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Introduction

Telehealth is on an upward trend in terms of patient willingness and utilization of 
remote healthcare services. With a firmer grasp of these trends, healthcare providers 
can optimize their telehealth programs to better fulfill patient needs. By better 
understanding the values that patients place on telehealth, hospitals and health systems 
can increase both awareness and usage of telehealth services.

A recent study conducted by Harris Poll and American Well reveals great insight into 
telehealth trends and consumer perceptions of telehealth services. The 2019 Telehealth 
Index: Consumer Telehealth Trends and Usage by Age Demographic survey includes 
input from over 2000 adults. Findings demonstrate how different age groups value 
telehealth services.

In terms of willingness and usage:

• 66% of people are willing to use telehealth

• 8% have used telehealth (1)

If such a high percentage of consumers are willing, why have so few used telehealth 
services? A lack of awareness drives the gap between willingness and usage. Many 
patients are unaware of telehealth services, how telehealth visits work and what they 
can provide. Hospitals can significantly increase telehealth usage by effectively 
spreading awareness of the availability of services to patients.

1. 2019 Telehealth Index: Consumer Telehealth Trends and Usage by Age Demographic. (n.d.). Retrieved September 23, 
2019, from https://static.americanwell.com/app/uploads/2019/07/American-Well-Telehealth-Index-2019-Consumer-
Survey-eBook2.pdf.

Who Is Using Telehealth

Over fifty percent of consumers who 

reported using telehealth were millennials 

and twenty five percent were aged 35 to 

44 (1). While seniors reported the lowest 

usage, their willingness to use telehealth 

services did rise along with their 

comfortability in using the technology (1). 

Nearly half of individuals who have used 

telehealth live in the Southern United 

States (1). In rural areas, it can be

difficult to access healthcare, particularly when in need of a specialist. Great 

distances and a shortage in providers make telehealth a valuable alternative. 

https://static.americanwell.com/app/uploads/2019/07/American-Well-Telehealth-Index-2019-Consumer-Survey-eBook2.pdf


Individuals who otherwise may delay care for a condition or ailment are able to 

consult with a healthcare provider over HIPAA compliant video from the comfort of 

their home. 

Seventy percent of people who have used telehealth have at least one child living at 

home (1). When parents or caregivers are unsure whether a fever in the night calls for 

an overnight doctor or urgent care visit, a video session with a medical professional 

can provide the expert advice needed and save patients from an unnecessary trip to 

the ER. 

A recent Premier analysis on ER efficiencies reported that approximately 30 percent of 

trips to the ER, among patients with chronic conditions, are preventable and could be 

treated more effectively in an outpatient setting (2). Many concerns that patients 

initially perceive as urgent can be resolved over video consultation. Hospitals can 

reduce the amount of unnecessary ER trips, thus improving departmental efficiencies, 

by educating patients as to the availability and effectiveness of telehealth services.

Another notable finding from the American Well survey was that different age groups 

value telehealth in different ways. By identifying and better understanding telehealth 

trends among different age groups, healthcare facilities can further optimize the level 

of care provided. 

How Different Aged Consumers Value Telehealth

Seniors see the most value in prescription renewals, chronic disease management, 

surgery follow up and in-patient follow up (1).  The ability to use technology versus 

taking time to physically go to a doctor’s office for chronic disease management is 

very appealing for older patients. For surgery and in-patient follow up care, 

telehealth helps ensure these patients understand home care instructions and have 

the tools they need for a successful recovery.

Middle aged consumers see great value in urgent care (1). Often with both children 

and aging parents in need of healthcare, middle aged consumers value the ability to 

be able to consult with a provider over video prior to coming into an urgent care 

center or emergency hospital.

Millennials see value in using telehealth for mental health visits (1). By being able to 

access a mental health professional over video, the stigma that is associated with 

receiving care for a mental health condition is greatly reduced. 

1.) 2019 Telehealth Index: Consumer Telehealth Trends and Usage by Age Demographic. (n.d.). Retrieved September 23, 
2019, from https://static.americanwell.com/app/uploads/2019/07/American-Well-Telehealth-Index-2019-Consumer-
Survey-eBook2.pdf.
2.) Ready, Risk, Reward: Improving Care for Patients with Chronic Conditions. (n.d.). Retrieved October 11, 2019, from 
http://offers.premierinc.com/rs/381-NBB-
525/images/Improving%20Care%20for%20Chronic%20Conditions%2C%20Premier.pdf.

https://static.americanwell.com/app/uploads/2019/07/American-Well-Telehealth-Index-2019-Consumer-Survey-eBook2.pdf
http://offers.premierinc.com/rs/381-NBB-525/images/Improving%20Care%20for%20Chronic%20Conditions%2C%20Premier.pdf


Other barriers to receiving care, such as missed work or school, are diminished with the 

convenience of being able to access a mental health professional over video. Many 

telehealth programs offer the ability to consult with a mental health therapist after or 

before work hours, meaning more patients in need of mental health services can receive 

them. 

This is important, as the prevalence of mental health in the millennial cohort is on the 

rise. A new study published in the International Journal of Epidemiology reveals a 

consistent increase in depressive symptoms, self-harm and emotional difficulties in 

millennial aged individuals over a time span of ten years (3). Substantial increases in 

mental health difficulties were associated with an overwhelming increase in BMI and 

poor sleep related behaviors among participants (3). 

Hospitals can further increase utilization of telehealth by tailoring services to better 

meet the needs of each age group. When communicating the availability of services to 

patients, use segmented messaging that specifically addresses the needs and concerns 

of each age for optimal effectiveness.

3.) Gage, & H, S. (2019, February 27). Changes in millennial adolescent mental health and health-related behaviours over 
10 years: a population cohort comparison study. Retrieved from https://academic.oup.com/ije/advance-article-
abstract/doi/10.1093/ije/dyz006/5366210?redirectedFrom=fulltext.
4.) American Public Health Association. Health Equity. (n.d.). Retrieved from https://www.apha.org/topics-and-
issues/health-equity.

Ensuring Health Equity in Telehealth Programs

The American Public Health Association 

defines health equity as the opportunity 

for every person to attain their highest 

level of health regardless of social or 

demographic factors such as race, 

gender, income, geographic region or 

primary language spoken (4). 

In order for healthcare facilities to achieve health equity, the same medical services 

must be offered to all patients, including any telehealth programs. Additional 

services may be required to ensure all patients can effectively participate in 

telehealth programs. For example, any limited English proficient (LEP), Deaf or Hard 

of Hearing patient, will require the assistance of a medically qualified interpreter.   

https://academic.oup.com/ije/advance-article-abstract/doi/10.1093/ije/dyz006/5366210?redirectedFrom=fulltext
https://www.apha.org/topics-and-issues/health-equity


Stratus Video offers technology enabled access to its medically qualified/certified 

interpreters to improve patient safety and care across the care continuum. A suite of 

offerings including audio, video and geo-location mobile applications along with inter-

operability to telehealth solutions, provides language access when and where it’s needed. 

Led by a team of dedicated individuals, Stratus Video is committed to enabling Visual 

Connections and Vital Conversations. For more information, visit www.stratusvideo.com.

The need for qualified language services in healthcare is well documented. Patients 

with access to a medical interpreter at check-in and discharge have been found to have 

a significantly lower rate of readmittance within 30 days and experience a higher level 

of care than those without (5). Video remote interpretation is an ideal solution to 

ensure all patients have access to language services, as it connects patients with 

qualified interpreters who are readily available in a wide variety of languages over 

HIPAA compliant video. Similar to telehealth sessions, the visual components of VRI 

enable the exchange of nonverbal communication. 

About Us

5.) Lindholm, M., Hargraves, J. L., Ferguson, W. J., & Reed, G. (2012, October). Professional language interpretation and 
inpatient length of stay and readmission rates. Retrieved from https://www.ncbi.nlm.nih.gov/pmc/articles/PMC3445680/.

Although telehealth is a relatively new space in 

healthcare, the different modalities of 

telehealth and ways in which telehealth is 

being used have evolved. Technology 

companies are collaborating to integrate 

applications designed to further optimize care 

deliverables. With Stratus Link, our VRI solution 

is interoperable with many telehealth solutions 

and can be leveraged to add medical 

interpreters to video sessions with LEP, Deaf 

and HoH patients. With this interoperability, 

providers can ensure patients in need of 

language services can participate in telehealth 

programs. 

http://www.stratusvideo.com/
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC3445680/

