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AdventHealth is connecting hospitalized patients and families with virtual visits, 

including coronavirus patients. 

 

To curb the spread of COVID-19, hospitals across the country have placed strict 

limits on visits to hospitalized patients. Visitation restrictions have been trouble-

some for COVID-19 patients, with families unable to see their loved ones for many 

days or weeks, and seriously ill patients dying without contact with their families. 

 

For COVID-19 patients, virtual visits at AdventHealth have generated significant 

benefits, says Pam Guler, MHA, vice president and chief experience officer at the 

Altamonte Springs, Florida-based health system. "This has been meaningful for our 

patients, their families, and our caregivers. Many caregivers have told stories of 

creating a moment that has deep meaning not only for families and patients but 

also has touched their hearts." 

 

AdventHealth features nearly 50 hospitals in nine states. During the COVID-19 pandemic, physical visits to hospitalized patients have 

been limited to a single loved one in the case of an end-of-life situation, childbirth, and a child in the hospital. 

 

VIRTUAL VISIT BASICS 

 

AdventHealth recently launched virtual visits for hospitalized patients with the distribution of 1,000 Chromebooks and some iPads 

throughout the health system's hospital campuses, Guler says. The cost of the initiative was minimal because the Chromebooks were 

already in hand for another project, which has been delayed, she says. "The investment has been more about helping our team mem-

bers to understand what they need to do." 

 

With help from the health system's information technology staff, Guler has a team of 65 experience leaders who facilitate the virtual 

visits. In one recent week, the health system conducted 1,350 virtual visits. "Our information technology staff loaded the Chrome-

books in a way to make it as easy as possible to use Google Hangouts, Facebook Messenger, and Facetime. We are using Google 

Hangouts quite a bit for video chats." 

 

CORONAVIRUS PATIENT VIRTUAL VISITS 

 

AdventHealth has put protocols in place for hospitalized COVID-19 patients to have virtual visits with loved ones, including for end-of-

life situations, Guler says. 

 

There are three primary considerations for virtual visits with all COVID-19 patients: 

 

• To limit the number of people in a patient's room for infection control, a bedside caregiver in full personal protective equip-

ment brings a Chromebook or other device into the room.   

 

• The device can be held by the bedside caregiver or placed on a bedside table if the family requests privacy for the virtual visit.   

 

• After the virtual visit, a disinfectant is used to sterilize the Chromebook or other devices. 

 

The protocols for end-of-life situations are more involved, she says. "We have to facilitate calls more when there is an end-of-life sce-

nario and the patient is not able to be an active participant." 

 

The first step is for an experience leader to contact the family and to see whether they want to have a virtual visit. Then the family is 

asked whether they want to have a hospital chaplain included in the virtual visit. 

 

Once a virtual visit has been arranged, an experience leader initiates the call to the family and hands off the device to a bedside care-

giver outside the patient's room. In most cases, the bedside caregiver holds the device, so the family gets a full view of the patient. 

 

Although ICU bedside caregivers are experienced in working with the families of dying patients, they have received training to help 

them facilitate virtual visits, Guler says. 

(Contd. on Page 8) 

 

Page 6 

https://www.healthleadersmedia.com/clinical-care/how-use-virtual-visits-connect-coronavirus-patients-loved-ones
https://www.healthleadersmedia.com/clinical-care/how-conserve-your-ppe-during-coronavirus-pandemic
https://www.healthleadersmedia.com/clinical-care/how-conserve-your-ppe-during-coronavirus-pandemic


Page 8 

Contd. From Page 6: How to Use Virtual Visits to Connect Coronavirus Patients With Loved Ones 
 

"This is a very deep and meaningful situation and interaction, and we have shared some words the caregivers might say. They may 

ask the family whether there is anything they can do to be the family's hands as the family is talking with their loved one, such as, 

'Can I touch your loved one's hand?' They have protective equipment on, but they can be the hands of the family. The caregivers try 

to do anything they can to bring a human touch to this virtual experience." 

 

Many family members can participate in an end-of-life virtual visit, she says. 

 

"In one end-of-life situation, we had 15 family members on the virtual chat, along with their family pastor. The patient could not re-

spond, but the family was able to say some last words. They said how much they loved the patient. Their pastor prayed with them. It 

was deeply meaningful and facilitated by a caregiver who held the device. In that situation, the caregiver did not need to say any-

thing." 

 

THE NEW NORMAL 

 

AdventHealth plans to continue providing virtual visits for hospitalized patients after the COVID-19 crisis is over, Guler says. 

 

"We want to continue virtual visits in the future. Even in a non-COVID-19 scenario, we often have patients who have family across the 

country. With this platform now in place, contact does not just have to be through telephone. We are already exploring ways that we 

can have virtual visits in the future in a non-COVID-19 world."  

Webinars from ACHE on COVID-19 Featuring Chapter Leaders 

 
In response to COVID-19, ACHE has been holding free webinars, 

many offering Qualified Education credit, with a variety of speak-

ers. Former ACHE President Heather J. Rohan, FACHE, and cur-

rent ACHEMT board member Tama Van Decar, MD, spoke on 

April 22 about developments at HCA Healthcare's TriStar Divi-

sion and offered their unique executive and clinical perspec-

tives.  

 

Look for weekly email announcements on newly scheduled 

events such as the COVID-19 Series with Front-Line Leaders and 

the Executive Diversity Career Navigator COVID-19 Career Webi-

nar Series.  

 

Find the complete list of upcoming webinars at ache.org/covid. 

 

Save $225 on the Board of Governors Exam Fee 

Obtaining the prestigious FACHE® credential signifies hard work, dedication and commitment. To thank 

you for your efforts, the $225 Board of Governors Exam fee will be waived for approved applications when 

you submit your completed application by July 31, 2020 (including the application fee and all supporting 

documents). Learn more here about the requirements to sit for the Exam and the resources available to 

help you prepare.  

Your Success Benefits Everyone  

When you share the value of your ACHE membership with colleagues, you not only help advance the profession but can earn rewards as 

well.  Each time you encourage someone to join ACHE or help them earn their FACHE® you receive a reward point through the Leader-to-

Leader Program.  

 

The more reward points you collect, the more rewards you can receive. When you help grow ACHE, you make a strong statement about your 

professionalism and leadership in the healthcare field. For more information visit ache.org/L2L. 
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