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Before Your Visit

Y our Upcorming Virusl Visa Receiving Your Invitation
[ cewland Cinke | Copren Corv Cinllem Aanaintriant

* You should receive an email
invitation from Cleveland Clinic
Express Care Online (make sure to
check your junk/spam folder if you
do not see the email).

Pt MEW ¥TT TEST
Wnen Friday, lecomber 8, 20407 ol 1091 AMEST

11 ol Fave iadigtagy scang (K-rays, CT o WMAT) oh & Sise, ilease uplond

Rl i ol Rt Gt This oo compniar vl * At the bottom of the e-mail, please
VD plaryer 1o upload click on the ‘Get Started’ button to
begin the setup process for your
“Your upcoming appointment virtual visit.
il Cleveband Clinic's Techmical Bardoes fumber o 216-44 25573 New Users:
(B 10 Spm EST, Mon-Fer) o Anslize setup of you video dessce 1
T N o * For New Users, the ‘Get Started’
Othar tachnical spior qlamions =7, L ompe cal 555105204 button will be replaced with a ‘Get
Exprass Care Diline wiails mork bexd on o mobile smart phane ar Ready’ button.
IMEW.MHMHHEMHM
RICRRELS: RN, PN * You will be prompted to create a
Flecomménded (besl expeiience] use & mobils | fatiet device password before your visit. SAVE
Mokile Pagent Guide : :
THIS PASSWORD, you will need it
To s asteskiog /inptop instosd Deskion Peienl Guide (ced 215 for your online visit.

S ETES or B55 T-305 bo Snalize sehao) 1 18 vial Bl you ren
the Tisgt My Compule’ pracess prior o Yo mpomiment, (o naie
pire all your devices mné working properdy

11 9oy ane urinbie 2o ged your video devicn seady for Bhie vigl, pleass
call 24z ahend 1o wh o8 eip you Feceive addiBanal assislance
of reschadUle Iha appaleimshl You miry recsim o phons el
dlirgctly o the Clevalnng ClURic oMving suppod b gt bl up Br

yoir wail

Get Started
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Welcome

» After clicking on ‘Get Started’
Welcome, NEW! you are brought to a screen that
provides information about your
upcoming appointment.

{If this is not you, chick here to enrall.)

Your appointment with Nauman Tarig is about to begin.

“

=

‘We need to coliect some basic infarmation 5o the provider can better agsist you, Once you've completed these
questions, the provider will be notified of your armival,

If you've been here before, you may be asked to log in first,

Continue

Meed technical assistance? Contact Customer Supparnt a1 855-786-3899.

I A -
3029, Cordent oo §1008 3007 M R Rt 03

f— toch Comaus

L] Cleveland Clinic: AmERICAN WELL
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LI Test My Computer Test My Computer
° e i * You are initially brought to the ‘Test
i P i e My Computer’ video plug-in page.
R e The page will indicate if you need to
S I S e update your software, or if it is up-

to-date. Click on ‘Next’ to proceed
to the installation page.

L Test My Computer Devise Check
v & o * “You are now on the Device Check
- - page. Click on the ‘Get Started’
R TPk o P oo A B button to start the Device Check
pi S P process.
[ ot stariad | . ,
» * First, Download the file and then

‘Run’ the file to install the video
software on to your computer. Once
the installation bar completes, you
can click on the ‘Launch’ button in
Step 3. The Device Check window
will now open.

K 't-_m—-:'-h-n—--m—vp-n-q

]
Step 1 Dow

Step 2: Inste

—
o hr:_-ﬁ':"m;'ﬂ:;.—
Step 3: Laufrerr

P, o e, T O i i S

Test Webcam

* Select your webcam from the list
displayed in the middle of the
Q 4 screen

.....,,:,....ﬁmv « If you do not see your webcam in
the list, make sure it is plugged in

Do you see vowsell in the
video area on the lefl?

* |f you see yourself on the screen,
your webcam is working. Click

“ ”

yes”.
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Sall View

Test Microphone

Select your microphone from the list
displayed in the middle of the screen.

If you do not see your microphone on
the list, make sure it is plugged in.

Speak into the microphone. If
even one green bar appears, your
microphone is working.

If you see no green bars, make sure
your microphone is plugged in and
turned on.

Test Speaker

Click the “Play” triangle button in
the middle of the screen

You should hear a ringing sound
playing out of your speakers or
headphones.

If you do not, make sure your
speakers are plugged in and turned
on and that your computer sound is
not muted on your toolbar.
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Test Internet

* C(Click the “begin Test” button to test
. . @ whether your internet bandwidth is
' ' sufficient to support video.

Lo Test My Computer

Tt Wioier Irierned Conneticn

e (Click the “Next” button to continue.

e e NOTE: If your connection does not
pass the test, please consult your
doctor’s office to arrange for an
alternate method for your visit.

L Test My Computer

W W' o

Wour mienned connection passed the trst

E——

—

) [
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Starting Your Visit from the email invitation

Login
e Up to 30 minutes prior to your scheduled visit time, click the “Start Visit”
| button in your email invitation. (you will receive a reminder email 24 hours
prior to the start of your visit.)
Forgot Lernarms- or Passwond For returnlng users:

» After clicking “Start Visit”, you will be prompted to log in with your email
DI address and password.
Con't have an account? Sign Up For first time users:

» After you tap “Log In", you will then be prompted to choose a new
password. SAVE THIS PASSWORD, you will need it for future online visits.
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During Your Visit

Patient Guide for Desktop/Laptop Users v10.2.0

Get Started

Who i3 this vislt for?

O v

My child

Where can this provider call you for follgw-up, IF needed?

258 357 6117

Would you like to invite someons to join your visit? (Optional) (1

+ Aathel 4 e

Your Visit
Wit would s i oo giscuss Eﬂﬂajﬂ

Would you like toshare s photo, lab result, or other infermation with your provider?

Shiard imy broalth sumemary and mediatkon history

| Arkmradecips racalpe of this Metiom af Privasy Srar

& Pharmacy

Where would you ke prescriptions sent?
0 BT ASD- 30000 CHESTIR AvE
VOONY CHESTLE AVE

LEVELAND, O &t 0l

JUETIN-3000

Rrytruge FRrTRACY

Identify the Patient

* If you have children associated with
your account, select the patient
who will be seen, and confirm the
phone number in case you need to
be reached by phone.

e Select “Continue”

* Next, you can type in what you
would like to discuss during your
visit with the provider.

e (Click on the white box below to
acknowledge the Notice of Privacy
Practices.

e Select Continue

* On the Pharmacy screen, you can
enter your preferred pharmacy
location if needed.
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L . i * On the ‘Insurance’ screen, you can
indicate your plan. Many insurance
Insurance plans do not yet pay for virtual
visits, so just click the “My plan
isn't listed / Skip this step” link. You

G IR can click the “I have insurance” link
[ T —— and check to see if your insurance
company is listed to cover virtual
visits. Then click, “Continue”.

* If there is a cost to your visit, enter

Payment your payment information. and tap
‘Continue.” You will not be charged
Your Cost: $48.00 until after the visit is complete.
If there is no charge for your visit,
Credit Card Information you will not see this screen.
He-—=0
Billing Address
[ concel |
You sre the Hexn pacthent (o see Proer Rasmussen MO, Neuroturgeon ° Then, you will be placed in the

“online waiting room”. While the
waiting room video is playing,

the provider is being notified and
reviewing your chart, so please be
patient as this may take several
minutes.

-
—
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Enhanced Video Controls

Below are the standard enhanced video controls that you will have
access to on the web, to adjust various settings related to audio and
video. These controls may be referenced in the following sections.

| | |
r %] | | ,) | a q' '
1
i | l v | @ (v | 7 \ Eq v
4 4 '
Adjusts the Adjusts the volume on \ Toggles the
video to full- your end (i.e. what webcam settings;
screen mode ur
troubleshooting
video problems
- -
V associated with
4 N 4 N camer
Adjusts your
i “ o

7 ~nhane valinmo
micropnone volume

display; allows for

(i.e., what the

removal the

provider can hear

self on their end)

10
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Troubleshooting Audio Issues

Once the visit begins, if the provider indicates he/she cannot hear you
very well, please make sure to do the following:

* Below the provider’s video, click on the right-most icon
(circled in red).

* Then ensure that the correct microphone device is selected from
the list.

* You may also need to increase your microphone volume by
clicking the microphone button (circled in red)

8 Enbanced Ve = u ]

& RefreshVideo 0 CallMe  bnwite e Pl g x40 End Visit

Cameras

11
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Camera Device Selection

Once the visit begins, if the provider indicates he/she cannot see
you, please make sure to do the following:

* Below the provider’s video, click on the far right icon
(circled in red).
* Ensure that the correct camera device is selected from the list.

* Once you select the correct camera, you should see yourself
instead of the black box, as demonstrated in the screen to

the left.
Fil Erpunced ideo = o
& Refresh Video A2 Call Me Inyite Tirne & g 5:40 m

12
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Appendix: Web Browser Setup

Patient Guide for Desktop/Laptop Users v10.2.0

O] |t [ e B P e o, = | 1]

P il T e 19 ey [ e et
Step 1: Download

Step 2 Install

D the Tahamttiiciinsi ol s P g s a-sigiior

Step 3. Launch m

i L. ol chch Dpon o Ao £ s

s w1 oo v B kbl TVl (4 25 M) i wchend armenic armwoll com®

W T tepm of fle ook Furm your competer: me | e | r.nil

o Tl i T DL

il w1 .
i g e e

K B e e g T s

| | L]

Step 2: Inste

R

by pmae
Stap 3t LaUlrer

Fn Ly o et e e O N

Internet Explorer

» After clicking the “Update” button,
you will notice a yellow bar appear
across the bottom of your browser
screen (circled in red).

* Click the “Run” button to begin the
installation process.

* When the installation is finished,
you will see a note that your video
software is up to date!

13
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. Google Chrome (on a PC)

£ | @ Seowe | IR NSO O t | i

[ oo ety o O T

Replace this with:

Set Up Your Video 1) After C|ICkII’Ig the 'DOWI‘I|Oad' button,
P T s et o S i e you will notice a gray bar appear
e across the bo_ttom of your browser
screen (see circled area to the left).

Step 2: Instail . .
AR W ek ekl i s v L, 2) Click the button, and then click

‘Run’ when the overlay appears.

Step 3: Launch 3) When the installation is finished,
LA oyl ek o Y R A click the ‘Launch’ button.

4) After clicking the ‘Launch’ button.
:"“:"'“.'T_f_. —— _ t At the top of your screen you will

e e a dropdown menu that will prompt
EP—— you to ‘Open Telehealth Video'.
G Click on the button that says
il i ‘Open Telehealth Video...'

Step 1: Download

Step 2! Install

Ehick the Telereakhiicecirnsallene file and nun the installer.

Step 3: Launch _

Click Launch, i pramsed. click Open or Al B EEnnLE,

14
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P o ald Google Chrome (on a Mac)

+ Q@ Seows | Iiips devdinddnomycansonine ong oo t i
* After clicking the “Update” button,
Set Up Your Videa you will notice a bar across the
P b b o o ke S bottom of your browser screen (see
Step 1: Download circled area to the left).

Step 2: Install ¢ Click the “EnhancedVideo...” button
S PR I R b to begin the installation process.

Step 3: Launch * Double-click the

ek L.t Bl e o Alow o e, “EnhancedVideo...” icon and

o follow the on-screen instructions to
complete the installation.

B Tewresmwidesis ew Tl |

e Add bullet: ‘Once the installation
is complete, click on the ‘launch’

[e @ Install TeleHealth Video 10,21 - video. A dialog box will pop up
Welcome to the TeleHealth Videa 10.2.1 installer asking you to ‘Open Telehealth
o Introduction ::uﬁ:illlt:sguidadI.hrbughtnustapsnmmnrmmmll this VldeO,
Licansea

M- Click on the button that says ‘Open
m!.['nllaliun T\l;;e Telehealth VIdeO’

Installation
Summmary

Vidyo

h.
American WeLL

O Teieeraith Widea?
. Eevureiar 1oy Chahog Aor Sebptath Vited Dris

P Dot open Digon Tlsfaaith Video

Step 1: Dnﬁnlr}éi:l'

Step 2: Install
Chci the TelehasityWdeninuiail phy Sie snd fun e inataler.

b

Step 3: Launch

Chck Liinch. i promyried. dick Dpen or Aliow 1o Comtise.

Lhaw e

15
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Mozilla Firefox (on a PC or a Mac)

7 £ e o i Cmmn
e @ S R —————— - no N

» After clicking the ‘Download’
button, you will see an overlay
appear asking you to save the file

(circled in red).
Step 1 Down s mre——
B Click the ‘Save File’ button, and

e e e save the file to your Desktop or

Step 2; Instal _:.,,__.,.

B T Downloads folder.

* Once the save is complete, click on
Step 3: Laurich [ ey | the Launch button and a dialog box
i e T L will appear asking you to Launch

_ the Telehealth Application. Click on
the ‘open link’ button to launch the
video file.

M etere e« T e * After saving the file, click the
R SA e =2 it Downloads icon in the upper-right
(see red arrow to the left).

* Click the first item at the top of

e the list to begin the installation
s 11 process. It should be called

T e —— either, “AmWellVideolnstall” or

“EnhancedVideoPlugin”

16
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Safari (on a Mac)

e After clicking on the ‘Download’
button, click the Downloads icon in
the upper-right (see circled area).

i ooy, gy g o o s, e oy

L T e Double-click the ‘Enhanced Video...’
tep 2 s item to begin the installation
o e process.

T::.M: Rl S * After completing the installation,

click on the ‘Launch’ button and a
dialog box will appear. Click on the
‘Open’ button.

| = v L e b D] o banfadl feirwi e Pk

i
L‘ A o’ foarbmaiedl b bl Pk

Lier Mt | arr

Faansrld asevamsedsas

R

Faible
AusraRCAN Wil

Ohck Launch. I prompted, diok Open or ARcw bo CONENLUE.

iy -

Do you want toallow this page to open "Telehealth Video™?

Cancel Allow

17



