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ACRONYMS & DEFINITIONS
• Agency for Healthcare Research and Quality = AHRQ

• American Medical Association = AMA

• Center for Connected Health Policy = CCHP

• Current Procedural Terminology = CPT Code

• South Carolina Center for Rural and Primary Healthcare = SCCRPH

• Healthcare Common Procedure Coding System = HCPCS Code

• Health Resources & Services Administration = HRSA

• Medically Underserved Areas = MUA

• Palmetto Care Connections = PCC

• Public Health Emergency = PHE

• South Carolina BlueCross BlueShield = SCBCBS or BCBS

• South Carolina Center for Rural and Primary Healthcare = SCCRPH

• South Carolina Telehealth Alliance = SCTA
________________________________________________

• Coverage/Service Parity = Telehealth services should have the same coverage as in-person services, but payment rates may 

not be equal.

• Payment Parity = Payors must reimburse telehealth services at the same rate as in-person services.
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INTRODUCTION

Palmetto Care Connections (PCC) is a non-profit organization founded 

in 2010, with a mission to bring technology, broadband, and telehealth 

solutions to healthcare providers operating in rural and underserved 

areas of South Carolina. Since 2013, the organization has helped 

providers save over $111 million in broadband costs.
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PROBLEM STATEMENT

Healthcare professionals in South Carolina are facing uncertainty and confusion 

about the future of telehealth reimbursement. Rapid changes in the healthcare 

landscape have made it difficult for providers and administration to know what to 

expect. Inconsistencies and constantly changing telehealth regulations can result 

in negative consequences and hinder acceptance from healthcare professionals. 

The repeal of telehealth services may worsen obstacles faced by patients, causing 

reduced utilization and inferior outcomes. A consistently updated centralized 

source of information is needed to improve understanding and clarity surrounding 

telehealth reimbursement in South Carolina.
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OBJECTIVES

Develop and distribute a comprehensive toolkit to 

assist healthcare providers in managing policy 

changes and implementing best practices.

Find relevant information pertinent to 

telehealth reimbursement and its 

implementation in South Carolina.

Compile information for an 

educational guide to help 

PCC staff with the toolkit.

Analyze the Telehealth 

Parity Survey results and 

provide recommendations.

THREE AREAS OF FOCUS
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DELIVERABLES

Includes CPT/HCPCS Codes for telehealth 
reimbursements and resources for policy 

revisions, utilization strategies, and 
implementation procedures.

Contains contact information and sources 
for telehealth policy updates and literature.

NAVIGATING THE FUTURE: A COMPREHENSIVE TOOLKIT FOR TELEHEALTH REIMBURSEMENT IN THE POST-COVID ERASLIDE 6



Introduction of Telehealth

Live Video 
(Synchronous)

Store-and-Forward 
(Asynchronous)

Remote Patient 
Monitoring (RPM)

Mobile Health 
(mHealth)

https://medlinkstaffing.com/store-and-forward-in-telehealth-a-model-for-success/ (Store-and-Forward)
https://www.medicaladvantage.com/blog/types-of-telehealth-services/ (RPM)

https://caresimple.com/difference-between-mhealth-and-telehealth/ (mHealth)
https://www.northshore.org/healthy-you/what-telehealth-can-do-for-you/ (Live Video)

• Telehealth has rapidly evolved 
due to COVID-19. In the first 
three months of the pandemic, 
over 36 million privately paying 
adults used telehealth.

Telehealth faces obstacles to 
adoption:
• Technological limitations
• PHE ended on May 11, 2023, and 

temporary telehealth policies will 
end on December 31, 2024.

• Stakeholder Resistance

BACKGROUND
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Telehealth Parity

• South Carolina is 1 of 7 States 
without Telehealth Parity laws.

• Medicaid is evaluating telehealth 
policies.

• In parity states, non-Hispanic 
White adults have a 24% higher 
likelihood of telehealth 
utilization, while Black adults 
have a 31% higher likelihood 
compared to those in non-parity 
states. 

Source: https://chghealthcare.com/blog/telehealth-rules-regulations

SOUTH CAROLINA'S LACK OF PAYMENT PARITY 
LAWS COULD HARM VULNERABLE COMMUNITIES. 
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Rural Health Clinic

The RHC Program was Created to Improve Rural 
Physician Services for Medicare and Medicaid 

Beneficiaries.

• Telehealth helps rural areas by providing healthcare services, reducing
transportation issues, improving monitoring and communication, and
lowering costs.

• A survey conducted in July 2020 found that 29.9% of rural health centers
completed more than 30% of their visits via telehealth.

• Only 12% of doctors work in rural communities, with up to 61% of "health
professional shortage areas" in rural regions.
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Post-Covid Era: What Does This All Mean?

• The Post-Covid Era means regulations have shifted back to 
"normalcy," and reimbursement policies for telehealth have been 
scaled back at national and state levels.

• Need to Improve the understanding of telehealth reimbursement 
and utilization for healthcare providers and administrative staff

• The AMA advocates for some form of telehealth parity for all clinical 
services.

• Payment fairness and consistency should apply to all service delivery 
methods, including audio-only, audio-video, and in-person.

What Does This All Mean?

Advocacy
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METHODS: TIMELINE
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METHODS
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• Utilized the Telehealth Payer Scorecard provided by PCC to create a basis

• Compiled each set of codes into the respective Excel tab: Payer Scorecard, 
Medicaid, Medicare, SCBCBS, UnitedHealthcare

• AMA Model: Types of telehealth services, efficient workflows for clinicians, and 
key regulations/policies.

Toolkit Development

CCHP Telehealth is centered around four basic questions:
• What specific services are eligible for reimbursement?

• Who can be reimbursed — for example, physicians, therapists, nurses?

• Where can the patient be when receiving services?

• How is the service being delivered? Which modality is it?
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METHODS
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• PCC conducted a Telehealth Parity Survey to better understand 
the state of Telehealth Parity and stakeholders' views in South 
Carolina.

• The survey involved 324 participants and was aimed at clinical 
and non-clinical stakeholders.

• The data collected was analyzed by comparing the participants' 
responses.

Survey Analysis
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RESULTS: PROVIDER MANUAL (PART ONE)
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Telehealth Payer Scorecard
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Medicaid Reimbursement Medicare Reimbursement
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KEY RESULTS
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Confidence:

How confident are you in your understanding of 

telehealth coverage policies in South Carolina?

Barriers:

Select the top 3 barriers to providing telehealth in your 

practice.

Reimbursement:

The complexity of telehealth billing and reimbursement 

hinders my practice from utilizing telehealth services.

Parity:

To the best of your ability, please indicate which of the 

following SC legal statutes regarding telehealth coverage 

and payment you understand to be true.

Telehealth Parity Survey Results Analysis

Characteristics

Confidence

Barriers

Deterents

Reimbursement

Payment

Parity

Other Comments
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KEY RESULTS: CONFIDENCE
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• Clinical (73.7%) and Non-Clinical (63.2%) 

stakeholders lack confidence in 

understanding telehealth coverage.

• Lack of readily available educational 

materials tailored to South Carolinians 

could be a factor.

• Complexity of reimbursement procedures 

might also contribute to the lack of 

confidence among stakeholders.

• The highlighted values indicate that there 

much is desired to improve stakeholder 

confidence.
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KEY RESULTS: BARRIERS

• Provider comments highlighted that in 

rural areas, some patients can't access the 

video ≈ Poor broadband coverage.

• Audio visits should be covered.

• Due to inadequate investment in 

infrastructure and older patients' lack of 

digital skills, accessing digital devices can 

be challenging.
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KEY RESULTS: PAYMENT
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• With the end of Public Health Emergency policies, Medicare will no longer reimburse telemedicine 

appointments at the same rate as in-person visits.

• Telemedicine visits will be reimbursed at the facility rate, which is established by CMS.

• Highlights a concerning reality that many healthcare providers may not be aware of currently.

• If government officials do not take action to establish permanent parity both on a national level and 

within South Carolina, this trend may impact utilization.
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KEY RESULTS: PARITY

NAVIGATING THE FUTURE: A COMPREHENSIVE TOOLKIT FOR TELEHEALTH REIMBURSEMENT IN THE POST-COVID ERA

• 72.1% of the respondents were uncertain or 

believed that some form of parity laws were 

in place in South Carolina.

• Currently, South Carolina does not have any 

parity laws in place.

• This emphasizes the need for a centralized 

source of information to provide proper 

education and address this lack of 

understanding among stakeholders.
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KEY RESULTS: REIMBURSEMENT

• 49.4% of the respondents agreed that the 

complexity of telehealth billing and 

reimbursement hinders the utilization of 

telehealth services in practice.

• Lack of proper incentives from payers and 

government officials results in a lack of 

interest in offering modalities that could 

improve access to care.

• Utilization of telehealth services can 

increase if payers and government officials 

invest properly and reimburse at the same 

rate.
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KEY RESULTS: ADDITIONAL PERSPECTIVES

• Stakeholders highlighted the need for education and training on telehealth technology.

• Healthcare providers and patients should receive more education and training on 

effectively using telehealth platforms.

• Healthcare providers should be adequately compensated for the time and expertise 

required for telehealth visits.

• Concerns were raised about the quality of care provided through telehealth.

• Any policies or reimbursement structures should consider the quality of care and 

appropriateness of telehealth for different medical conditions.
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DISCUSSION
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Limitations:

• Timeliness of legal and regulatory updates

• (Survey): General age demographic of the patients served

• Compare the opinions of providers with those of administrators

Future Work Needed:

• Evaluate the effectiveness of the Toolkit after launching by conducting a 

survey and updating it based on the results.

• Case studies can demonstrate the impact of parity laws on healthcare 

quality, access, and cost-effectiveness.



CONCLUSION
The need for a centralized source of information on Telehealth is long 

overdue. The creation of the Telehealth Toolkit and Employee Manual 

has established a foundation of knowledge to ensure stakeholders are 

well-informed while navigating the complexities of Telehealth in South 

Carolina. Although the future of telehealth reimbursement and policies 

is uncertain, the organization’s introduction of these tools will help 

Providers and Administration to worry much less.
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BlueCross BlueShield Reimbursement

NAVIGATING THE FUTURE: A COMPREHENSIVE TOOLKIT FOR TELEHEALTH REIMBURSEMENT IN THE POST-COVID ERAAPPENDIX I

APPENDIX I



NAVIGATING THE FUTURE: A COMPREHENSIVE TOOLKIT FOR TELEHEALTH REIMBURSEMENT IN THE POST-COVID ERA

UnitedHealthcare Reimbursement
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