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UPMC Community Care – Who We Are 

A Behavioral Health Managed 
Care Organization for Medicaid 
HealthChoices in PA

Mission: to improve the health 
and well-being of the community 
through the delivery of effective, 
cost-efficient, and accessible 
behavioral health services. 

Goal: to offer recovery-oriented, 
person-centered, accessible care 
that reflects contemporary best 
practices.

2

Pike

Erie

Crawford

Mercer

Venango

Butler

Armstrong

Indiana

Westmoreland

Allegheny

Greene

Fayette
Somerset

Cambria
Blair

Delaware

Clarion

Forest

Warren
McKean Potter

Cameron

Elk

Jefferson

Clearfield

Bedford

Centre

Clinton

Fulton
Franklin

Adams

Cumberland

Perry

Mifflin

Snyder

Union

Lycoming

Tioga Bradford

Columbia

Montour

Northumberland

Dauphin

York

Lancaster

Chester

Berks

Lebanon

Schuylkill

Montgomery

Philadelphia

Juniata

Sullivan

Huntingdon

Bucks

Lehigh

Northampton

Carbon

Monroe

Pike

Luzerne

Wyoming

Lackawanna

Susquehanna

Wayne

Lawrence

Beaver

Washington

Community Care Office 



Background on Telehealth in Behavioral Health 
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Developing Telehealth Guidelines at UPMC Community Care

Principles Research and use best practices

Telehealth is an option

Recovery-oriented, person-centered 

Collaboration is essential

Telehealth is secure, practical, easy-to-
use

Revisit decisions on telehealth often 
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What is Telehealth? 

Definition

• The delivery of compensable BH services 
provided by a practitioner using real-time, 
two-way interactive audio-video 
transmission when either the practitioner 
or the individual-family or both are 
participating remotely.  

• Optional mode of service delivery for 
clinical and non-clinical behavioral health 
services 

• Collaborative Approach to making 
decisions about Using Telehealth, In-
Person, or Hybrid modes of service delivery

Considerations

• Member Needs and Provider Capability

• Access to Technology

• Effectiveness of Services Delivered

• Member-Family Preference for Mode of 
Service Delivery

Requirements 

• Delivered in person when appropriate or 
requested

• Platforms must be HIPAA compliant

• Videoconferencing capability

• Capture member consent that is auditable. 

Bulletin OMHSAS-22-02 - Revised Guidelines for Delivery of BH Services Through Telehealth 7.1.22.pdf5

https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Revised%20Guidelines%20for%20Delivery%20of%20BH%20Services%20Through%20Telehealth%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Revised%20Guidelines%20for%20Delivery%20of%20BH%20Services%20Through%20Telehealth%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Revised%20Guidelines%20for%20Delivery%20of%20BH%20Services%20Through%20Telehealth%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Revised%20Guidelines%20for%20Delivery%20of%20BH%20Services%20Through%20Telehealth%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Revised%20Guidelines%20for%20Delivery%20of%20BH%20Services%20Through%20Telehealth%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Revised%20Guidelines%20for%20Delivery%20of%20BH%20Services%20Through%20Telehealth%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Revised%20Guidelines%20for%20Delivery%20of%20BH%20Services%20Through%20Telehealth%207.1.22.pdf


Benefits of Telehealth 

• Rural settings 

• In regions where professional or specialty services are not available

• Emergency situations when immediate response is necessary

• Interim coverage when the service provider is unavailable 

• When medical issues or situations prevent or delay service delivery 

Ideal for use in: 

• Distance/travel 

• Schedule, conflicts with other obligations 

• Resources 

• Staff availability 

• Individual or family preference 

When on-site services 
are not accessible 
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Choose Telehealth

Preference

Virtual or In-Person

Privacy

Other Values

Convenience

Schedules

Security

Provider Available

Urgency

Including Others 

Comfort with 
Technology 

Familiarity 

Willingness

Knowledgeable

Effective

Needs

Service Can Be Delivered 
Virtually  

Capacity 

•Sensory

•Cognitive 

•Communication

•Need for Hands-on

Access

Equipment

Services

Data/Minutes
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Collaborate on Decisions to Use Telehealth 

Review 
Preferences, 

Comfort, 
Access, and 

Needs

Examine 
Options for 

Mode of 
Service

Select Mode of 
Service 
delivery

Document 
informed 
consent 

Arrange 
resources, 

training, and 
supports
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Prepare for Success

Advance 
Planning

• Set Up a Safe 
Word

• Set Reminders

• Develop 
Backup Plan

oRescheduling

oMethod of 
Contact

Set Up Your 
Environment

• Lighting Your 
Face

• Placement of 
Camera & 
Microphone

• Minimize 
Noise & 
Interruptions

Assure Privacy

• Close Door

• Alert 
Household

• Do Not Disturb

oSigns

oChild Care

• White Noise

Determine 
Expectations

• Screening of 
Calls

• Prepare to Join 

• Clarify Ground 
Rules
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Use Telehealth

Check Audio-Video

Review your Location & Back up Plan

Orient – Goal, Roles, Time available

Look into Camera, Speak into Microphone

Share Feedback

Plan Next Steps
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Tip Sheets for Telehealth Visits 

Community Care Behavioral Health (2021). Tips for Providers for Conducting Telehealth Visits 

11 Community Care Behavioral Health (2022). Tips for Members for Choosing and Using Telehealth 

https://providers.ccbh.com/uploads/files/22PV2907955-Telehealth-Strategies-for-Providers-Final.pdf
https://members.ccbh.com/uploads/files/22PV2907923-Telehealth-Strategies-for-Members-Final.pdf


Resources on Telehealth 

• OMHSAS Behavioral Health Telehealth – PA DHS OMHSAS website on behavioral health telehealth policy and 
guidance 

– OMHSAS_Interim-Telehealth-Guidance-3.30.2023.pdf - on Bulletin suspensions related to capturing 
signatures, Consent to Treatment, service verification, and approval of treatment plans as well as 
clarifying/allowing the use of audio-only for telehealth when clinically appropriate and when the individual 
does not have access to video capability 

– Bulletin OMHSAS-22-02 - Revised Guidelines for Delivery of BH Services Through Telehealth 7.1.22.pdf

– Bulletin OMHSAS-22-02 - Attachment A 7.1.22.pdf – guidelines for telehealth service delivery for children 
and youth

• Community Care Behavioral Health Organization - 

• Tips for Members for Choosing and Using Telehealth – Community Care tip sheet for members developed with 
member and family feedback on our Member Website

• Tips for Providers for Conducting Telehealth Visits – Community Care tip sheet for behavioral health service 
providers on our Provider Website
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https://www.pa.gov/agencies/dhs/resources/mental-health-substance-use-disorder/omhsas-behavioral-health-telehealth
https://www.pa.gov/agencies/dhs/resources/mental-health-substance-use-disorder/omhsas-behavioral-health-telehealth
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/services/mental-health-in-pa/documents/OMHSAS_Interim-Telehealth-Guidance-3.30.2023.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/services/mental-health-in-pa/documents/OMHSAS_Interim-Telehealth-Guidance-3.30.2023.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/services/mental-health-in-pa/documents/OMHSAS_Interim-Telehealth-Guidance-3.30.2023.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/services/mental-health-in-pa/documents/OMHSAS_Interim-Telehealth-Guidance-3.30.2023.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/services/mental-health-in-pa/documents/OMHSAS_Interim-Telehealth-Guidance-3.30.2023.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/services/mental-health-in-pa/documents/OMHSAS_Interim-Telehealth-Guidance-3.30.2023.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/services/mental-health-in-pa/documents/OMHSAS_Interim-Telehealth-Guidance-3.30.2023.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/services/mental-health-in-pa/documents/OMHSAS_Interim-Telehealth-Guidance-3.30.2023.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Revised%20Guidelines%20for%20Delivery%20of%20BH%20Services%20Through%20Telehealth%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Revised%20Guidelines%20for%20Delivery%20of%20BH%20Services%20Through%20Telehealth%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Revised%20Guidelines%20for%20Delivery%20of%20BH%20Services%20Through%20Telehealth%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Revised%20Guidelines%20for%20Delivery%20of%20BH%20Services%20Through%20Telehealth%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Revised%20Guidelines%20for%20Delivery%20of%20BH%20Services%20Through%20Telehealth%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Revised%20Guidelines%20for%20Delivery%20of%20BH%20Services%20Through%20Telehealth%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Revised%20Guidelines%20for%20Delivery%20of%20BH%20Services%20Through%20Telehealth%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Revised%20Guidelines%20for%20Delivery%20of%20BH%20Services%20Through%20Telehealth%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Attachment%20A%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Attachment%20A%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Attachment%20A%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Attachment%20A%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Attachment%20A%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Attachment%20A%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Attachment%20A%207.1.22.pdf
https://www.pa.gov/content/dam/copapwp-pagov/en/dhs/documents/docs/documents/omhsas/Bulletin%20OMHSAS-22-02%20-%20Attachment%20A%207.1.22.pdf
https://members.ccbh.com/uploads/files/22PV2907923-Telehealth-Strategies-for-Members-Final.pdf
https://members.ccbh.com/uploads/files/22PV2907923-Telehealth-Strategies-for-Members-Final.pdf
https://providers.ccbh.com/uploads/files/22PV2907955-Telehealth-Strategies-for-Providers-Final.pdf
https://providers.ccbh.com/uploads/files/22PV2907955-Telehealth-Strategies-for-Providers-Final.pdf


Kim MacDonald-Wilson, ScD, CPRP
Senior Program Director, Community 
Engagement and Recovery Team
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Organization

macdonaldwilsonkl@ccbh.com 
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