
Q: What is a virtual visit? 

A: Boston Children’s Hospital virtual visit service connects 

you directly to your child’s clinician through a secure and 

confidential live-interactive video system. This service 

allows your child to receive the care he or she needs right 

from home — or another convenient location. Virtual visits 

are similar to face-to-face visits — the clinician will review 

your child’s symptoms, answer questions and discuss next 

steps. 

Q: Why should I schedule a virtual visit? 

A: Virtual visits make it easy to get specialized care. A virtual 

visit allows you to access care from the comfort of your 

own home, or any other convenient location, using a 

mobile device or computer. This helps save you time and 

travel costs. You can also invite other family members 

to join virtual visits from another location, making the 

service especially convenient for busy families. 

Q: Who pays for virtual visits? 

A: Virtual visits are billed and paid the same way as regular 

office visits — either through your insurance or by self-

pay. You will still need to pay any applicable copayments 

for an office visit. If your child needs any testing or labs 

after the virtual visit, these will be billed separately.  

Q: How will I know if my insurer covers virtual visits? 

A: You can verify that you have insurance coverage for a 

Boston Children’s virtual visit by calling your insurer and 

asking the following questions.

 1. Do I have a telehealth benefit as part of my member 

plan?

 2. Can telehealth services included in my benefit be 

provided by my Boston Children’s provider? (NOTE: 

Some insurers have their own telehealth platform. If 

you would like to have a telehealth appointment with 

your Boston Children’s provider, it must be through the 

hospital’s platform.)

 3. Are the following CPT codes that are covered under 

my plan? Are there any exclusions?

• Medical office return visit: 99211, 99212, 99213, 99214, 

99215

• Behavioral health visits: 90791, 90792, 90832, 90833, 

90834, 90836, 90837, 90838, 90846, 90847

 4. Is there a co-pay associated with my telehealth visit?

Q: How does a virtual visit differ from a regular visit? 

A: A virtual visit is very similar to a regular face-to-face office 

visit. To begin your visit, you will access a secure video 

link provided to you. Once in the virtual waiting room, 

your clinician will be notified and will connect with you 

through the video system. You’ll be able to interact in real 

time, share diagrams, review any labs or medications, and 

communicate just as you normally would in a face-to-face 

visit. 

Q: What type of technology do I need for a  
virtual visit? 

A: You can have a virtual visit on any mobile smartphone or 

tablet such as an iPhone, Android or iPad. If you prefer, you 

can also use a laptop or PC that has an internet connection 

and a built-in or attached camera and a speaker/

microphone.  

Q: How can additional family members join my virtual 
visit from other locations and devices? 

A: You can also invite other family members to join virtual 

visits from another location.  You will receive a secure 

guest link and instructions to share with other family 

members in your virtual visit appointment confirmation 

email.

Q: How will the virtual visit begin? 

A: After your virtual visit is scheduled, you will receive a 

confirmation email with a secure link to access your 

virtual visit. Please follow the instructions in the email to 

download the software in advance and plan to join your 

virtual visit 15 minutes before your appointment begins.

Q: What if I have any questions? 

A: If you need to cancel or reschedule your virtual  

visit or have any technical issues, please call your 

clinician’s office. For technical support, call  

857-218-3919, 7 a.m. - 6 p.m. Monday - Friday.

Frequently Asked Questions 

Virtual Visits

Thank you for your interest in 
scheduling a virtual visit.



Virtual Visits uses live videoconference technology to 
connect you to your clinician. After your virtual visit has 
been scheduled, be sure to complete the following steps 
before your appointment.

Prepare for your visit
Download the Virtual Visits application

 
 

 
 
 

Once your appointment has been scheduled, you’ll receive 
an email with your unique web link. Click the link or copy/
paste into your web browser and you will be connected to 
the Virtual Visits home page.

• Click the “Download” button.

• Check the box to indicate you agree with the terms  
and conditions.

• Select the option that matches your computer system  
or device.

• Follow the prompts to download the software 
application. Once the download is complete, open 
and run the application, or if prompted, click “Launch 
Application.”

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
On the day of your visit

Begin your virtual visit appointment

 
 
 

 
10–15 minutes before your scheduled appointment time: 

• Click the unique web link from the email you received 
(from Telehealth@childrens.harvard.edu, subject line 
Boston Children’s Virtual Visit Appointment) or copy/
paste it into your web browser and it will take you to the 
Virtual Waiting Room.

• When your clinician joins, your virtual visit will begin.

At the end of your virtual visit

• The clinician will end the visit and provide next steps for 
your care.

• Complete and submit the survey.

Getting help

Click the “Resources” button on the Virtual Visits  
home page.

Patient User Guide  

Virtual Visits

Available in 
Google Play and 

the App store.

Note: you will 
not need a 

meeting ID, 
username, or 
password for 

your virtual visit.
If this message 

appears, simply 
close it.



Try out the virtual visit 
application.  

Download and test it on your desktop or  
mobile device before your visit.

Find a quiet space.
The area should be private and free from distractions. 
Please find an indoor space where you can be seated 

rather than in a car or walking.

Set your camera.
Place your camera at eye level for  

a full view of your face.

Adjust your lighting.
Close blinds and limit natural light.

Be on time.
Log in early for your virtual visit.

Communicate clearly.
Speak slowly and clearly into the microphone.

Getting ready  
for your virtual visit

The patient must be present for the virtual visit unless otherwise specified by your provider. Please gather 
medications and medical records and find a quiet space. Do not begin a virtual visit from your vehicle, and 

avoid cafe or coffee shop settings if possible.


