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Telerehabilitation Patient FAQs 
 

1) What is telerehabilitation? 

See Telerehabilitation in Physiotherapy Patient Information 
 

2) Am I a candidate for telerehab? 

Please read Telerehabilitation in Physiotherapy Patient Information. If you are unsure, please 
call us.  We will connect you with your therapist who will help determine if you are a suitable 
candidate for this service. 
 

3) How does it work?   Is it secure? 

We will be using a combination of Medeo Secure Messaging and Zoom. 
If you do not already have a Medeo account, you will receive an email requesting you to create 
an account to view messages.  Shared Health has approved this secure method of 
communicating about your healthcare matters.  Your PHIN and date of birth are required to 
connect with the electronic medical records at the Pan Am Clinic.  You will receive email and 
print communications via Medeo.  These could include your home exercises, referrals, letters for 
work, invoices and receipts. 
 
All verbal communication, both video and audio, will occur through Zoom. 
We use the Healthcare version of Zoom in which each therapist has their own licensed account.  
This paid version is HIPPA compliant and provides end-to-end encryption for your meeting.  
Each meeting is issued with a unique meeting ID.  The link and meeting ID are sent to you via 
Medeo Secure Messaging, which can be viewed only by logging into your secure Medeo 
account.  This minimizes the risk of the meeting link being intercepted or hijacked.  Video and 
audio conferences are never recorded and sessions are locked by the therapist once they start. 
 

4) What equipment do I need? 

You can use your mobile device or computer for your telerehab sessions.  Please download the 
Zoom App on your mobile device to enable quick connection at the time of your call.  You can 
also open the Zoom meeting link in your browser on your phone or computer. 
 

5) How do I book? 

We encourage you to book online at https://www.panamclinic.org/departments/physiotherapy/. 
You can also call us at 204-927-2660. 

 
6) How much does it cost? 

Assessment $85 Standard booking time 45 min 

https://www.panamclinic.org/departments/physiotherapy/


 
 

 Updated April 13, 2020 

Treatment $70 Standard booking time 30 min. 
 
 
 

7) Is it covered by my insurance? 

As of April 13, we have confirmed that telerehab is covered by: 
SunLife 
Canada Life (Great West Life) 
Green Shield 
Manitoba Blue Cross 
Johnston Group  
Chambers of Commerce 
Maximum Benefit 
Manulife 
Johnson Inc. 
Industrial Alliance 
Blue Cross Federal Programs: CAF for existing claims to a max of 4 sessions 
 
MPI will cover telerehab for new and active claims. 

 
 WCB Effective March 26-April 26 

New Claims: One initial assessment and up to 4 subsequent treatments at a frequency of not 
more than 1x/week 

 Active Claims: A maximum of one subsequent treatment/week for up to 4 weeks 
 

8) How do I pay? 

We are happy to accept payment via credit card or pre-paid credit card and e-transfer to 
acoffell@panamclinic.com.  We are not able to process visa debit or debit card payments. 
 

9) Can I receive telerehab if I am in another province or country? 

No.  Both you and your therapist need to be in Manitoba at the time of the telerehab session. 
 

10) I just want to talk my physio with a few quick questions.  Do I need to book an official 

session? 

If asked to give medical advice, your therapist is offering you the same time, attention, advice 
and professional guidance that they would during an in-patient session (within certain physical 
limitations).  Your therapist is operating under their professional licensure requirements and 
cannot provide medical advice unless done so through proper medico legal channels.  If you 
have specific medical questions for your therapist book a telerehab session. 
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11) How do I send my consent forms back to you? 

 
If you have the ability to print and sign the forms, please do.  
Then you can scan or take a photo of them and send them 
back to us via the secure Medeo messaging portal.  From 
within the portal, simply click on the paper clip attachment 
icon at the top of the screen where you view your messages 
and attach the files. You will need to enter some text into the 
reply field and then send back to us. You cannot reply to the 
notification that you have a secure message in your usual 
personal inbox as this is a “do not reply” email. 
 
If you do not have the ability to print and sign the forms, 
please read through all consents and reply “AGREE” to the 
message you received in the secure portal as above. 
 
 
 
 
 
 
 
 
 

12) What if I have further questions or feedback? 

Please call us at 204-927-2660 and we will be more than happy to answer your questions.  
Given this is a new service, we also welcome suggestions for improvement as well.  Your 
feedback is important to us!  

 



 
 

Telerehabilitation Consent Form 
 

 
 I, _____________________________, acknowledge that in consenting to having  a physiotherapist 

from Pan Am Rehabilitation Services communicate with and/or provide services through Zoom and 
Medeo Secure Messaging or via phone. 

 
I am aware of the following: 
 
1. Risks of using electronic communication 

While the Service Provider will use reasonable means to protect the security and confidentiality of 
information sent and received using electronic communications, because of the risks outlined below, the 
Service Provider cannot guarantee the security and confidentiality of electronic communications:  
• Use of electronic communications to discuss sensitive information can increase the risk of such 

information being disclosed to third parties.  
• Despite reasonable efforts to protect the privacy and security of electronic communication, it is not 

possible to completely secure the information.  
• Employers and online services may have a legal right to inspect and keep electronic communications that 

pass through their system.  
• Electronic communications can introduce malware into a computer system, and potentially damage or 

disrupt the computer, networks, and security settings.  
• Electronic communications are subject to disruptions beyond the control of the Service Provider that may 

prevent the Service Provider from being able to provide services  
• Electronic communications may be disclosed in accordance with a duty to report or a court order.  
• Videoconferencing using no cost, publicly available services may be more open to interception than other 

forms of videoconferencing.  We use a paid version of Zoom to minimize this risk. 
• There may be limitations in the services that can be provided through electronic communications, 

dependent on the means of electronic communications being utilized  
• Email, text messages, and instant messages can be easier to falsify than handwritten or signed hard 

copies. We use Medeo Secure Messaging to verify the identity of both the Service Provider and the 
patient to minimize this risk. 

 
2. Conditions of Using Electronic Communications 

• While the Service Provider will endeavour to review electronic communications in a timely manner, 
the Service Provider cannot provide a timeline as to when communications will be reviewed and 
responded to. Electronic communications will not and should be used for medical emergencies 
or other time-sensitive matters.  

• Electronic communication may not be an appropriate substitute for some services that the Service 
Provider offers.  

• Electronic communications may be copied or recorded in full or in part and made part of your 
clinical chart. Other individuals authorized to access your clinical chart, such as staff and billing 
personnel, may have access to those communications.  

• The Service Provider may forward electronic communications to staff and those involved in the 
delivery and administration of your care. The Service Provider will not forward electronic 



 
 
communications to third parties, including family members, without your prior written consent, 
except as authorized or required by law.  

• Prior to the commencement of the provision of services by the Service Provider through electronic 
communications, the Service Provider and the patient will establish an emergency protocol to 
address the following:  
- Steps to be followed in the event of a technical issue that causes a disruption in the 

services that are being provided by the Service Provider; and  
- Steps to be followed in the event of a medical emergency that occurs during the provision of 

services.  
• The Service Provider is not responsible for information loss due to technical failures associated 

with your software or internet service provider.  
• The Patient will inform the Service Provider of any changes in the patient’s email address, mobile 

phone number, or other account information necessary to communicate electronically.  
• The Patient will take precautions to preserve the confidentiality of electronic communications, such 

as using screen savers and safeguarding computer passwords.  
• If the Patient no longer consents to the use of electronic communications by the Service Provider, 

then the Patient will provide notice of the withdrawal of consent by Medeo Secure Messaging.  
 
Acknowledgement and Agreement  
I acknowledge that I have read and fully understand the risks, limitations, conditions of use, and 

instructions for use of the selected electronic communications as described above. I understand 
and accept the risks outlined above to this consent form, associated with the use of the 
electronic communications with the Service Provider and the Service Provider’s staff. I consent 
to the conditions and will follow the instructions outlined above, as well as any other conditions 
that the Service Provider may impose regarding electronic communications with patients. I 
acknowledge and agree to communicate with the Service Provider or the Service Provider’s 
staff using these electronic communications with a full understanding of the risks in doing so.  

 
I confirm that any questions that I had regarding the provision of physiotherapy services through 

electronic communications have been answered by the Service Provider.  
 
Name of Patient: ______________________________________________  
 
Signature of Patient: ______________________________________________  
 
Witness: ______________________________________________  
 
Date: ________________________________________________ 



 
 

 
Telerehabilitation Billing and Payment Info 

 
We are pleased to offer follow-up telerehabilitation services to our patients when in-person care is not 
needed or available. 
 
Fees 
 
Assessment $85 
Treatment $70 
 
We are pleased to be able to direct bill many insurance plans for this service.  Please see 
Telerehabilitation Patient FAQs for a list of insurance companies who have approved telerehab. 
 
Payment Information 
 
Credit Card or Pre-Paid Credit Card – via phone 
E-transfer – acoffell@panamclinic.com – please note your name and appointment date/time in the 
comment of the transfer so we can apply it to your account. 
 
We will send your receipt via Medeo Secure Messaging or traditional mail, whichever you prefer. 
 
 
 

mailto:acoffell@panamclinic.com


When might telerehabilitation be appropriate? 

There are a few circumstances where the use of 
telerehabilitation may enhance your physiotherapy care.

Telerehabilitation can help you access physiotherapy 
services that are not available in your community or 
allow for consultation between your physiotherapist and 
another physiotherapist (or another health-care provider 
on your team). 

Telerehabilitation may be appropriate if you cannot easily 
attend an in-person visit. For example, if you live a long 
distance from the hospital or even in another province 
or territory, it may not be in your interest to travel to 
receive care, but physiotherapy may still be needed. 

When would telerehabilitation not be appropriate? 

Telerehabilitation should not entirely replace in-person 
care, but it does provide an option for assessment and 
treatment when an in-person visit is not possible. It is 
up to you and the physiotherapist to determine what 
is best for you, whether necessary services can be 
provided via telerehabilitation, and to ensure that the 
benefits outweigh the risks. 

Will I get good quality care? 

Expect to receive the same safe, quality care that you 
would get during an in-person visit. Physiotherapists 
are expected to meet the same Standards of Practice 
regardless of how the services are delivered. 

What are the risks of receiving care via 

telerehabilitation? 

The risks of receiving physiotherapy care specific to 
telerehabilitation relate mostly to concerns about the 
privacy of your personal health information and your 
personal safety. The physiotherapist is required to ensure 
that the location where you receive care is safe and that 
procedures are in place to ensure the availability of help 
in the event of an emergency. The physiotherapist may 
recommend that the visit proceed in the presence of 
another team member to enhance the safety and value 
of the visit. 

Will my personal information still be private and 

secure? 

Physiotherapists are required to ensure the privacy 
and security of your personal information at all times. 
This extends to the technology they use as well as the 
appropriateness of the setting in which services are 
delivered. For example, it may be appropriate for you to 
receive services in your home or at a medical facility, 
with the physiotherapist communicating with you from 
their office rather than in a public place. 

Do I have to pay for telerehabilitation physiotherapy 

services? 

It depends. Some physiotherapy services may be covered 
by government funding. For example, if you are having 
a follow-up visit after discharge from hospital. If the 
service is not publicly funded, you would need to pay in 
the same way as you would if you were attending an in-
person visit. 

If my physiotherapist isn’t in the room who will help me and what 

types of care can be provided? 

Depending on the setting and the circumstances, physiotherapists 
providing consultation or treatment via telerehabilitation may not 
require assistance from another person or may have assistance 
from another physiotherapist, physiotherapy support workers, other 
health-care providers, or from your family members or friends. The 
physiotherapist is required to ensure that an appropriate level of 
support and assistance is available to address your needs and ensure 
your safety and that you agree to the involvement of this assistance. 

Examples of services that can be provided by telerehabilitation include, 
but are not limited to, consultation with local physiotherapists, 
education and instruction, monitoring your progress with a treatment 
program, and supervised exercise or meetings with your health-care 
team. 

Does my physiotherapist need to be registered to deliver 

telerehabilitation treatment? 

Physiotherapists are required to be registered with the physiotherapy 
regulatory college in the province or territory where they deliver 
services. If they are delivering services across borders, they are 
required to be registered in both the province where they live and the 
province in which they are delivering services (where you live). Check 
if your physiotherapist is registered before you begin treatment. 

What if I have a concern or complaint about my care? 

You may contact the physiotherapy regulatory college in your province, 
the college in the physiotherapist’s own jurisdiction or both, to 
lodge a complaint or express a concern. The two colleges will share 
information if a complaint is received as well as the outcome of the 
complaint process. 

Telerehabilitation in Physiotherapy 
Patient Information

Province / Territory Website

British Columbia cptbc.org/ 

Alberta www.physiotherapyalberta.ca/ 

Saskatchewan www.scpt.org/ 

Manitoba www.manitobaphysio.com/ 

Ontario www.collegept.org/Home 

Quebec oppq.qc.ca/en/ 

New Brunswick www.cptnb.ca/ 

Nova Scotia nsphysio.com/ 

Prince Edward 
Island 

www.peicpt.com/ 

Newfoundland and 
Labrador

nlcpt.com/ 

Yukon www.community.gov.yk.ca/physiotherapists/index.html

Northwest 
Territories

*

Nunavut *

*When receiving care in the NWT/NU patients are advised to have the 
physiotherapist show or otherwise provide the patient with their licensing 
information as there is no physiotherapy regulatory body in these jurisdictions.

Telerehabilitation is the use of information or communication technologies to allow you and your physiotherapist to 
connect via telephone, video or other remote monitoring technology to receive physiotherapy services at a distance 
when an in-person visit is not possible. Here are a few frequently asked questions about telerehabilitation in 
physiotherapy. 
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