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Telehealth from a Member’s and Provider’s Perspective 

 
You’re used to having face-to-face sessions with your therapist. Due to the COVID-19 crisis, most of 
these sessions have been replaced with telehealth or telephone sessions. You get the benefits of 
speaking with your therapist, while also practicing social distancing to protect yourself from possible 
exposure to the coronavirus.  

Receiving Care – Hear from One Member About Her Experiences with Telehealth 

How Does It Work?  

You talk with your therapist or psychiatrist over the phone or by the internet. You and your therapist 
agree on a time and way to connect. Then you have an appointment, just like you would face to face. 
 
What’s It Like? 

I tried telehealth last year. I live in a rural area. It’s a long drive to any behavioral health provider. But I 
really needed to talk to a therapist. And my provider offered video counseling, so I scheduled a call. 
 
The therapist was very nice and really listened to me. I felt comfortable pretty quickly. It helped that I 
could find a private space in my house to talk with her. She helped me think through some ways to 
cope with things. It felt natural and normal, like talking to a friend. But a friend with extra know-how 
to get me through a rough patch. You can call your provider to find out more about how to schedule 
your appointments by phone or video call.  
 
--Wendy Luckenbill, Senior Recovery & Resilience Specialist for Children, Youth and their Families, 
Community Care 

Giving Help – One Provider’s Perspective on How Telehealth Helps You  

What is Telehealth? 

Telepsychiatry is the delivery of psychiatric assessment and care using telecommunications 
technology, usually videoconferencing. This practice has typically been used for delivering 
accessible care to remote areas to increase access to care. 
 
I used telepsychiatry at a VA clinic doing psychiatric evaluations and medication management using 
videoconferencing for an underserved remote satellite clinic. In recent years, telepsychiatry is being 
used in a variety of settings, including inpatient, outpatient, emergency care, and nursing homes. It 
can provide a range of services, including psychiatric evaluations, psychotherapy, patient education, 
and medication management. Research has shown telepsychiatry is effective and provides quality 
care and patient satisfaction. It is supported by the American Psychiatric Association as a recognized 
component of a mental health delivery system.    
 
Social Distancing and Behavioral Health Services by Phone or Video Calls 

After the recent COVID-19 pandemic was declared a national emergency, Medicare and Medicaid 
Services relaxed certain requirements that would make it easier to provide care through telehealth. 
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These changes include waiving requirements that providers be licensed in the state where they are 
providing services if they have an equivalent license in another state, opening the door to telehealth 
services that cross state lines. This increases provider availability in underserved areas and helps 
providers reach more members without increased exposure risks.  
 
With social distancing and lockdown mandates in some states, telehealth is one way to ensure 
people get the help they need. Some patients may worry that they may run out of medicine, for 
which they have needed to see their doctors in the past. With telemedicine, a doctor can ask about 
benefits, side effects, and changes in health to see if medication dose changes are needed without 
seeing the patient face-to- face during these times. Also, if a person is having trouble with medicine 
or feels that it is not working, they can also ask for an appointment to discuss this with their provider 
using telehealth technology.  
 
-- Veena Luthra, MD, Associate Medical Director, Community Care 
 


