: 

a. Initial assessment and every six month reassessment and documentation of all CCHT program patients except CHF subgroup

b. All telehealth enrollments and disenrollments

c. All telehealth equipment troubleshooting

d. All nonresponder follow-up

e. Care Coordinates a panel of 83 patients herself

i. All hypertensive patients followed by the Hypertensive Specialist 
ii. A portion of the diabetic patients followed by the Diabetes Nurse

iii. All CBOC telehealth patients

2. Nine Primary Care Coordinators with patient panels of 1500-2500 patients use Health Buddies as an adjunct to their case management.

3. One Diabetes Primary Care Coordinator who manages telehealth for the Diabetes Nurse high risk caseload in addition to Primary Care panel of 1800.

4. One Cardiac Rehab Nurse who uses Health Buddies as an adjunct to the specialty case management of high risk CHF patients in addition to her Cardiac Rehab role.
5. Facility CCHT Coordinator who is also the Nurse Manager for Primary Care Clinics and the supervisor for the CCHT Care Coordinators.
HEALTH BUDDY FACILITY-BASED ENROLLMENT PROCESS
Note: No one ever goes to the patient’s home for installation or troubleshooting.

1. Complete Prosthetics consult for "Health Buddy".

2. Complete "Telehealth" consult.

3. Complete "CO-CCHT Screening Consult” note.

4. Complete "CO-CCHT Evaluation & Treatment Plan” note.

5. Complete "CO-CCHT Continuum of Care" note.

6. Enroll the patient on "Health Hero” website:

a. URL:  "vaww.icare.cc.med.va.gov".  

b. Click on "Enrollment" and enter names of both the patient and the Care Coordinator.

c. Click on "Enroll New Patient" and complete the enrollment information: 
Provider > Program variables > Diagnoses > Survey interface >Demographic information

7. In order to reduce patient confusion, remove the international plugs from the Health Buddy box.

8. If the blood pressure machine or scales are to be used, add to the box a black “universal” cord. This is NOT included in the Health Buddy box. You do not need a black cable for the Aviva glucometer.
9. Also, if the blood pressure machine will be used, be sure to set the correct date and time on the BP machine. To establish a BP baseline of pressure differences in the arms, take and record BP in BOTH arms.
10. Note: Health Buddy II has a serial number with a LETTER. Health Buddy III has a serial number WITHOUT a letter.
11. Note: Patients may use as many authorized medical devices connected to the Health Buddy simultaneously as there are ports.
 
RE- ENROLLMENT PROCESS
1. If a patient has been enrolled in the past, DO NOT “enroll” that patient again – you need to use the “re-enroll” process.

a. If the patient will be re-enrolled for diagnoses different from previous enrollments, the previous program MUST be deleted before the re-enrollment process to prevent the old program from being entered into the current enrollment.

b. Click on enrollment tab, and on the next screen click “re-enrollment”.

c. In the field for the patient’s last name, insert the last name and click “submit”

d. At the bottom of the screen there will be “Enrollment Reason” > click the down arrow to select reason > then click on the small box in front of the patient’s name , then click “continue”

e. At the survey interface box, insert the new serial number, then save the information.
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BLOOD PRESSURE
1. Push any button on Health Buddy monitor to turn it on.
2. Push “START” on the blood pressure monitor to take your blood pressure only when the Health Buddy asks you to. 
3. Be sure to turn your blood pressure monitor OFF after taking your blood pressure by pushing the same blue button that you used to turn the cuff on. 

4. If you do not turn your blood pressure machine OFF when you are done, it cannot send your blood pressure reading.
5. Do not push “SKIP” – wait until the reading shows up on the screen. 

6. When the reading shows up on the screen, push "CONTINUE".
BLOOD SUGAR
1. Place the blood sugar machine (called a “glucometer” – we use the “Aviva” brand) in front of the square box on the front left of the Health Buddy, about  
3 inches from infra red port. 

2. The Health Buddy will tell you when to push the two blue buttons at the bottom of the glucometer. 

3. Hold the two buttons down at the same time until the "7" pattern starts rotating on the glucometer screen.  This means the reading is being transmitted. 

4. Note: It is hard to push both blue keys at the same time.  If you are having problems, you may turn the glucometer OFF and try again.

5. Do not push “SKIP” – wait until the reading shows up on the screen. 

6. When the reading shows up on the screen, push "CONTINUE".
***KEEP YOUR HEALTH BUDDY HOOKED UP TO THE PHONE LINE ALL NIGHT BECAUSE IT ONLY SENDS DATA TO V.A. AT NIGHT.

 
If you need help call Nurse Nancy RN, Mon- Fri   8:00 am to 4:30 pm
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1-800-111-2222, extension 5333     or       1-573-444-5555 
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Daily Use of Your Health Buddy  

BLOOD PRESSURE

1. Push any button on Health Buddy monitor to turn it on.
2. Push “START” on the blood pressure monitor to take your blood pressure only when the Health Buddy asks you to. 
3. Be sure to turn your blood pressure monitor OFF after taking your blood pressure by pushing the same blue button that you used to turn the cuff on. 

4. If you do not turn your blood pressure machine OFF when you are done, it cannot send your blood pressure reading.
5. Do not push “SKIP” – wait until the reading shows up on the screen.

6. When the reading shows up on the screen, push "CONTINUE".
***KEEP YOUR HEALTH BUDDY HOOKED UP TO THE PHONE LINE ALL NIGHT BECAUSE IT ONLY SENDS DATA TO V.A. AT NIGHT.

 
If you need help call Nurse Nancy RN, Mon- Fri   8:00 am to 4:30 pm
1-800-111-2222, extension 5333     or       1-573-444-5555
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	CCHT CARE COORDINATOR WORKSHEET

	#
	Patient Name
	SS#
	Diagnoses
	NIC
	Summmary of Episode       Last Done
	Continuum           of Care             Last Done
	Primary Care Provider        and/or Specialist

	
	
	
	1
	2
	3
	
	
	
	

	1
	Butler,C
	0000
	HTN
	DM
	 
	X
	5/3
	1/10
	Smith/Walters

	2
	Addie B
	1111
	HTN
	 
	 
	X
	5/2
	2/12
	Walters CBOC

	3
	Addison,J
	2222
	CHF
	DM
	 
	 
	4/17
	2/16
	Zito

	4
	Adcox,S
	3333
	HTN
	 
	 
	X
	5/2
	1/17
	Carter/ Walters

	5
	Aeeco,J
	4444
	HTN
	 
	 
	X
	5/1
	4/3
	Zito/Walters

	6
	Adhami,B
	5555
	HTN
	 
	 
	 
	5/2
	3/16
	Butler/Walters

	7
	Adkins,B
	6666
	HTN
	CHF
	 
	X
	5/19
	2/10
	Roberts/Walters

	8
	Adkison,J
	7777
	HTN
	 
	 
	 
	4/19
	1/22
	Roberts/Walters

	9
	AdrianJ
	8888
	HTN
	DM
	CHF
	X
	4/27
	3/7
	Winter,K/Walters

	10
	Betty,J
	9999
	HTN
	 
	 
	X
	4/27
	4/10
	Jones/ Walters

	11
	Bob,T
	1212
	DM
	HTM
	 
	X
	4/21
	1/27
	Foster

	12
	Brad,C
	2323
	HTN
	 
	 
	X
	4/30
	2/17
	Winter

	13
	Bruce,Z
	3434
	COPD
	 
	 
	X
	4/27
	3/18
	Burton

	14
	Bunce,X
	4545
	DM
	HTN
	 
	X
	4/28
	4/13
	Burton

	15
	Burd,W
	5656
	HTN
	 
	 
	 
	4/16
	5/3
	Walters CBOC

	16
	Burg,Z
	6767
	HTN
	COPD
	 
	 
	4/3
	2/23
	Roberts/Walters

	17
	Burnham,X
	7878
	HTN
	 
	 
	X
	4/27
	5/2
	Walters CBOC

	18
	Burton,R
	8989
	CHF
	 
	 
	X
	4/19
	1/29
	Butler

	19
	Bush,X
	1313
	HTN
	DM
	COPD
	 
	4/19
	4/15
	Burton/ Walters

	20
	Butler,V
	1414
	HTN
	 
	 
	X
	4/27
	3/10
	Walters CBOC

	21
	Camp,G
	1515
	CHF
	HTN
	 
	X
	4/19
	2/24
	Myers

	22
	Calvin,Z
	1616
	HTN
	 
	 
	X
	4/15
	5/4
	Winter/Walters

	23
	Cannon,X
	1717
	COPD
	 
	 
	X
	4/24
	5/27
	Winter

	24
	Capel,B
	1818
	DM
	HTN
	 
	 
	4/28
	8/11
	Burton/ Walters

	25
	Cappel,Z
	1919
	HTN
	 
	 
	X
	4/19
	10/2
	Burton/Walters

	26
	Cant,X
	2121
	HTN
	 
	 
	X
	4/21
	10/1
	Fresno/Walters

	27
	Canole,X
	2323
	COPD
	 
	 
	X
	5/2
	7/20
	Carter CBOC

	28
	Carter,E
	2424
	DM
	CHF
	HTN
	 
	4/16
	5/3
	Walters CBOC

	29
	Casmon,T
	2525
	HTN
	 
	 
	 
	4/3
	2/23
	Roberts/Walters


CARE COORDINATOR WORKSHEET

Instructions

1. This Excel spreadsheet permits the continuous updating of documentation deadlines.

2. The numerical listing allows for a quick reference to the total number of enrollments

3. When the monthly Summary of Episode note is written, the “Last Date Done” is updated to the current date so that future deadlines are always clearly identified. All Summary of Episode notes include trending and are always sent to both the Primary Care Provider and the specialist.
4. When the six-month Continuum of Care note is written, the “Last Date Done” is also updated to the new date. At the end of the initial NIC assessment note, as well as all subsequent notes, is a list of the assessment items that supported the NIC eligibility. This facilitates a more efficient reassessment since the nurse already knows what specific factors to reassess. For example, the following items might be initially identified and can be used in future reassessments to determine continued eligibility:

· Over age 75

· Diagnosed with depressive disorder

· Spouse prepares all meals

· Spouse does all distance driving 

· Spouse sets up medications

· Spouse does all grocery shopping

· Spouse handles finances

                            or

· Over age 75

· Diagnosed with depressive disorder

· Lives alone

· Does not drive

· Uses cane for ambulation

· More than 12 office visits in one year

· Uses DAV van

· Receives Meals on Wheels

· Family/caregiver sets up medications

· Family manages finances

· Homemaker helps clean once a week
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PROCESSING EQUIPMENT TEAM
A Multidisciplinary Approach for

Returns, Disinfection, Recalibration, & Redistribution
[image: image3.png]


  CCHT Coordinator

1. Receives all used monitors and peripherals.

2. Removes them from the box or bag (with gloved hands) and discards the box/bag into a biohazard container.

3. Places the monitor and peripherals in a labeled and sealed plastic bag(s) and places them in the Soiled Utility Room for pickup by Sterile Processing. 

4. If unit is known or suspected to be in need of repair, this is noted on the bag

   Sterile Processing
1. Inspects the equipment (with gloved hands) to assure that the unit is intact. If obvious external defects are noted, the staff will tag the equipment with a notation after it is cleaned. Separates the cables, monitor, and phone line.

2. Sprays and wipes all the equipment with a hospital grade disinfectant.

3. Removes labels and scrubs down the equipment using a detergent, using a scouring pad for any difficult stains around the blue buttons where the fingers go. Cleans the plastic window with a less harsh cleaner and soft cloth. Dries the monitor thoroughly, and then uses an air can to clean out the grooves around the buttons and window.

4. Labels the monitor and peripherals with date cleaned and wraps and seals them in plastic bags.

5. Sends to Bio-Med via Escort.

   Bio-Med
1. Checks the electrical safety of the unit and all peripherals and cables

2. Clears former patient data.

3. Recalibrates according to the manufacturer’s recommendations, automatically updating all Health Buddies to the latest technology using the thumbdrive updates provided by the vendor.

4. Tests unit by connecting to a phone line and pushing the button that initiates a phone connection. 

5. If this test is not successful after one procedure, the process will be repeated up to three times. If there is still no success, Bio-Med staff will call Health Hero technical support to help troubleshoot. 

6. If the test is successful, Bio-Med removes the outside line “9” (which Bio-Med needed to test).

7. The monitor is then labeled with the date of recalibration, wrapped in a plastic bag, and sent to Prosthetics via Escort Service. 


     Prosthetics
1. Receives the disinfected and recalibrated monitor, enters the date and serial number in the prosthetics log, and packages the unit, cable, and telephone line in a new box or plastic bag.

2. Issues both the new and refurbished Health Buddies per consult request.

3. Defective monitors will be returned to the vendor as per their protocol after receiving the RMA (return material authorization) number from Health Hero tech support.
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   CCHT Coordinator
1. Calls Prosthetics to determine number of monitors available for reissue.

2. Reissues processed monitors per consult.
HEALTH BUDDY TROUBLESHOOTING
	ISSUE
	SOLUTION

	Phone line does not connect
	1. Disconnect power cable & reconnect it in 15 seconds.

2. If #1 does not work, press the 3rd button from the left on the Main Menu to get the technical screen.

a. Make sure that the serial number on the 4th line is the same as the one on the Health Buddy.

b. If #3 is OK, check on the 3rd line to be sure that an extra digit does not have to be dialed. If it says “PFC:9”, then you have to delete the “9”. 

3. A “9” may have been included in the phone number when the unit was recalibrated. To delete the “9”:

a. Turn off the health Buddy and unplug the power cord and the phone cord for 15 seconds, then plug just the power cord back in.

b. The Health Buddy has to fail 3 times to get into the phone test to remove the extra digit. 

c. Press the 2nd button from the left to activate the immediate call-in.

d. Push 1st button to start immediate call-in.

e. After 3 immediate call-ins, the LED will flash orange. When it flashes, press any button to turn it on and go to Main Menu and press the START button.

f.   Press “continue” to verify that there is trouble with the phone line.

g. Press “continue” again when asked to test the line. (It will fail because the phone cord is disconnected.)

h. The screen will then ask if you need to dial an extra digit for an outside line – push “No” and the digit will be removed

i.   Plug the phone cord back into the Health Buddy.


	
	4. Note: Some patients will need to add a “9” – for example, if they are staying in a hotel.  To add a “9”:  Do all the steps above EXCEPT , on step “h”, push “Yes”, and enter “9”.

5. Bent telephone connection pins in Health Buddy phone connection ports. Check the 6 gold pins in each phone port and if any pin crosses over another pin:

6. Unplug Health Buddy from both electricity and phone line.

7. Using a straight pin, run it along the side of the pin and straighten it so it no longer crosses over.

	DSL internet service
	1. Use DSL filter that plugs into the phone jack.

2. Patient to obtain DSL filter from phone company DSL vendor.

	No analog phone
	1. Health Buddy will not work with digital systems such as Vonage or Comcast Cable Voice.

	 “Skyp” internet service
	1. Need to put a # on the end of the dial-up #.

	No landline 

or 

Long-haul truckers 
	1. Have patient bring BP monitor or Aviva to the hospital to download on Health Buddy assigned to a phone line at the facility.

2. Have patient use relative’s or neighbor’s landline.

3. Document reason for infrequency in the special “Non-Responder” progress note.

	Glucometer will not download
	1. The Aviva meters will only work with Health Buddy III monitor because it has an infra-red reader.

2. You need a cable with a Health Buddy II for the glucometer

	Glucometer has incorrect date
	1. Set correct date when enrolling patient.

2. Remind patient that date must be reset when changing batteries.

3. Always double-check that downloaded dates are correct before trending.


	Ethernet cables
	1. Blue Ethernet cable comes with Health Buddy for patients without a landline but who have a computer.

2. Patient must have an extra port on his wireless router.

3. Remove Ethernet cable from the box of patients without computers so they will not be confused by it.

	Wrong program 


	1. Usually due to an error made when re-enrolling a patient.

2. On the Health Hero website, access the patient’s profile, then go to the “Schedule” tab.

3. Leave “All Programs” and enter Care Manager

4. On #3, change it from 30 or fewer sessions to 900.

5. Click on “Create Worklist”

6. Click on the blue number where it says “Total Manually Set Schedule Days Remaining”

7. Click “Delete all Sessions”. 

8. Once the old sessions are deleted, auto-scheduling will kick in and the Care Manager will get only sessions from the new program.

	Unable to trend 

(even though readings are present)
	1. This means that the date is incorrect on the BP monitor or Aviva.

2. Help patient correct this or bring monitor/glucometer to facility to change date.

3. Check BP machine to verify that it transmits correctly – sometimes they become defective and stop transmitting.




	Data won’t transmit 

(despite other troubleshooting efforts)
	1. If everything else fails, demonstrate that the “smart cable” is defective by testing it on a Health Buddy that you know works. If the defective cable is validated, notify the Health Buddy rep, get a “Return Material Authorization” (RMA) number, and have Prosthetics return the cable for a new one.

2. Make sure that Prosthetics dispenses only the Health Buddy III compatible BP monitor to the telehealth patients. The BP monitors dispensed to regular hypertensive patients will not work with the Health Buddy III.

3. Check BP machine to verify that it transmits correctly – sometimes they become defective and stop transmitting and must be replaced.



	Lines on screen
	a. Return to company

b. Call Health Buddy reps: Pablo, Tony, Tess,   or Robert at  (1-888-917-5551)

c. Explain problem

d. Get an RMA number

e. Submit Health Buddy and RMA to Prosthetics for them to return.

f. Note: If you rely on receiving replacements to maintain an adequate stock, be sure that Prosthetics returns each one promptly instead of “saving up” returns until they have several to save on shipping.

	Wrong language
	1. Prior to beginning the session, press the button labeled “Settings” to be guided through the steps to change the language.

	No intervention has worked!
	a. Establish and maintain a good working relationship with your facility Bio-Med department.

2. Then introduce your Bio-Med support person to the Health Buddy reps so that they can work together to solve more difficult, high-tech problems.
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TROUBLESHOOTING & NONRESPONDER MONITOR

USES AND BENEFITS

1. This Excel spreadsheet greatly facilitates the troubleshooting process and monitoring of non-responders. Generally at least one sheet is filled per day with issues.
2. Although originally there were separate worksheets for “troubleshooting” and “nonresponders” it soon became apparent that frequently patients are simply nonresponders because of technical difficulties, so the two worksheets were combined into one.

3. Noting which program(s) the patient is using guides the Care Coordinator in the selection of potential problems and decision processes.

4. The tool also provides consistency for surrogate Care Coordinators because they can quickly identify if similar problems have occurred and how they were handled. 

5. A special progress note entitled “co-pc nonresponder note” permits easy tracking of patients’ complaints and reasons for not responding and also provides readily retrievable documentation of nonresponder follow-up. 

6. The Troubleshooting and Nonresponder Monitor is utilized to provide a quick reference for problem identification without having to access each patient’s medical record to determine the problems.
** If you are having chest pain or any medical emergency: 


Call 911 


Never use your Health Buddy for a medical emergency!!





** If you are having chest pain or any medical emergency: 


Call 911 


Never use your Health Buddy for a medical emergency!!











P.E.T.

































































































































































































































































































































































