
2019 CONSUMER TELEHEALTH TRENDS

Providers Are Expanding  
Beyond Acute Care
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Telehealth is often thought of as an acute care resource, but the 
reality doesn’t match the perception. While most hospitals and 
health systems that have telehealth programs do provide acute 
care, they are currently prioritizing other use cases. In 2018 non-
acute care accounted for the majority of consults for 57 percent 
of telehealth providers, and more providers used their telehealth 
platforms to manage patients with chronic conditions (73 percent) 
followed by acute treatment (72 percent).i    

Some of the leading high-growth, non-acute telehealth services 
include chronic condition management, remote patient 
monitoring, post-surgical follow up, other check-in appointments, 
behavioral health services, oncology, occupational health and more. 
Widespread efforts were already underway to expand telehealth to 
new practice areas early in 2019, before the Centers for Medicare 
& Medicaid Services (CMS) approved reimbursement for check-in 
visits and several other non-acute services.

The growing use of telehealth to manage chronic conditions 
will help widen the gap between acute and non-acute consults. 
Approximately 60 percent of Americans has a chronic condition 
and 40 percent have at least two, according to the CDC.ii Since 
chronic conditions account for an estimated three quarters of 
total U.S. healthcare spending,iii the transition to value-based care 
will force providers to take new and more aggressive measures 
to manage their chronic condition patients. Providers are clearly 
counting on telehealth to help meet the challenge – 64 percent 
of providers that have telehealth programs plan to expand their 
services in 2019,iv and chronic care management is the most 
desired use case providers are planning to add, as shown on page 3. 
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In January 2018, the 
American Medical 
Association reported 
a study that found 
radiologists, 
psychiatrists and 
cardiologists were 
the specialists 
most likely to use 
telehealth.
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Teladoc Health is also seeing growing interest in using telehealth 
from oncologists, surgeons and occupational health providers.  
In January 2018, the American Medical Association reported a 
study that found radiologists, psychiatrists and cardiologists were 
the specialists most likely to use telehealth.v The survey referenced 
in Figure 1 did not measure plans to expand behavioral health 
services, which could also become a high-growth area now that 
CMS has removed the requirement for reimbursable opioid 
addiction treatment to originate with an on-site visit.vi 
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Reimbursement climate favors telehealth diversification

The shifting use of telehealth to more chronic condition 
management and other non-acute care aligns with the overall 
trends toward value-based care and increased emphasis on 
preventive care and population health. A rapidly changing 
telehealth reimbursement climate is another catalyst.  
Many hospitals and health systems believe they benefit  
indirectly from offering telehealth services by providing more 
preventive care, and by preventing unnecessary visits to the 
emergency department. Now insurers and CMS are  
providing more direct benefits to offering telehealth by 
reimbursing for more types of services.

For example, in April 2019, CMS approved reimbursement for 
several new, non-acute codes for the first time.vii Some of the 
changes and newly covered services include:

• Remote check-in visits

• Prolonged preventive services

• The patient home can now be the originating site for 
substance abuse treatment 

• Remote evaluation of video images

• Interprofessional consultation
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Teladoc completes 
millions of successful 
telehealth consults 
each year and 
continually learns of 
new use cases through 
its work with hospitals, 
health systems, 
physicians, employers 
and other clients.

Other developments are also making more types of  
telehealth treatment clinically valuable and economically viable.  
A majority of U.S. hospitals now have remote patient monitoring  
capabilities, according to the American Hospital Association,viii and  
telehealth is a top digital innovation priority for hospitals in 2019.ix  
Those developments, combined with the increased use of remote 
monitors, health apps and other innovations, creates many 
opportunities for new telehealth services. Teladoc completes  
millions of successful telehealth consults each year and continually 
learns of new use cases through its work with hospitals, health 
systems, physicians, employers and other clients.

Telehealth’s roots are in acute care, but emerging care models, 
telehealth advances and changing economics are converging to 
advance care in new directions. That includes a clear emphasis on 
prioritizing non-acute practice areas for telehealth expansion in 2019. 
Some of the short-term, high-growth areas for telehealth in 2019 and 
beyond include chronic condition management, oncology, opioid 
abuse counseling and other mental health services, post-surgical care 
and occupational health. Telehealth’s expansion beyond acute care is 
clear, the limits are not.
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