
 
AMBULATORY VIRTUAL VIDEO SCHEDULING GUIDELINES DURING COVID-19  

PRACTICE STAFF AND CLINICIAN INSTRUCTIONS 

STARLEAF 
 
Pre-Date of Service: 
Clinician Workflow for Video Visit using StarLeaf: 

1. Clinician receives file of upcoming previously scheduled appointments 
a. Clinician determines if patient needs to be seen and categorizes each patient as 

follows: 
i. IN-PERSON VISIT: Necessary/Remain as scheduled in system 
ii. TELEHEALTH VISIT: Visit can occur via telephone or video 
iii. RESCHEDULE: Visit can be rescheduled for future date (e.g. 1-3 months) 

2. Clinician downloads StarLeaf to computer/personal device if applicable 
a. Necessary Equipment for Video Visit:  

i. Computer/laptop and/or mobile device 
ii. Web camera with mic or telephone 

b. We recommend that you use a desktop or laptop to conduct a video visit for the 
best experience.  Tablets are also acceptable.  Phones are not recommended as 
they are too small to adequately see the patient. 

 

StarLeaf (HIPAA-Compliant, available to all of BIDMC) 

BIDMC Guide with Screenshots. Basic steps below: 
https://portal.bidmc.org/~/media/Files/Intranets/Telecommunications/Getting%20Started%20w
ith%20Starfleaf%2020200310.ashx 

3. Download and install the StarLeaf application 
a. Desktop: from a BIDMC device access via a web browser.  From home or a 

laptop download: https://www.starleaf.com/downloads/windows/ 
b. Mobile Device: Download the StarLeaf App from Apple Store or Google Play 
c. Enter BIDMC email address and StarLeaf will send you an email with a 

validation code 
d. Enter the validation code 
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Practice Staff Workflow to book video visits with StarLeaf: 

1. Call the patient using Doximity Dialer if using your personal phone and discuss video 
visit option with the patient.  If patient agrees: collect the following information from the 
patient.  

a. Obtain/verify the patient’s preferred email address.  
b. Instruct the patient that the meeting invitation will come through email as a 

“calendar invitation” 
c. The patient will be required to download the StarLeaf app and then “join the 

meeting” to start the visit. This is not the same as receiving a video or FaceTime 
call.  

d. Ask the patient to join 5-10 min early to ensure that technology is working.  
e. Instruct patient to have insurance information available for verification during the 

appointment to verify the patent’s identity. 
f. Inform the patient that you will be emailing a consent document (when available). 

If not, the provider will obtain verbal consent during the visit. 
g. Remind the patient that telehealth visits many require a copay depending on the 

patients’ health insurance. 
h. Instruct the patient that if there are any technical issues, the appointment will 

convert to a telephone call and the provider will call the patient. 
 

2. The Starleaf visit should remain on the schedule in CCC. Select the Video or telehealth 
visit type if scheduling a new appointment, or enter Appointment Comments indicating 
that the visit will be a video visit. Instructions for patients needing an interpreter are 
located on page 7. 

 
3. Book the StarLeaf appointment while the patient is still on the phone to ensure that 

patient receives the invite and the scheduler can address any questions. 
 

4. In addition to the calendar invite that the patient receives from StarLeaf, email the patient 
using a practice email if available (i.e. obgynclinic@bidmc.harvard.edu) or PatientSite if 
patient prefers with the following information: 

a. Suggested Subject Line: “SAVE EMAIL: Video Appointment with Dr. XX”. 
b. Video Appointment date and time. 
c. Remind patient to have insurance information available for patient verification 

during the appointment. 
d. Include the patient consent document (when available). 
e. Include StarLeaf App download link: https://support.starleaf.com/downloads/  
f. StarLeaf support page: https://support.starleaf.com/using/ 
g. Document on best practices for virtual video visit.  
h. Encourage the patient to identify a private space with a consistent internet 

connection where the visit will not be interrupted. 
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Scheduling the Video Meeting in StarLeaf 
StarLeaf 

1. Make sure you have signed into your StarLeaf account 
2. Select the Schedule icon (see below). This will open a calendar invite window 
3. Enter a title and start/end date/time 

a. Title the appointment with the following info: 
i. Patient name 
ii. Short description of appt type (i.e. Dr. Luo <>Jane Smith; 4 wk 

Follow-up or Follow Up, Dr Luo, MRN 1234567) 
4. Invite the clinician AND patient using the patient’s preferred email address. (ADD 

resident/fellow if they are expected to participate in the appointment) 
a. The invitation will include options to join via the StarLeaf app, web browser, 

telephone. 
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On the Date of Service 
1. Practice Staff Workflow: 

a. Do NOT “check in” the patient or cancel the appointment if it is a visit that will be 
done via Video 

b. Suggestions: 
i. Prior to the appointment, call your patient using Doxmity Dialer to confirm that 

the patient has downloaded the app 
ii. Be prepared to call the patient if the clinician running behind.  

 
2. Clinician Workflow: Starting the Video Visit  

a. Open the StarLeaf Platform at least 5-10 minutes ahead of the scheduled visit and 
make sure your microphone, camera and speakers are turned on. 

i. Consider using two screens. This will allow you to view WebOMR and 
document while conducting the visit. 

ii. Have your devices connect to power as using video can drain your battery. 
b. For added security, StarLeaf has a meeting “lock” feature.  
c. Have a practice administrator available to call the patient if there are technical issues 

or if you are running behind.  
d. To join/start the video: 

 

StarLeaf 

Click the “Join” icon from the application 
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To Join from the email invitation: 

 
 
You will see this screen and hear music until the other party joins. 

 
 
For added security, StarLeaf has a meeting “Lock” feature that can be enabled after all the 
participants have joined by clicking on Participants, Options, Lock: 
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3. Clinician Workflow: During the Video Visit 
a. Obtain Verbal Consent for the Video Visit. 
b. Verify the patient’s identity using three identifiers:  

i. Patient’s name 
ii. Date of Birth 
iii. Payor ID (if not readily available, please document that status in the note) 

c. Verify the patient’s location (home, work, other)  
 
 
 
Other Recommendations: 
 
● We recommend that each practice create a shared mailbox that multiple practice staff can 

invite from and manage.  You can use this email to communicate with patients.  
o Consider creating an Auto-reply for the practice email: Thank you for contacting Dr. 

XX’s office or BIDMC OB/GYN. This is an email used to coordinate telehealth 
appointments. If you need urgent or emergent attention, please call 911.  For routine 
questions, please all the practice during normal business hours. 

● If conducting a visit from home, please choose a private space with a consistent internet 
connection where you will not be interrupted.  

● If you need an interpreter-, please refer to the “Ambulatory Instructions for Interpreters 
Updated 04062020”.  Interpreter services can only join by phone at this time. There may be 
audio issues if you are doing a video visit with the patient and the interpreter joins via a 
different phone.  

o Please see page 7 and 8 of this document for instructions on including an Interpreter 
in your video visit. 
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● For additional information regarding billing and documentation, please refer to “Scheduling 
Guidelines During COVID-19: Staff and Clinician Instructions” on the Coronavirus 
Central section of the BIDMC Portal 
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Including an interpreter in your video visit 
 

Staff Instructions to ensure Non-English speaking patients are informed of the upcoming video 
visit and have the information they need prior to the visit:  
 
1. Email interpreter services interprs@bidmc.harvard.edu or “interpreter,services” and include 
the following information: 

● Subject line: should contain the patient language 
● Body of email should contain the following:  

o Patient Name and MRN 
o Appointment date and time 
o Clinic 
o Scheduled to provider name 
o Starleaf meeting ID and phone number 
o Please include any/all information that you need the interpreter to share with the 

patient including any instructions for downloading StarLeaf and instructions prior 
to appointment date/time 

 
2. In CCC scheduling, find the patient and appointment.  In the Appointment Comments add the 
StarLeaf meeting ID and phone number. This will ensure that the information is available to the 
interpreter on the day/time of the call. 
 
 
For Clinicians on day of appointment: follow instructions for requesting assistance from the 
interpreter. Please note: interpreters may not have access to devices that will allow them to 
participate by video. Therefore, please assume that the interpreter will join StarLeaf via audio 
only. 
 
1. Log in to: BIDMC Portal 
2. Hover your mouse over “Applications” on the Portal homepage 
3. Select “Interpreter Services Requests”  
4. You will be prompted to enter your ITS username and password 
5. From drop down on the left (screen print A) select “Today’s Appointments” if you need 
assistance for a visit scheduled for today.  
6. Enter MRN number of your patient in the upper right hand corner “Search” option 
(screen print A) 
7. Select the patient 
8. Select EDIT (screen print B) 
9. Enter the StarLeaf phone number under Phone/Pager# (screen print C) 
10. Change the Interaction type from “Face-to-Face” to “Phone Call” (screen print C) 
11. Click OK or UPDATE 
12. Select the appointment again and select “PATIENT READY” 
13. Wait for the interpreter to join the meeting  
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Screen print A 
 

 
 
Screen print B 

 
 
Screen print C 
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