
The Case for Telehealth:

Eye-Opening
Statistics for
Healthcare 

Providers



Industry experts agree that telehealth has 

passed the tipping point. Its recent growth 

has been explosive. Provider-to-patient  

video visits alone increased 340% over  

the last three years.1

Despite apparent market readiness, some 

healthcare providers are still waiting on the 

sidelines for more evidence that telehealth 

makes sense for their business and that 

reimbursement has been figured out. This 

report highlights five eye-opening stats and 

other information that demonstrate why 

practices should embrace telehealth now  

to take advantage of its incredible growth 

and be positioned for the future.

Telehealth – specifically, non-hospital-based 

provider-to-patient telehealth – is experiencing 

meteoric growth. With regulations taking shape 

and adoption by patients, providers, employers  

and payers continuing to rise, small to mid- 

sized practices face an important decision:  

whether to add telehealth services or  

maintain the status quo.  

 

Framed by five eye-opening stats and  

supported by research, this ebook explores  

how adding telehealth can increase patient 

engagement and satisfaction, lower the cost  

of delivery and drive business growth: a  

do-nothing approach carries surprising risks.

Executive SummaryIntroduction

%77 of consumers are open to 
using telehealth services –  
and 19% of them already have. 
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According to a 2019 FAIR Health study of more than 29 billion private healthcare claim 

records, non-hospital-based telehealth between healthcare providers and patients  

grew 1,393% from 2014 to 2018.2 This exponential growth far surpasses that of other  

types of telehealth used during the same period, including provider-to-provider, 

discharge-related provider-to-patient and provider-to-inpatient/emergency  

department. See Figure 1. 
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Telehealth use outside of hospitals is up nearly 1,400%

Telehealth Sees Explosive Growth (Figure 1)

The Case for Telehealth

Provider-to-patient telehealth conducted 
outside of hospitals has become an increasingly 
larger slice of the pie, accounting for 52%  
of total telehealth claims in 2014.
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Support for outside-of-hospital telehealth is surging  

in a variety of geographies across the country. During 

2018 alone, 27 states passed 65 telehealth bills into law.3 

The types of practices drawn to telehealth services vary as 

well, from internists and pediatricians to sub-specialists, 

specialists and mental health providers.   

Source: FAIR Health, 2019

Source: FAIR Health, 2019

1,393% Growth!



Consumer reliance on electronic devices for communicating in their work and personal 

lives has made the use of digital tools to manage their health an easy transition. A recent 

Cisco study of patients’ perceptions of telehealth illustrates this: 70% of participants said 

they would be comfortable communicating with their provider via video, text or email 

instead of seeing them in person. What’s more, 76% prioritized access to their  

provider over in-person interaction.4

Delivering a better patient experience is a fundamental component of 

telehealth. A 2018 Massachusetts General Hospital (MGH) study found  

high patient satisfaction overall with telehealth. 68% of patients rated 

their telehealth visit a nine or 10 on a 10-point satisfaction scale. 

62% said the quality of care via telehealth was the same as an  

in-person visit, while 21% said it was better. 66% reported strong 

personal connections with their providers using telehealth.5  

76% of patients prioritize provider 
access over human interaction

 Results from a Black Book Market Research study also spell out a clear

       warning to providers: 90% of patients no longer feel obligated to stay

         with a provider that can’t offer a satisfactory digital experience, and

          88% of those under age 40 will choose their next medical provider

           based on a strong online presence.6

The message couldn’t be more clear:  

Patients want more convenient healthcare options 

and provider loyalty doesn’t carry the weight 

it used to. Therefore, providers need to think 

seriously about using telehealth to help acquire 

and retain patients in this new paradigm. 

of patients felt the quality 

of care in a telehealth visit 

was as good or better than 

an in-person visit. 

83

of patients no longer feel obligated to stay with a 

provider that can’t offer a satisfactory digital experience.90

From the patient perspective, an office visit typically involves multiple 

inconveniences: taking time off work, driving to/from the appointment, 

waiting for untold amounts of time, and seeing the provider for a short 

time. These can cause the patient to feel less satisfied with the quality 

of the visit and the provider. Because providers aren’t impacted by the 

same hassles, their perceptions of the visit tend to be different. 
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Yet, for decades, efforts to make telehealth ubiquitous were slowed by federal and state legislative  

and regulatory processes. Fortunately, significant strides have been made over the last several years 

to broaden access to telehealth and make it easier for more providers to offer telehealth services –  

and do so without reimbursement concerns. 

This year, at the federal level, for example, the Centers for Medicare and Medicaid Services (CMS) 

expanded reimbursement to include more than just live video visits. While outpatient coverage  

is still limited, services such as remote communication technology, remote physiological  

monitoring and chronic care management are now reimbursed by Medicare.8

Healthcare industry experts have long recognized the potential of telehealth and its 

ability to support the Institute for Healthcare Improvement’s (IHI) “Triple Aim” strategy7 to:

96% of employer health plans  
are expected to adopt telehealth 

Improve the  
patient experience

Reduce the per capita 
costs of healthcare

Improve the health  
of populations overall

An increasing number of states have begun passing legislation that either  

mandates or encourages private payers to reimburse for telehealth services.  

This not only supports consumer demand for telehealth, it also meets increased  

desire among employers for plans that include lower-cost service delivery options  

that promote better health for employees.9

In fact, a recent study revealed that 96% of large employers plan to offer a healthcare  

plan that makes telehealth available to employees in states where it is allowed. Of the  

employers that already offer telehealth services, 69% plan to expand their offering.10

High adoption of telehealth by employers shows a true understanding of consumer  

demand. More than 150 million adults are covered by an employer health plan.  

At 83 million, millennials comprise the largest segment of the U.S. workforce.  

Given that 60% of millennials support using telehealth to replace in-office  

visits, at least 50 million of them want telehealth  

to be part of their health coverage right now.11

It is important for practices to seize the opportunity at  

hand since telemedicine-specific companies will continue to  

market their services aggressively in an attempt to peel patients  

away from traditional providers that choose to keep the status quo. 

States mandate and encourage telehealth coverage by private payers.
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            Demographers predict that by the year 2030, one in five Americans will be retirement age,  

            and for the first time in history, seniors 65 and older will outnumber children in the U.S. 

            By 2060, the demand for senior healthcare will increase 200% over what it is today.12 

%79

%69
%88

of seniors aged 50-64 own a smartphone. 

53% for seniors 65 or older.

of seniors use 

social media.

of seniors use the  

internet regularly.

Telehealth will support a 200% increase 
in healthcare demand by seniors 

Source: Pew Research Center, 2019

The Case for Telehealth05

Total Telehealth Claims By Age Group (Figure 2)Telehealth is poised to help support 

the massive burden that is heading 

straight toward our over-stretched 

healthcare system. Telehealth can help 

the elderly retain their independence 

while still receiving care for chronic 

conditions, such as diabetes, heart 

disease and dementia. Plus, it allows 

seniors to “age in place” more easily, 

something for which the elderly and 

their caregivers are already clamoring. 

Healthcare providers may wonder if their 

older patients are ready and willing to 

use telehealth technology. Research 

indicates that many are, and in short 

order, many more will be. See Figure 2.  
 

The same study also found that seniors dominate in the use of discharge-related services. 

Eighty-two percent of claims for discharge-related provider-to-patient telehealth  

were associated with patients aged 51 and older. With the  

“silver tsunami” of baby boomers growing larger every  

day, the use of this and other types of telehealth is  

only expected to increase among seniors.
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Millions of rural residents, in fact, are already using telehealth. According to a 2019 study by NPR, the 

Robert Wood Johnson Foundation and the Harvard T.H. Chan School of Public Health, nearly a quarter 

of consumers living in rural and isolated areas have used some kind of telehealth service within the past 

few years.14 The research cites three primary reasons that study participants gave for using telehealth: 

Roughly 20% of Americans live in rural areas without easy access to primary care or 

specialist medical services. At the same time, 76% of rural residents report that they 

use the internet at least once daily and 71% own a smartphone 13 – indications of how 

much broadband access and cell coverage have improved. This has created fertile 

ground for telehealth. 

25% of rural Americans are already using telehealth

Convenience
69% stated that telehealth is the most convenient way to get diagnosis and treatment 

for a minor illness. Digital service delivery eliminates the need to leave work or home  

and travel tens or hundreds of miles for an in-office evaluation and prescription.

Access
30% said they couldn't see their regular doctor in person, often because there wasn’t 

room in the provider’s schedule at the time. Since telehealth services are “on demand,” 

patients can schedule online and make use of available time-slots.

Transportation
26% said it is too difficult to travel to a healthcare provider. This is often because of 

the physical distance, but also due to a lack of reliable transportation. With telehealth, 

transportation is a non-issue because the patient doesn’t need to leave home to receive 

medical attention.  

Another way in which telehealth services benefit rural Americans has to do with cost savings. An in-

office visit can be substantially more expensive for the patient than a telehealth visit when all related 

costs are considered. Patients who need to travel hours each way to and from a provider spend money 

on gas, meals and even lodging. They may also incur added expenses for childcare, elder care or pet 

care services while they’re away, and may lose income because of missed work. 
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With less than 1 in 10 physicians practicing in rural areas in the U.S., telehealth 

presents a tremendous opportunity for healthcare providers to reach out to  

this underserved population and grow their business.15



The evidence is in. Widespread use of convenient digital services in other businesses has led 

consumers to demand the same experience from their healthcare providers – pushing the 

telehealth market wide open. Telehealth in general, and non-hospital-based provider-to-patient 

telehealth specifically, are experiencing explosive growth. Adoption by patients, employers,  

payers and providers continues to rise.  

Providers should seize these market opportunities and be ready to offer telehealth services. 

Those that do are likely to grow their practice, increase patient satisfaction, lower the cost  

of delivery and be better positioned for the future. Those that don’t will find themselves 

out-of-step with consumer demand and at risk of losing patients.    

Updox makes it easy for providers to  
add telehealth simply and affordably.  
Committed to simplifying the business of healthcare, Updox  

is a single collaboration platform for out-of-hospital healthcare  

providers. Named for the past five years on the Inc. 5000 list  

of America’s fastest-growing private companies, Updox is  

integrated with more than 100 electronic health records  

(EHR) and pharmacy management systems and serves  

more than 350,000 users and 157 million patients.

Conclusion

Schedule a Demo
It’s easy to add telehealth to your practice.  

Schedule a demo today and we’ll show you just how simple it is.

Visit info.updox.com or call 866-my-updox.

Updox offers an incredibly  
user-friendly experience  
for my patients and for me. 
There’s nothing to download 
and it’s easy to use.
- Andrew Barbash, MD

Want to learn more?  
Visit info.updox.com/telehealth  
for our Telehealth Resources Center
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