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Pre-COVID Virtual Visit Volume
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Virtual Health During the Pandemic



Virtual Visits 2020 - Present
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Virtual Care Challenges
Broad Issues

• Reimbursement uncertainty
• State/national regulatory challenges

Patient and Provider
• Digital Disparities / Equity

• Comfort & experience with technology
• Broad band availability

• Impact on patient outcomes and safety
• Diagnostic Errors associated with Virtual Assessment
• Managing Transitions in Care
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Patient Experience
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Research: Patient Experience
Key findings from two studies
(n=591):
• Chose virtual visit for convenience
• High satisfaction with virtual visits
• Virtual visits were comparable or 

better than in-person visits
• Perceived excellent provider 

empathy virtually
• Technical experience significantly 

impacted satisfaction



Five Recommendations
1. Patient-centered design is the foundation for care
2. Virtual options need to be tailored to patient segments 
3. Strive for frictionless access across all aspects of care –

education, support, data sharing, scheduling, visits, results 
4. Remote patient monitoring must be part of a 

comprehensive chronic disease management strategy
5. Seamless hybrid care models should optimize the best of 

virtual and in-person care



Thank you!
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