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GOVERNMENT OF DUBAI DUBAI HEALTH AUTHORITY

Administrative Decision No. ( 20) of 2017

Approval of Telehealth Services Regulation

e After perusal of the Federal Law No. (7) of 1975, regarding The Practice
Of Human Medicine Profession, as amended;

e The Federal Law No. (28) of 1981, regarding Detention And Treatment
Of The Mental Patients,

e The Federal Law No. (4) of 1983, Pharmacology Profession and
Pharmaceutical Establishments,

e The Federal Decree-Law No. (5) of 2012, regarding Combating
Cybercrimes,

e The Federal Decree-Law No. (4) of 2016, regarding Medical Liability,

e The Law No. (27) of 2006, regarding Dubai Government Human
Resources Management, and amendments thereto;

e The Law No. (13) of 2007, regarding establishment of the Dubai Health
Authority, and amendments thereto;

e The Decree No. (16) of 2015, regarding Formation of the DHA Board of
Directors;

e The Decree No. (21) of 2015, regarding assigning the DHA Chairman to
undertake the Responsibilities of the DHA Director General;

e Dubai Executive Council Resolution No. (32) of 2012, regarding
Regulating the Practice of Health Professions, and

e For the common good of work.

We have decided the following: -
Title
Article No. (1)

This Regulation shall be titled as “Telehealth Services Regulation”.
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GOVERNMENT OF DUBAI
CONT: Administrative Decision No. (%) of 2017, Approval of Telehealth Services Regulation

Article No. (2)

Unless the context indicates otherwise, the words and phrases, wherever
stated in this Regulation, shall have the meanings ascribed thereto,:

UAE: : The United Arab Emirates.

Emirate : The Emirate of Dubai.

DHA . The Dubai Health Authority.

BOD : The DHA Board of Directors

DG : The DHA Director General

HRD : The Health Regulation Department

Regulation : Telehealth Services Regulation

Other Entity . any entity other than the DHA, whether a federal/ local
government or private entity.

Health Facility . Any facility, owned and managed by natural or
corporate body, provides medical services for
individuals, including preventive, therapeutic and
convalescent care services.

Profession . any of the healthcare professions, and a correlated
profession, as per the related applicable federal and
local laws and regulations.

Healthcare . the natural person who is authorized and licensed by

Professional the DHA to practice any of the healthcare professions

in the Emirate.
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CONT: Administrative Decision No. (2¢>) of 2017, Approval of Telehealth Services Regulation

Licensure : a document issued by the DHA to the healthcare
professional or the health facility as a permission and
authorization to practice medicine in the UAE.

Medical Director  : the person who manages and runs the private health
facility, provided that he is a physician and is licensed
to practice medicine in the UAE.

Patient : the person who receives the healthcare service or the
medical treatment that is provided by the healthcare
professional.

Disabled Person : any person suffers from chronical physical, intellectual

or sensory disability that hinders him and makes it
difficult for him to efficiently and actively participate
in the community same as the healthy people.

Physical : is an evaluation of the body functions by hand or
Examination tapping on the joints and articulations using the
proper tools.

Clinical : is an evaluation of the patient's physical condition and
Assessment prognosis. The components of the clinical assessment
may include one or more of the following; patient
medical history, physical examination and diagnostic

investigations.
Telehealth : shall mean the range of electronic technologies used by
Services health facilities or healthcare professionals to enable

the safe, secured and direct communication, such as
secured internet-based video, telephone, secured
email. Telehealth services shall include, but not limited
to, Teleconsultation, Teleradiology, Telepathology,

Pr————————— _3 -—
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CONT: Administrative Decision No. ( 3J) of 2017, Approval of Telehealth Services Regulation

Teledermatology, Telesurgery, Telehealthcare and
Electronic pharmacy.

Telehealth . is the use and exchange of the patient’s medical
information from one site to another via the available
electronic communications such as (two-way video,
email, smart phones, wireless tools and other forms of
telecommunication technology) to assess and evaluate
the patient’s health status and treating him. Telehealth
includes a growing variety of applications and
services, such as using videoconferencing,
transmission of still images and other data, e-health
including patient portals, remote monitoring,
continuing medical education, and medical call
centers, are all considered part of telehealth.
Sometime Telemedicine is used interchangeably with
Telehealth. In this document, “Telemedicine” is
considered a subset of telehealth.

Practicing Care : is the site where the healthcare professional provides
Site the telehealth services is located.

Receiving Care : is the site where the patient receives the telehealth
Site services is located.

Referral . is the process of referring the patient to a relevant
Healthcare Professional or Health Facility to receive
the definitive treatment. Referral procedures require
prior agreements and approved procedures of referral
with the concerned Health Facility, preferably to
reflect the obligations of each facility, including
exchanging the patient's health information, and
clinical assessment. Referral shall include admission,

4
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CONT: Administrative Decision No. ( 3¢) of 2017, Approval of Telehealth Services Regulation

transfer, and follow up the patient health status after
the treatment is complete in the Health Facility.

Electronic Health :any file, document data or others that includes health

Record information such as medical opinion or details of the
patient’s (past/ present/future) physical, mental or
psychological health condition which are digitally
stored. Any personal or family information that is
received or collected for the purpose of providing the
health services for the patient, is deemed as health
information.

Teleconsultation : the use of various secured telehealth information
technologies and telecommunications to support and
leverage electronic communication between the
Healthcare  Professional  and the  Patient.
Teleconsultation allows the Healthcare Professionals
to support diagnosis, and provide medical consultation
for treatment or to guide the patient to the health
facilities having the appropriate treatment or to obtain
second opinion, when required.

Asynchronous . refers to providing and transferring of the patient’s
data and information, from different sources, where
have been previously recorded (i.e. the information
written in the patient’s medical file and imaging).

Synchronous . refers to providing and transferring the patient’s data
and information simultaneously by using real time,
face-to-face interactive video connections that
transmit bidirectional images between the doctor and
the patient where the information is exchanged during
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CONT: Administrative Decision No. ( ) of 2017, Approval of Telehealth Services Regulation

Patient Remote
Monitoring

Telepathology

Electronic
pharmacy

Teleradiology

Telesurgery

EXPO 2020

DUBAI, UNITED ARAB EMIRATES

the service delivery.

. refers to collect the patient’s health data in one place

via the modern electronic telecommunication
technologies, and transmitted this data to the
Healthcare Professional after the data is processed if
necessary.

- shall mean the use of telecommunication technology to

facilitate the transfer of pathological high-quality data
and imaging to different locations for the diagnostic,
educational and research purpose.

. refers to the delivery of pharmaceutical services to the

patients via the available secured means of
information and telecommunications technologies,
such as online, vending machines or other mean,
wherever direct contact with a pharmacist is not
available.

: shall mean transmission of diagnostic and radiological

images and the related data from one location to
another for the purposes of review, diagnose and/or
consultation.

. Also called “Remote Surgery”, is performed by a

surgeon at a site away from the patient. Surgical tasks
are directly performed by a robotic system controlled
by the surgeon at the remote site.
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CONT: Administrative Decision No. ( 22) of 2017, Approval of Telehealth Services Regulation

The Regulation Objectives
Article No. (3)

The development of this Regulation aims to establish the basic requirements
of providing Telehealth Services, and to provide the highest level of safety and
quality of patients care at all times.

Procedures of Telehealth Centers Licensure
Article No. (4)

1. Any person, whether natural or legal, shall not establish, operate or
provide Telehealth Services in the Emirate, unless a profession
practicing license is obtained from the DHA,

2. The licensure application shall be submitted to the HRD pursuant to the
intended Application Form prepared by the HRD and via the online
licensing system, and shall supported by the following documents:

a. Description of the functional program and identification of telehealth
services that intended to provide (e.g. Teleconsultation,
Telepathology, Teleradiology, E.pharmacy, Telesurgery),

b. A detailed description of the equipment and devices intended to be
used for Telehealth Services delivery,

c. A list of the national or international health facilities, which are
intended to contract with, to support the provision of Telehealth
Services, provided that documented by contracts, collaborative
agreements or MOU (if involved in the functional program),

d. Based on the functional program of the Telehealth Services,
schematic design drawings in AutoCAD format showing the proposed
floor layout with description of the rooms and the provided
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CONT: Administrative Decision No. (30)0of2017, Approval of Telehealth Services Regulation

therapeutic services shall be provided if patients are anticipated in
the health facility. In addition to a copy of Plot Plan Registration
Certificate issued by Dubai Municipality (DM) showing the land plot
number, and permission for using the land for the commercial

activity,

e. Passport copy of the owner with residency visa for non-locals (based
on the health facility location and the licensing authority),

f. UAE Identity Card Copy of the applicant.

3. The HRD will review the Application and either reject it or give the
initial approval, in this case an Initial Approval Letter with defined
activities will be issued by HRD.

4. If the Initial Approval is given the Applicant shall provide, within Six
month from the date of Initial Approval, all the requirements of
profession practicing.

Requirements of Issuing License of Telehealth Services
Article No. (5)

1. The Applicant shall submit an application through Online Licensing
System in order to obtain the Final Approval, when all the necessary
requirements are provided. The HRD will conduct site inspection to
verify that all the requirements of Telehealth Services are fulfilled,

2. The Applicant shall appoint a Medical Manager to manage the

Telehealth Facility, who shall be a doctor licensed to practice the
profession in the Emirate. The management of special telehealth
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CONT: Administrative Decision No. (32)of 2017, Approval of Telehealth Services Regulation

C. Instructions to ensure the Healthcare Professionals €asy access to
the health record and exchange the patient’s data and information,
including the use of electronic health records,

d. The rules of obtaining the Patient consent to use telehealth services,
and the procedures of ensuring the Patient’s privacy and
confidentiality,

e. The rules of guarantee the medical efficiency and competence in
service providing, including continuous training of the healthcare
professionals and the administrative staff involved In providing
telehealth services,

f. The rules of secured data transmission and storage, and the
instructions relating to networking,
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CONT: Administrative Decision No. ( %2 ©) of 2017, Approval of Telehealth Services Regulation

5. The Applicant shall install the equipment, devices and technologies that
are required for the service delivery, including peripheral devices and
associated software, and provide training for the Healthcare
Professionals and administrative staff on using these technologies,

6. If the patients are anticipated to be received in Health Facility, based on
functional program of the Health Facility, the Applicant shall install fire
safety equipment and display the evacuation plans as per the
requirements of Dubai Civil Defense Department,

7. The Applicant will obtain the Final Approval based on the onsite
inspection and the completion of Telehealth Services requirements.
Accordingly, Telehealth Services licensure will be issued pursuant to
applicable procedures in the HRD.

8. If the requirements of Telehealth Services are not fulfilled, a period of
Three months maximum shall be granted to the Applicant to fulfill and
complete the requirements.
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CONT: Administrative Decision No. (20) of 2017, Approval of Telehealth Services Regulation

The Procedures of Adding Telehealth Services to Existing Health
Facilities

Article No. (6)

1. Any Health Facility desires to add providing Telehealth Services to its
activities, shall submit an application to HRD as per the applicable Form
to obtain the permission then start providing the service. The
Application shall be annexed by:

a. Description of the functional program and identification of the type
of telehealth services are intended to be provided in the Health
Facility,

b. Detailed description of the equipment, devices and technologies to be
used in providing Telehealth Service,

¢. Alist of facilities, which are intended to contract with, to support the
provision of telehealth services pursuant to partnership or
collaborative agreement (if available),

d. Schematic design drawings of the health facility, in AutoCAD format,
showing the measures of assessment and treatment rooms subject to
the services rendered in the facility,

e. Adding Activity Application signed by the owner of the health facility.

2. Upon the receipt of a complete Application, the HRD shall verify
accuracy and completeness of the information provided and review the
Application to ensure it compliance with the DHA requirements.

3. The HRD conducts inspection on the Health Facility to verify that all the
Telehealth Service requirements are fulfilled. Accordingly, the HRD
gives the Applicant an approval for adding the service,

4. If the requirements of adding the activity are not fulfilled, an additional
period of Three months maximum shall be granted to the Applicant to
fulfill and complete the requirements,
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CONT: Administrative Decision No. ( 20) of 2017, Approval of Telehealth Services Regulation
The Health Facility Responsibility
Article No. (7)

1. The Health Facility, licensed subject to this Regulation, shall comply
with the conditions and standards of providing Telehealth Services, and
shall:

a. Identify the scope of the provided Telehealth Services, and comply
with operation procedures of the health facility, and the policies
and procedures of the service delivery,

b. Make sure that the Telehealth Services and technologies fulfill the
patient’s needs and guarantee the medical care continuity,

. Not use Telehealth Services as an alternative solution for the
shortage of qualified medical staff and professionals who are
required to provide the health services in Health Facilities,

2. The Health Facility shall obtain profession practicing license form the
DHA for all the healthcare professionals involved in providing the
Telehealth Services, including the Healthcare Professionals who work in
the Receiving Care Site or in the Practicing Care Site within the Emirate.

3. The Health Facility shall provide information about the Telehealth
Services provided via the electronic systems or other means of
communication, such information shall be accurate and indicate the
following:

a. The Health Facility name, the details of the provided services, the
Health Facility location and contact details,

b. Information about the doctors are providing Telehealth Services,
including licensure title, the licensing authority, qualifications,

credentials and experiences,
12
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CONT: Administrative Decision No. ( 2 <) of 2017, Approval of Telehealth Services Regulation

C.

d.

The treating doctor contact details,
The service fees and payment methods,

The medical conditions that can be treated via Telehealth Service,
and the proper procedures that shall be applied in emergency
cases,

Time of responding to queries, including response to e-mails and
the other communications transmitted via telehealth
technologies,

Specify the situations where the patient’s information is allowed
to exchange and to be disclosed to other party, and the reasons of
such disclosure,

The Patient Rights in to his own health information,

How to submit suggestions and filing complaints about the quality
of services provided in the Health Facility,

4. Provide the facilities and accessibility to enable special needs people to
deal with Telehealth Services, if the functional program of the
Telehealth Facility and the service nature are designed for special needs
patients.

5. Provide a system for quality improvement and procedures for
performance management, which shall encompass a process for quality
assurance and control, and periodical review of policies and procedures
pertaining the service and training of professionals and administrative

staff.

6. Comply with the federal and local regulations and rules relating to
health advertisements.

|
|

| Tr kB b

EXPO 2020 |

DUBAI, UNITED ARAB EMIRATES

o Saii)
dhittbetsasbdd o]

% ‘ 2020 guuS|

iiuinJlﬁg.!;.thdleogll..:‘,_uJ




V'

/,r,\ “»:.,/. s )
N2 S v = alld af

GOVERNMENT OF DUBAI IflUBAI HEALTH AUTHORITY

CONT: Administrative Decision No. ( 3¢ of 2017, Approval of Telehealth Services Regulation

7. Providing an appropriate environment and culture that encourage the
Healthcare Professionals and administrative staff to report and
document incidents, whenever occurred, analyzing these incidents and
used the outcomes as a basis of services improvement.

8. Ensure the availability of methodology for collecting the statistics and
data required by the DHA and other governmental authorities as per the
local laws and regulations. The Health Data and Information Analysis
Department in the DHA is responsible for collecting and analyzing the
data in the DHA, while Dubai Statistics Center is responsible for
collecting the statistical information and data.

9. Provide the DHA employees, during the periodical onsite inspection to
evaluate the services or upon request, with all the information relating
to Telehealth Services in the manners and ways enable them to verify
the level of provided service.

Telehealth Services In Collaboration With Another Health Facilities
Article No. (8)

1. If the Health Facility provides the telehealth services in collaboration
with another Health Facility in the UAE, the two health facilities shall
enter into and execute mutual contracts, agreements or memorandums
of understanding to identify and standardize the aspects of
collaboration between the both organizations as well as the
implementation procedures.

2. The partner Health Facility shall maintain a valid accreditation from one
of the reputable accreditation organizations, including but not limited
to, American College of Radiology (ACR), International Laboratory
Accreditation Cooperation (ILAC), and International Society for Quality
in Health Care (ISQua).
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CONT: Administrative Decision No. ( @) of 2017, Approval of Telehealth Services Regulation

3. The Healthcare Professional rendering the medical advice and/ or
treatment via telehealth services shall has a valid licensure, issued by
the concerned heath authority in the Care Practicing Site, and the Health
Facility in Care Receiving Site shall maintain the approving
documentation.

4, The both health facilities providing and receiving the telehealth services
shall be aware of the applicable laws and regulations in both
jurisdictions, and the relevant clinical and technical requirements of
professional practicing, and shall ensure that the Healthcare
Professionals are compliance with such laws and regulations.

The HealthCare Professional Liability
Article (9)
1) Without prejudice to any obligations set out in the applicable
regulations in the UAE, the Healthcare Professional who is licensed to
provide Telehealth Services shall:

a. Place the welfare of the patient as the first priority, and carry out
his duties in due diligence and as required by the applicable
professional standards of practice and code of ethics in order to
provide the patient with the proper care. And shall not use the
patient’s need to obtain illegal benefit for himself or for the
others,

b. Adhere to the laws, rules and procedures relating to Profession
Practicing and in accordance to the licensure title and specialty
field,

c. Have a valid profession practicing licensure issued by the DHA,

d. Document the patient’s health condition in the health record
pursuant to the rules and regulations issued by the DHA in respect
of documentation and maintaining patients’ information,

15
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CONT: Administrative Decision No. ( %) of 2017, Approval of Telehealth Services Regulation

e. Use the diagnostic and therapeutic techniques and procedures
available in Telehealth Services very carefully and diligently to
ensure the proper diagnose,

2) Abide by the Patient/Carer’s desire to transfer the Patient to receive the
standard approaches of treatment upon his/her request;

3) Prescribe medications via telehealth technologies according to the
healthcare professional specialty and as per the applicable laws, and the
rules and regulations issued by the DHA;

4) Observe the patient privacy and confidential information which has
been revealed during or because of practicing the healthcare profession,
and shall not disclose or divulge such confidential information for any
reason unless pursuant to the UAE applicable legislations;

5) Have special training courses or hours of continuing medical education,
on practicing the heath care profession via telehealth services, to ensure
the necessary knowledge and professional competencies to provide
health services safely and in high quality standards.

Telehealth Services Documentation
Article (10)
1) The Telehealth Facility shall maintain documented policies and

procedures to ensure the accuracy of Telehealth Services
documentation, which shall include a methodology for documenting all
the patient information and data, the medical consultation and the
recommended treatment in the Health Record as per the DHA
applicable rules and regulations,

2) The Healthcare Professional, who is providing Telehealth Care to the
patient, shall document and update the patient’s health condition in the
written/electronic heath record, which shall include:
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CONT: Administrative Decision No. ( 30) of 2017, Approval of Telehealth Services Regulation
a. The type of telehealth technologies used in the consultation;

b. The reasons for using Telehealth Services as an approach for
consultation or treatment;

c. The location of telehealth practicing and receiving care site;
d. Identity of the patient who received the services;
e. Clinical assessment remarks;

f. The medical advices and/or treatment recommended by the
Healthcare Professional(s) at the Care Practicing Site;

g. The date and time of providing the Telehealth Service;

h. The name and license number of the Healthcare Professional(s)
involved in providing the Telehealth Service.

3) In case of seeking a second medical opinion via telehealth services, the
healthcare professional in the Care Receiving Site shall understand the
medical consultation and/or the treatment recommended for the
Patient by the healthcare professional in the Care Practicing Site, by
writing and re-read the medical consultation and the treatment as well
to ensure the information accuracy,

4) The Healthcare Professional shall maintain adequate measurements to
ensure the patient’s information confidentiality and security, and shall
document any oral discussion, except in the following cases:

a. transferring the patient’s information and data, previously stored,
from different sources, such as the information in the medical
records, and reviewing the radiology imaging;
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CONT: Administrative Decision No. ( 2¢) of 2017, Approval of Telehealth Services Regulation

b. transferring the patient’s medical investigations and diagnostic
imaging to another professional in order to write a pathology
report about the patient.

5) The Telehealth Facility shall use electronic health records, which enable
the professionals to enter the data directly into the patients’ health
records during providing the medical consultation and/or treatment,

6) To ensure providing the patient with required health care services, the
Health Facility providing telehealth services shall make the patient's
medical reports and information available to other treating Healthcare
Professionals if the patient is handed over, transferred or referred.

Patient’s Rights and Responsibilities
Article (11)
1. The Health Facility shall set out a clear mechanism to ensure that the
Patient and/or Carer is aware and informed of their rights and
responsibilities as per the DHA's regulations and guidelines,

2. The Healthcare Professional shall ensure that the Care Practicing Site is
secure, private and soundproof in order to maintain the patient’s
information confidentiality,

3. The Professional shall have the Patient or the Carer consent to use
telehealth services and document such consent in the patient’s health
file, which shall include:

a. The patient identification

b. Identification of the Healthcare Professional(s) involved in
providing telehealth services,

c. Types of services permitted to be used via Telehealth Services
technologies (e.g., prescription refills, appointment scheduling
and patient education, etc.),
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CONT: Administrative Decision No. (2 ) of 2017, Approval of Telehealth Services Regulation

d. Identifying the cases where the patient’s information is
permitted to be forward to a third party (when required),

e. Clarifying the probabilities of disclaimer in case of information is
lost due to technical failures.

4, Prior to provide the telehealth services, the healthcare professional
shall educate and inform the Patient and/or the Carer, during the
consultation, about all the information relating to the service, how to
guarantee the patient’s privacy and confidentiality, the rules of
maintaining Health Records, and the disadvantages of service provision,
and means of communication and continuity of treatment in the future,

5. The patients shall be informed with the necessary information about his
health condition and the used treatment, and must be in simple
language easily understandable by the patient and/or the career,

6. Patients and/or Carers should be given an opportunity to participate in
the care plan.

Teleconsultation services
Article (12)

1. Notwithstanding the Article No. (5) of the Federal Decree-law No. (4) of
2016, regarding Medical Liability, which stipulates that “the doctor is
prohibited from prescribing any treatment for patient before
performing physical examination”, the following shall be fulfilled to
provide Teleconsultation Services:

a. Perform full clinical assessment to ensure the patient pathological
condition, and the current and ongoing needs of the patient is
identify and documented in the patient’s health record, and identify
the extent of the Telehealth Services convenient to the patient,

b. Perform a physical examination or collaborate with a healthcare
professional licensed by the DHA to examine the patient if the
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CONT: Administrative Decision No. ( 32) of 2017, Approval of Telehealth Services Regulation

clinical assessment is not enough to identify to what extent the
Telehealth Services is convenient to the patient,

2. If the aforementioned requirement is not fulfilled, Telehealth Services
shall not be provided,

3. If the patient condition is convenient to receive Teleconsultation, the
service can be provided within the following scope of services:

a.

b.

h.

I.

Teleconsultation,

Clinical assessment, and care plan reassessment,
Patient remote monitoring,

Medical investigations Request,

Patient transfer,

Medical appointments schedule,

Patient education,

Prescription refills,

Obtaining second medical opinion.

4. If the treatment is provided via Telehealth Services technologies, the
healthcare professional, who is responsible for the care plan, shall
ensure that the patient receives the required medical treatment and
follow up and easy access to health information,

5. An emergency action plan shall be clarified to patients, particularly for
patients in locations without immediate availability of Healthcare
Services. The Healthcare Facility providing telehealth services shall
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CONT: Administrative Decision No. ( ¢ ) of 2017, Approval of Telehealth Services Regulation

maintain documented policies and protocols for emergency cases, and
shall be appropriate to the rendered services,

6. The Healthcare Professional shall inform the patient about the
treatment cost, and enquire about the patient’s insurance package to
know the financial consequences of the treatment,

7. The Health Facility intends to provide Teleconsultation services shall
comply with the following conditions:

a. Shall maintain appropriate video devices and the equipment
necessary to facilitate the communication (Asynchronous and
Synchronous) between the professional and the patient, to support
all diagnostic and teleconsultation services to the patients,

b. The equipment and devices are used for clinical assessment shall be
designated for medical use, and shall be used safely, properly and in
a manner guarantees the patient safety,

c. The equipment and devices shall be periodically and appropriately
maintained and serviced in accordance with the manufacturer’s
specifications,

d. Backup power shall be provided to assure the security and
protection of the electronic health records from loss,

e. The equipment and devices are compatible with technical
communication to safely and securely transmit the data and
information and shall be compatible with all relevant standards
applicable in this field,

f. Providing an adequate system to secure the network in the
emergency times,
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CONT: Administrative Decision No. ( S ©) of 2017, Approval of Telehealth Services Regulation

g. If electronic mail is used as one means of communication, such use
shall be securely and guarantees the patient privacy and
confidentiality,

h. All the electronic massages relating to the patient shall be
maintained in the patient’s electronic record in a manner
compatible with the documentation policies and procedures
applicable in the Health Facility.

Electronic Pharmacy Services
Article (13)
1) Electronic pharmacy services shall be in accordance with applicable
federal and local laws, rules and regulations,

2) Any person or entity shall not establish, operate or provide electronic
pharmacy services or sale any drug, pharmaceuticals or any product
extracted from natural resource(s) in the Emirate of Dubai, unless a
Professional Practicing license is obtained from the DHA,

3) The provision of Electronic pharmacy services is require the availability
of telecommunications means around-the-o’clock (24 hour a day),

4) The Electronic pharmacy in-charge shall be a pharmacist or clinical
pharmacist licensed by the DHA,

5) The licensed pharmacist, who provides Electronic pharmacy services,
shall carry out his work in accordance with professional standards and
codes of conduct, and shall ensure the service is suitable to the patient
before delivering Electronic pharmacy Services,

6) The types of medications which may include in Electronic pharmacy
are:

22
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CONT: Administrative Decision No. ( ¥ &) of 2017, Approval of Telehealth Services Regulation

e Over The Counter medications (OTC), which don’t require
prescription,

e Prescription Only Medications (OPM), provided that the Health
Facility shall have and maintain a copy of the prescription as per
the applicable rules and regulations,

e Herbal medicines and food supplements,
e Skin care products and cosmetic,

e Medical apparatus for common sale and designated for personal
use,

e Non-medical products.

7) Narcotics and controlled medications shall be dispensed only subject to
electronic systems approved by the federal and local authorities in the
UAE,

8) The pharmacist shall be cautious and careful in dispensing medications,
in particular the frequent dispensing of some medications that
accumulate in the body or habit-forming drug, or dispensing unusual
dosages,

9) The pharmacist shall communicate with the physician who prescribed
the medicine, if the dose or frequency is changed,

10) Electronic pharmacy services shall enable the pharmacist to perform
the following:

a. Review the prescription,
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CONT: Administrative Decision No. (3¢ ) of 2017, Approval of Telehealth Services Regulation

b. Check the patient identity and communicate with the Patient
and/or Carer to ensure that the medicine is appropriate to his
condition and his medical-related needs,

c. Educate the Patient and/or Carer and explain to them the
instructions of the medicine use. Refer the Patient to an
existing pharmacy or Health Facility, if dispensing the medicine
requires the patient physically attendance, or the symptoms
require special medical advice,

d. Communicate with insurer companies to get the required
approvals,

e. Communicate with the doctor, who wrote the prescription, to
clarify some details or to alter the prescription,

f. Prepare and dispense the medication as per the prescription
and obviously label the instructions of use. Shall write the
instructions of use and the pharmacist name on the medicine
container,

g. Keep copies of the prescriptions and record the dispensed
medicines in accordance with the applicable rules and
regulations, and prepare the required and related periodical
reports,

11) The pharmacist in-charge shall ensure the maintaining of special
records for the electronic consultations and medications which were
dispensed to the Patient as per the approved regulations, and as of the
date of medicine dispensing.

12) Each Health Facility provides electronic pharmacy services shall set out
a by-law to regulate the work procedures before commencing its
activity, provided that the by-law includes the policies, procedures and
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CONT: Administrative Decision No. ( 2<) of 2017, Approval of Telehealth Services Regulation

rules to regulate the process of prescribing and dispensing medicines
via electronic pharmacy services,

13) The electronic pharmacy by-law and work procedures shall be placed
in the pharmacy for the professionals’ review and inspection. And shall
be avail for the DHA related staff to carry out the required inspection,

14) The Health Facility provides electronic pharmacy services shall reserve
the customer’s rights, and shall not restrict the patient’s choice to get
the medicine from a certain pharmacy or group of pharmacies. And
shall make sure the customer/the patient knows the location of the
pharmacy branches, which is licensed to provide electronic pharmacy,

15) The Health Facility shall protect the Patient’s privacy and confidential
information as per the rules and regulations applicable in the UAE. And
shall respect the privacy and protect the Patients’ and customers’
information during the provision of electronic pharmacy, and shall
encrypt such information to avoid any intended or accidental leakage
to any unauthorized body,

16) All medicines should be stored in accordance with the manufacturer’s
specifications and requirements,

17) Over The Counter medications can be dispensed via vending machines
if the following is fulfilled:

a. The vending machine is located in the vicinity of the pharmacy,

b. The medicine in the machine is under the direct responsibility of
the in-charge pharmacist,

c. The medicine in the machine is store in temperatures and
conditions as per the manufacturers specification and
requirements.
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CONT: Administrative Decision No. (2 &) of 2017, Approval of Telehealth Services Regulation

18) In case of dispensing POM via a vending machine, the electronic
pharmacy shall provide certain telecommunication technologies to
support the communication between the Patient and the licensed
pharmacist, and enable the pharmacist to keep the original copy of the
prescription,

19)If the Health Facility intends to provide medication delivery and
transport to patients, the pharmacist in-charge is responsible for
guarantee the save delivery of medicines to the Patient/Carer and as
per the following requirements:

a. The delivered medicines and products shall not encounter any
damage to quality or effectiveness during the delivery process.
And the medicine transportation shall be in appropriate weather
conditions and controlled temperature as per the manufacturer’s
specifications,

b. Liquid medicines or film coated tablets shall be delivered to the
Patient intact and in good condition,

c. Providing special container designed for medical purposes to
transport the medicine requires specific temperature range of +2
to +8 degrees Celsius (°C).

d. Observe the Patient/customer’s privacy and the order medicines
during the delivery process,

e. The pharmacist shall communicate with the Patient/customer on
phone, via email or any other appropriate mean to confirm the
delivery of the medicines and medical products,

20)If the Health Facility provides information about the electronic
pharmacy Services on its website, such information shall display the
following:
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CONT: Administrative Decision No. ( % @) of 2017, Approval of Telehealth Services Regulation

a. The pharmacy name, details of the rendered services, the health
facility location and contact details,

b. Details of the authority which licensed the electronic pharmacy
the pharmacist-in-charge and the pharmacists who provide
electronic pharmacy services, including a copy of the
Professional Licensure which reflecting the licensure title, and
the licensing authority,

c. the pharmacist contact details,

d. details of how to submit complaint about the electronic services
on the website,

e. The details of handling the prescriptions issued by a doctor
outside of the UAE,

f. The medications price list as per the applied regulations,

g. In the event of providing personal information online, or
electronic payment, the Health Facility shall provide users
certificate affirms the information protection, and the website
integrity and encryption.

h. Information about the prescriptions that cannot be dispensed via
electronic pharmacy service,

21) If the electronic pharmacy service is provided electronically by another
party, a mutual written agreement shall be executed by the parties, and
set out the obligations of the Health Facility and the pharmacist who
runs the electronic pharmacy transactions, and ensure that the service
fulfills the requirements in this Regulation,

22) The pharmacist who is responsible for the online sales transactions

made by another supplier or party, shall verify the order origin, and
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make sure that the Patient/Carer knows that the electronic sale of
medication is made vig another party.

General Rules

Cancellation
Article (15)

Validity
Article (16)
This Decision shall come into effect as of the issuing date, and sha]] be
published in the officia] gazette of Dubai Government.

(Originally signed by)

Chairperson
Director General
Humaid Al Qutami

Issued on : Feb, 2.5 2017
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