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WELCOME TO VIRTUAL CARE
The Healthy Minds Centre and mental health programs at BC Children’s Hospital are
moving towards providing virtual care for patients and families whenever it is safer or
preferable to the patient and provider. This handbook will prepare you to receive
virtual care by addressing technical questions and providing resources to support you
or your child.

TECHNOLOGY HOW TO AND TIPS
In order to provide care virtually (to remote patients and/or as a provider working
remotely), BC Children’s Hospital providers will use the Zoom app. Once your
appointment has been booked, you will receive a confirmation email with a link to join
your appointment via Zoom. When the meeting is arranged in advance, a reminder
email containing the link will be sent a few days prior.
You may either install the Zoom app, or you can access the meeting through a web
browser. Either option can be done from a personal computer, laptop, or smart
phone.
To receive virtual care, you will need:








A personal computer, laptop, smart phone or tablet
Wifi or cellular data
The Zoom app or a web browser
A private, comfortable location
If using a smart phone or tablet, a prop to allow hands-free use may be useful
Headphones with microphone, if preferred
Please see pages 5 and 6 of this document for instructions on accessing Zoom
on either device

Some tips to consider before your virtual appointment:
•
•
•
•

Try out the technology in advance of your appointment to ensure that it will
work on your device, and to become familiar with the application (see
troubleshooting instructions on page 4)
Consider downloading and becoming familiar with Skype as an alternative
Make sure your camera angle shows your face, and ensure that lighting is
good
Ensure that you are in a private location
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•
•
•

Have personal information like your Personal Health Number handy for a
first appointment
Have a list of consult goals, questions and concerns you would like to discuss
Make sure you have the things you need and are comfortable before the
appointment starts (e.g. a glass of water, you have gone to the washroom)

During your appointment:
•
•
•

Bring an activity to keep your child occupied while you are in conversation
with the provider
For older children, be prepared and have a place to go during the
appointment to allow the provider to speak with them
If you have something you would like to share with your provider that you
do not feel comfortable saying aloud, you can use the chat function to
message the provider

MENTAL HEALTH RESOURCES AND VIRTUAL HEALTH SUPPORT
Our goal is for you to feel safe and supported in the time leading up to and following your
appointment. If you need support, we recommend the following resources:
•
•
•
•
•

PHSA's Citizen Support Desk (support for connecting to virtual
appointments: 1-844-442-4433, Monday -Friday, 7 am - 5 pm)
PHSA's Office of Virtual Health
BC Children’s Kelty Mental Health Resource Centre
Foundry BC
The SELF Toolkit for children and youth

If you need immediate mental health support, you can call:
•
•
•
•
•
•
•

9-1-1
Crisis Centre BC: 1-800-SUICIDE (1-800-784-2433)
310 Mental Health Support: 310-6789 (no area code required)
24 hour crisis line: 604-872-3311 (Greater Vancouver)
Kid’s Help Phone: 1-800-668-6868 or KidsHelpPhone.ca
KUU-US First Nations and Indigenous Crisis Line: 1-250-723-2040/1-800-588-8717
YouthInBC.Com online chat (12 noon – 1 am)
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Join a Virtual Health Visit with your provider from a computer
1. Receive your Virtual Health Visit invitation
1. Check your inbox and junk box for a Virtual Health Visit invitation.
2. Flag the email so you can easily find it later or use the ‘add to calendar’ feature to create an event in your
calendar.

2. Join your Virtual Health Visit
1. Find your email Virtual Health Visit invitation or go to
your calendar and locate the event.
2. Click the link to join.
NOTE: Please use Google Chrome, Safari, Firefox, or
Edge browsers. Do not use Internet Explorer!
3. ZOOM will automatically download the desktop
software. You do not have to install it.
 If you want to install it, open the download
and run the installation.
 If you do not want to install it, ignore the download and click to download the file again.
i. The page will reload with the following option: If you cannot download or run the application,
join from your browser.
ii. Click to join from your browser.

3. Choose your audio settings
1. Recommended options:
a. Computer audio: uses your computer’s microphone and speakers
 We recommend using the speaker and microphone test!
b. Phone call: you phone in using the provided phone number
 We recommend using this option if your computer audio is not working or the quality is poor

4. Start your camera feed and unmute your microphone
1. In the bottom task bar, click Start Video and Unmute.
2. If you need to stop your video or mute your microphone, click the same button
again.

5. Send a chat message to your provider (optional)
1. In the bottom task bar, click Chat.
2. Click in the Type messages here… field to type a message and hit enter to send.
3. Click the Chat icon again if you wish to hide the chat window.
 If a message is received while the chat window is closed, the chat icon will turn orange to notify you.

6. Leave the Virtual Health Visit
1. Click Leave Meeting in the bottom right corner of the task bar when the visit is finished.
2. Click Leave Meeting to confirm.
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Join a Virtual Health Visit with your provider from a smartphone or tablet
Please download the ZOOM Cloud Meetings app.
You may also use your mobile phone’s web browser.
Apple iOS: Requires iOS 8.0 or later.
https://apps.apple.com/us/app/id546505307
Compatible with iPhone, iPad and iPod touch.
https://play.google.com/store/apps/details?id=us.zoom.v
Android: Requires Android 5.0 and up
ideomeetings

1. Receive your Virtual Health Visit invitation
1. Check your inbox and junk box for a virtual visit invitation.
2. Flag the email so you can easily find it later or use the ‘add to calendar’ feature to add it to your phone’s
calendar.

2. Join your Virtual Health Visit
1. Find your email Virtual Health Visit invitation or go
to your phone’s calendar and locate the event.
2. Tap the link to join.
 The ZOOM app will open if installed,
otherwise the web browser will open.

3. Allow ZOOM access to your camera and microphone (required the first time you use the app)
1. Allow access to your camera so your provider can see you.
2. Allow access to your microphone so your provider can hear you.
3. Tap Call using Internet Audio so you can hear your provider.

3. Start your camera feed and unmute your microphone
1. Tap your screen to make the tool bar appear.
2. Tap Start Video and Unmute.
3. If you need to stop your video or mute your microphone click the
button again.

4. Send a chat message to your provider (optional)
1.
2.
3.
4.

In the bottom tool bar, tap More.
Tap Chat from the menu options.
Tap in the message field to type a message.
Tap Send.

5. Leave the Virtual Health Visit
1. Tap your screen to make the tool bar appear.
2. In the top tool bar, tap Leave.
3. Tap Leave Meeting to confirm.
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C&W VIRTUAL HEALTH VISIT - PATIENT LETTER:
NOTIFICATION OF RISKS IN USE OF DIGITAL COMMUNICATIONS
DOCUMENT TYPE: REFERENCE TOOL
Dear Patient & Family,
We are happy to offer you the option of a virtual health visit for your upcoming appointment. This letter will
help you decide if a virtual health visit is right for you. The letter also provides instruction on how to prepare for
and join the visit as well as what to do if you have questions or concerns. The care you receive will not be
affected if you choose to come to hospital for your appointment and do not want to use digital communications.

What is a virtual health visit?
Instead of coming to hospital for your appointment, you can stay home and meet with your health care
team online. By using digital communications, you can see, hear, and talk to your health care team using a
computer, tablet, or smart phone. In some cases, your virtual appointment may not have all of the same
types of assessments as an in person appointment. Your health care provider will talk about this with you
and make different plans if needed.

What will I need?
To do a virtual health visit, you will need:
 A plugged in or fully charged computer, tablet, or smart phone with a camera, microphone, and speaker
for you to see, talk to and hear your provider.
 Wi-Fi Internet, or cellular data with a plan to cover the cost.
 A private space for your virtual visit, where others cannot hear you.
 An email address.

Why do you need my email address?
We ask for your personal email address to:





Send you information about virtual health visits and using digital communications.
Send you a private electronic link to use for your scheduled virtual health visit.
Send you reminders about your upcoming virtual health visit.
Send you invitations to participate in surveys about your patient experience.

What is Digital Communications?
Virtual health visits use digital communications such as audio-video conferencing on computers, tablets or
smart phones, and voice calls on telephones. This can also include use of written notes sent by email, or
text. We work hard to ensure your virtual health visit and personal information is kept private and
confidential. However, no digital communication is completely secure. We encourage you to contact your
clinic by phone for any questions or concerns related to you care.

Are there risks in using Digital Communications?
*Translated Notification of Risks of using Digital Communications are available on the Office of Virtual Health website in Arabic,
simplified Chinese, traditional Chinese, Farsi, French, Korean, Punjabi, Spanish & Vietnamese.

Use of digital communications has the following risks to privacy and confidentiality:






Third parties may intercept and access electronic communications.
Your information may be stored or accessed outside of Canada. For example, some webmail services,
like Gmail or Hotmail, may route or store emails on servers outside of Canada.
Organizations may have to share information where required by law or under court order.
If other people use your device, text account or email account, they could request, view, change or
delete your information.
If your device has a virus or malware, your information may not be secure.
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Email, text messages, and instant messages can be sent to the wrong numbers or addresses. This
increases the risk of unknown recipients getting your information.

How does BC Children’s Hospital and BC Women’s Hospital protect my privacy?






We comply with BC Ministry of Health digital health policies and BC’s Freedom of Information and
Protection of Privacy Act.
We only send your personal information to the email address you provide.
We keep your information confidential. This includes any information that you give us about your
care.
We use secure platforms for virtual health visits, such as Zoom for Healthcare and Skype for
Business.
Your clinic will only email you at the email address you provide.

How can I protect my privacy?
 You are responsible for the security of your own device.
 Use secure internet Wi-Fi. Use your home Wi-Fi, if possible. Public Wi-Fi connections (like in coffee
shops and libraries) are less secure.
 Do not use a device that belongs to someone else, like an employer. They could access your
information.
 Protect your passwords. Someone could contact us from your device or email account, and ask for
your information.
 Use the settings on your device. Control the information that your Apps can access.
 Use virus protection software on your device. Scan for viruses regularly.
 Delete personal health information from your email or phone when you do not need it.

I have a virtual health visit booked. What should I know?
When you attend a virtual health visit, you agree to:
 Use a private space. Be aware of your surroundings, and who might overhear your visit.
 Introduce any family, friend, or caregiver that is with you, at the start of your visit. Please do not
forward the virtual invite link from your clinic. If someone will join you from a separate device, tell
your clinic in advance. Your clinic will invite them by email.
 No electronic recording of the virtual health visit by you or anyone else in your environment. Your
provider will not record any virtual health visit.
 Phone the clinic to let us know if your email address or phone number changes
Getting ready on the day of the visit:
 If you are a guardian, ensure the patient is present for the virtual visit.
 Dress appropriately and have medical information available (e.g. list of medications).
 Ensure that your device is fully charged. Have the charging cord and a power source available if
needed.
 Prepare to start the visit 5 minutes before the scheduled start time.
Starting the visit:
 Click on the link in the email invitation you received for the virtual visit from the clinic. Do this 5
minutes before the scheduled start time for the visit. You may be placed in the “virtual waiting
room” as the provider prepares to join you online.
 Included in your virtual health visit invite is a phone number. If the audio portion of the virtual health
visit is not working, use this phone number to verbally participate in the visit. If the technology does
not work, or the virtual health visit does not meet your needs, your care team will suggest other
options. Together, you may decide to continue the virtual visit by telephone. Or, you may schedule
a telephone or face to face appointment for another time.
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At the start of each virtual health visit, your health care provider will confirm your identity, confirm
you consent to using digital communications, and your location. Your consent will be documented in
your medical record.

What should I do if I have questions or concerns?








Please contact your scheduling clinic or health care provider if you have questions, concerns, or
need to cancel or change your virtual visit.
Please phone the clinic or health care provider if you have questions or concerns about your care
plan or health.
If you are concerned about using video technology, your clinic or health care provider will let you
know about alternative options to give you safe and effective care.
At any time, if you would like to change or remove your consent to use digital communications, you
may contact the clinic by phone or in person to change or remove consent at any time. You may
remove your consent to be contacted by email at any time, which includes receiving invitations to
participate in surveys.
Your health care provider will confirm that you understand this information at the beginning of your
virtual visit and get your agreement to continue.
If you have a medical emergency, call 9-1-1 or go to the closest emergency department. Do
not use email or text. Your health care provider may not see emails or other electronic messages
right away.
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