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Provider Accessibility Initiative COVID-19 Technical Assistance: 

“Ensuring Equal Access for People with Disabilities to Telehealth”

QUICK TIP SHEET

Although the following is a list of things you can do to make your telehealth interactions accessible for patients/consumers with disabilities, these are generally good tips for any of your patients, with or without disabilities:
· Work with each patient/consumer individually to assess their needs, barriers, as well as the benefits and risks of using telehealth, as this is a joint exercise. 
· Tailor telehealth technologies to the patient’s specific disability access needs. Technology literacy and preferences tend to vary, so work with the patient directly on their preferred method of communication.
· Identify if the individual has pre-existing disabilities. This is helpful to know prior to the appointment and may or may not be related to the reason for the appointment.
· Make sure your telehealth platform works with any assistive communication device, computer-based program, or other supports your patient with a disability may use.  
· Patients who are deaf or hard of hearing may require remote interpreting services and/or communication access real-time translation (CART) on the same screen (preferred) or remote interpreting, captioning, or relay services on a separate screen or device with qualified interpreters, transliterators, or captioners. These language assistance services are available free of charge to our members by calling the health plan’s language assistance line. 
· Be proactive and learn about existing accessibility features on technology you use. Work with an assistive technology advocate or rehabilitation engineer if needed. 
· Send the link(s) and instructions to the patient and the interpreter/CART vendor.
· Make sure all staff are adequately trained on the accessibility features too.
· Choose a private, quiet environment for conducting telehealth appointments so no mask will be necessary. A mask obscures your face and makes it more difficult for an ASL interpreter or CART transcriber to clearly hear and interpret messages. It also removes important facial cues for interpreters and patients/consumers who are deaf or hard of hearing. 
· Verbalize content that is usually conveyed visually.  For example, say, “yes,” or, “no,” instead of nodding and describe anything that is visually communicated. People who are blind or low vision rely on what they hear and cannot see nonverbal cues, facial expressions, or if someone comes into or out of the room. Describe any diagram or model you may be showing.
· Use clear, plain language when communicating with someone with an intellectual or developmental disability. Be calm and give facts. Don’t use acronyms, but if you must, define them. Pictures can sometimes be helpful. Plan for the appointment to take extra time. Give people time to get comfortable, process, and ask questions.
· Speak clearly and don’t speak too rapidly or softly. This is particularly important when American Sign Language (ASL) interpreters or CART transcribers are used. 
National Telehealth and Disability Access Resources
· COVID-19: Guidelines for Healthcare Providers – Video-Based Telehealth Accessibility for Deaf and Hard of Hearing Patients, written by the National Association of the Deaf and a coalition of other dead and hard of hearing consumer advocacy organizations, deaf healthcare providers, and other experts.
· 10 Tips for Using a Sign Language Interpreter, written by the National Institutes of Health.

· Tip Sheet: Telehealth and Persons with Disabilities: What Psychologists Should Know, written by the American Psychological Association.
