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Executive summary

Virtual care is expanding as care providers are reassessing
offerings, goals and technologies

As the short-term COVID-19 stresses on the U.S. healthcare system continue to recede, telehealth
utilization remains elevated and care providers continue to expand their offerings. Virtual healthcare is
now clearly established as an ongoing care option —the 2022 Telehealth Benchmark Survey found 94%
of care providers had virtual care programs in place in 2022 or were planning to implement them, the
same as during the pandemic peak. Those levels are the highest ever recorded in the six-year history of
the study and show that virtual care programs that were quickly rolled out during the pandemic (when
the percentage of organizations offering telehealth spiked 26% year-over-year) are now being made
permanent and expanded. The question as to whether telehealth will find an ongoing, mainstream role
in healthcare delivery has been answered. The question now is: What's next? That is what healthcare
providers are asking themselves, and the survey provides some insights from leaders who are planning

and executing their future delivery models.

Hospitals, health systems and other care provider organizations are preparing for a new era of telehealth,
one where patients expect and often prefer virtual care options. The percentage of care providers
who reported they are reevaluating their telehealth programs tripled in 2022 compared to the
year before. That reevaluation is not stopping progress — 61% of organizations are expanding their
virtual care programs, which is on par with the previous year, when pandemic response was a more

significant driver.

The reevaluated, expanded virtual care programs will be characterized by new practice areas and service
offerings, more patient monitoring and data collection outside of virtual visits, expanded use of remote

devices, andinterestin new partners for delivering comprehensive care, the study found.

Care providers are also seeing the value in delivering more care virtually. Currently, 85% of care providers
believe more than 10% of their patient care can be delivered virtually, but only 56% are at that level.
That gap and other respondent data on their 2023 plans suggests organizations will be encouraging
more utilization and changing their telehealth infrastructure to supportit. That reflects confidence for

continued momentum in the shift that has already taken place.

Figure 1: Organizations that conducted more than 100.000 virtual visits

VS

2021 2022

The 2022 study found a 12% year-over-year increase organizations that completed more than 10,000
virtual consults, more evidence that telehealth can be viewed as a fundamental, rather than reactionary,

channel of care delivery.
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Other key findings and developments include:

Inpatient virtual nursing is set to have the highest year-over-year increase in new rollouts in 2023. It is one of 11 different services that at least

20% of care providers plan to introduce in the coming year.
There willalso be significant increases in deployments of connected devices for remote patient monitoring and chronic condition management.

Care providers are focusing on enabling telehealth visits from locations outside the patient's home or workplace; 24% of care providers plan

to introduce virtual services from convenient locations, such as retail stores.

The majority of care providers (53%) who offer virtual care services say they have comprehensive telehealth software that covers all

their locations and patient acuity levels; this represents a 9% gain over last year.
Improving physician satisfaction with telehealth has become a more important consideration for leaders that plan virtual care programs.

These and other findings are documented throughout the full report.

About the report

Teladoc Health and Becker's Hospital Review asked U.S. hospital and health system leaders about their current telehealth programs and
future plansina survey that closed November 2022. It produced 101 valid responses. Respondents were primarily health system and hospital
executives, as shownin Figure 2. Notably, all but one respondent from hospitals and health systems (the exception represented a psychiatric

hospital) reported that their organization had a telehealth program in place.

Nearly 70% of survey respondents are at the director level or above in their organizations, including 43% who are C-level executives

(Figure 3). Of the non-director/executive respondents, 19% are telehealth/virtual care leaders at their organizations.

Most respondents represent organizations that are experienced with telehealth. Eighty-four percent of organizations have operational
telehealth programs in place and another 10% plan to have them implemented within 12 months. The 94% level of respondents who have or
are implementing virtual care programs (94%) equals the previous high level setin 2021, when the pandemic led many organizations that

previously did not have programs to begin offering telehealth services.

Figure 2: Total respondent organizations Figure 3: Total respondents by title / role
D - 12%
23%
3% 19%

@ Hospitals & health systems

@ Academic medical centers
@® Other ® Csuite, VPs &directors other

@ Telehealth/ virtual care leaders (non c-suite)
@ Other

@ Acutecare centers
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Most respondents represent organizations that are experienced with telehealth. Eighty-four percent of organizations have operational
telehealth programsin place and another 10% plan to have them implemented within 12 months. The 94% level of respondents who have or
areimplementing virtual care programs (94%) equals the previous high level setin 2021, when the pandemic led many organizations that

previously did not have programs to begin offering telehealth services.

Figure 4: Current state of telehealth adoption

84% Yes

100/ No, but looking to implement one
0 inthenext 12 months

60/ No, and not looking toimplement
0 oneinthenext 12 months

Unless otherwise noted, all graphics from this point forward refer to respondents who have telehealth programs in place.

Among organizations that offer virtual care, 45% have had programs in place for at least three years, which reflects a 9% increase

from the previous-year survey. There was a 6% increase in respondents with programs in place more than five years.

Figure 5: Organizational experience with telehealth Figure 6: Telehealth program status

1-3years _ 45% 61% Expanding

>syears [ s0% 21% Maintenance

3-5years - 17% 6% Re-evaluating
<1year - 7% A9, Pilot

Justlaun.chingor . 1%
launching soon

2% Switching vendors

Despite the prevalence of well-established telehealth programs among the respondents, most (61%) will continue to expand their
programsin 2023 (Figure 6). Expansion in services offered and populations served has been consistent throughout the annual
benchmark studies, but what stands out this year is the rise in organizations that are actively reevaluating their programs -
12% this year, which is a 50% increase from the 8% measured last year. Data from other survey questions suggests some of this
reevaluation is focused on the audio-video component used to conduct telehealth consults, but further reaching and more strategic

changes will also be coming.
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Expectations for 2023 and beyond

Figure 7 below provides a clear and comprehensive picture of the current state of telehealth offerings, as it shows which services are offered by
care providers with telehealth programs, and the percentage of organizations that plan to roll out these types of services before the end of 2023
Today, alarge majority (8 in 10) of organizations that provide virtual care also offer some form of primary care as part of their telehealth offerings,
but no other service or practice area has reached 70% adoption. Behavioral health and specialty care come closest, with 69% and 67% adoption,
respectively. Today, the majority of organizations with ongoing virtual care programs offer seven service areas: primary care, behavioral health,

specialty care (in aggregate), neurology, urgent care, prevention and wellness and chronic care management.

Figure 7: Programs in place now & planned for implementation

Primary care RZEA 4% 1%
Behavioral health 324 9% 6%
Specialty care (i.e.cons..) NI&Z 9% 2%
Neurology K2 4% 4%
Urgent care JEIR 7% 6%

Chronic care management [E¥L% 8% 9%

Preventionand wellness JEEEZ 5% 8%
Remote patient monitoring AEZ 14% 11%

Pre- & Post-surgical care [E¥AZ 14% 9%

Critical care [JRLEZ 9% 8%

. Currentlyinplace . Implementing within the next 3-6 months . Implementing within the next 6-12 months



In 2022 there were five services that had at least 10% year-over-year adoption growth, led by neurology care, which was offered virtually by 15%
more care providers than the year before. The other leading growth services were chronic care management (+13%), prevention & wellness
(+12%), primary care (+10%) and hospital at home (+10%). Many healthcare leaders are looking at virtual care to do more than meet niche needs
for certain practice areas or to help satisfy short-term spikes in demand for care. The broad-based service expansion indicates telehealth

programs are being strengthened to address more aspects of total patient care.

New service adoption will accelerate in 2023. While there were the aforementioned five services with 10% adoption growthin 2022, there are 11
services that at least 20% of respondents say they are introducing in 2023. The 2023 rollout plans are highlighted in Figure 8 below, which uses
the implementation status data from Figure 7 to show the top 10 services areasinrank order.

Figure 8: Programs to be implemented within 12 months (Top 10)

Inpatient nursing 31%

Hospitalathome 30%

Virtual sitter 26%

Remote patient monitoring

25%

Outpatient nursing 24%

Convenient care (i.e. retail pharmacies, schools) 24%

Emergency medicine 23%
Hospitalist 23%

Pre- and post-surgical care 23%

N
2
=

Home health

Based on respondents’ Based onrespondents'plans, virtual inpatient nursing will be the highest-growth area for
plans, virtual inpatient new telehealth services rollouts in 2023. The 31% planned implementation rate for virtual
nursing will be the inpatient nursing is notable because only 13% of organizations currently have virtual nursing
highest-growth area for units, which means the adoption rate willmore than double by 2023's end. Adoption is also
new telehealth services setto atleast double for outpatient nursing, hospital-at-home services, virtual sitters and

rollouts in 2023. convenient care services.

The telehealth expansion plans provide some insights on how healthcare leaders envision
telehealth's role in future care delivery models, with differentiated, home-based care
offerings and convenient care services emerging as primary focus areas for 2023. As
noted, virtual sitter, hospital-at-home, home health and preventive care arein line to
become mainstream virtual care services —and the data onimplementation plans also

suggest high growth in remote services for surgical patients and continued expansionin

remote patient monitoring.
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New paths to achieve longstanding goals

Care providers have long used telehealth services to expand access to care. Many care providers
are planning to accelerate that goal by introducing virtual care programs to meet patients
where they are —at their workplaces, schools or convenient retail locations. This can also be

attributed to more healthcare leaders appreciating virtual care's potential to enhance patient

engagement, whichis a growing consideration as they establish telehealth plans and priorities.

Inthe coming year, 24% of care providers who currently offer telehealth are planning to go
live with convenient care programs, which is equal to the percentage who currently have such
programs. Therefore if plans are executed to expectations, approximately half of hospitals

and health systems will have convenient care programs in place by the end of next year.

Convenient care programs also help care providers meet goals their goals of improving
care continuity, increasing engagement and reducing network leakage while opening more
opportunities for engagement. Improving consumer/patient engagement tied as the
third-highest rated goal for telehealth programs (see Figure 10), after ranking eighth the year
before. Now, 29% of respondents rank improving engagement as one of their top three
goals for telehealth programs, which ties with market expansion and growth among
goals and trails only improving access to care and improving clinical outcomes. Only
10% of respondents said improving engagement was an important goal for telehealth
in 2021, but this has more than doubled (21%) in 2022.

Improving patient
engagementis a top
goal for providers

21%

10%

2021 2022

percent of respondents who
marked it as atop goal
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Figure 10 shows the top-rated goals for telehealth programs. Respondents were asked to list their top five goals and the results were ranked

based on the weighted average of respondents. With focus and priority moving beyond pandemic response, the current goals reflect broader

diversity in what care providers want to accomplish through telehealth.

Figure 10: Leading goals for telehealth programs, ranked"

Improve access to care

Improve clinical outcomes

Improve consumer/patient experience and engagement

Market expansion and growth

Reduce inappropriate ED and urgent care use (reduce wait times)
Enable integrated, patient-centered care across the continuum
Address social determinants of health

Compete relative to other hospitals

Better manage chronic conditions

Meet the needs of a particular department or service line
Support clinician work-life balance and reduce burnout

Reduce transfers and network leakage

Reduce total cost of care

Competerelative to new healthcare entrants (i.e. big tech, retail)
Improve operational efficiancies

Post discharge/readmission management

Manage at risk populations and support value-based care

O« 0

14% 9% 7% 9%
13% 13% 7% 1%
16% 8% 8% 9%
7% 11% 15% 4%
8% 6% 6% 7%
7% 7% 4% ) 5%
4% 9% 2% 2%
7% 6% 1% 6%
4% 8% () 5%
4% 5% 2% 4%
1% 5% 8% 12%
2% 6% 6%
® =3 ® @ s

*Ranked on a 5 point scale, with 5 being highest priority

Improving access Changesin goals also suggest that the COVID-19 influence on telehealth strategies is waning.
to care remains While improving access to care remains the leading overall goal, it was only the top-ranked
the Ieading overall goal for 35% of respondents in 2022, compared to 80% the previous year when COVID care
goal for 35% of demanded more care provider resources and attention. Reducing emergency department wait
respondents in 2022. times and unnecessary use of the ED fell from the third-ranked goalin 2021 to fifth in 2022,
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when only approximately half as many respondents cited it as a leading goal. The percentage of respondents who reported market expansion
and growth as a top goal for their telehealth programs declined approximately 7% year over year, but it tied as the third-highest rated goal.

There was little change in the target patient populations for virtual care services, with "lives for which we hold risk" a notable exception.
Last year "lives for which we hold risk" was a high priority (ranked either 4 or 5 on a 5-point scale) for 82% of care providers.n 2022,

that patient demographic was a high priority for 58% of respondents, which is in line with historical norms.

Figure 11: Patient population priorities for telehealth services (percent)

55 49
33 33 33
28 25 i
18 19 1
8 8 c 8 9 6
312 1 4 .
Existing patients New patients Lives for which Our own employees & Local employer Other

we hold risk covered dependents groups
. Not planning . 1 - Lowest priority . 2 . 3 . 4 . 5-Highest priority
While most provider organizations are not significantly shifting their priorities for increasing telehealth utilization within these populations,
many are exploring or using new partner models for virtual care delivery. For example, 53% or respondents said they are interested

in working with a telehealth vendor to reduce readmissions and to help monitor patients with chronic conditions. A similar amount

(57%) are open to receiving specialty care referrals of new patients from a telehealth vendor.
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Leading telehealth barriers don’t change, but weaken

The leading barriers for hospitals and health systems to start or expand telehealth programs have remained the same over the six years
of producing the benchmark study. Reimbursement has always been the top barrier, with executive attention and resource issues always
ranking high. However, the obstacles seem to be lessening, because the percentage of respondents who cite these factors as barriers

continues to decline.

Figure 12: Leading barriers to telehealth implementation or growth

percent of respondents who ranked this as a top barrier*

Reimbursement and regulations 53%

Other higher priorities within organization 43%

Lack of clinical resources to staff telehealth 39%

Clinical adoption and support 38%

Interstate licensure

38%

Lack of financial resources to fund program staffand... 31%

Information technology integrationinto EHRs 30%

Consumer/patient adoption and utilization 28%

Lack of high-performing telehealth platform

28%

Lack of marketing support 20%

*top-ranked 4 or 5 (difficult / very difficult)

Forexample, 24% of respondents said reimbursement was a significant barrier this year, down
from 32% last year; consumer/patient adoption utilization was only a significant barrier for
7% of respondents, compared to 16% the previous year. Organizations that are planning to
24% expand their virtual care programs may be buoyed by other recent developments. Clinician
OF RESPONDENTS SAID adoption and support was a very difficult barrier for 8% of respondents in 2022, down from
REIMBURSEMENT WAS A 11% the year before and 14% pre-pandemic. Interstate licensure fell from the second-most
SIGNIFICANT BARRIER IN 2022 formidable barrierin 2021 to the eighth-ranked one in 2022. Providers are reducing their use
of physicians contracted through their telehealth vendor, so the reduced reliance on such

contractors may be mitigating licensing challenges. The reduction in contracting may also be

a sign that staffing models and levels are readjusting after pandemic-driven changes.
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Figure 13: Barrier decline to telehealth implementationin 2022

percent of respondents who ranked this as the leading barrier*

32%
o,
24% 20%
16% 11% 14%
s Aa . a
2021 2022 2021 2022 2021 2022 2021 2022
Reimbursement Consumer / patient Clinician adoption Interstate
and regulations adoption and utilization and support licensure

*leading = ranked 5 (very difficult)
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How will care providers get there?

As care providers reassess their telehealth ambitions, care models and infrastructure with an eye on post-pandemic care delivery, many
are looking to consolidate multiple components and point systems into an integrated approach that better fits with their preferred workflows

and EHR. The features they plan to add (Figure 13) provide insight into their telehealth priorities and ambitions for care delivery technology.

Figure 13: Telehealth technologies currently in place & planned for implementation

Telehealth endpoint devices

(i.e. carts, robots, TVs) kAl 6% 5%

Consumer devices for in-facility care
(i.e. tablets, smart phones)

Enterprise-level telehealth software (i.e. spans all care
locations and acuity levels across a broad organization) 6% e 9%

Point-solution telehealth software
(i.e for specific service lines or use cases)

Remote patient monitoring software.and 41% 21% 9%
connected devices

Chronic condition management software and
connected devices

65% 10% 3%

55% 11% 9%

36% 18% 14%

Providing patients with consumer devices for

0, o, 0,
home-based care (i.e. tablets, smart phones) e e 10%
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Forthe first time in 2022, a majority (56%) of organizations that offer telehealth services
reported they had enterprise-level telehealth solutions in place that spanned all their care
locations. Thatis a sign of virtual care's continued maturation. By the end of 2022, four in five
organizations that provide virtual care expect their telehealth solution to be at that level of
enterprise integration. There was also a 9% year-over-year gain, to 42%, in the number of
care providers that conducted more than half of their telehealth encounters through their

EHR (rather than just documenting the consult inthe EHR).

Besides having more comprehensive telehealth solution platforms and deeper EHR and
workflow integration, care providers are planning to integrate more clinical and consumer
devices and complementary software applications into their virtual care programs. The
percentage of respondents who will be implementing chronic condition management
devices and software in 2023 is almost equal to the install base that has these components
now, making it likely to be one of the highest-growth areas. If those "plan to implement”
expectations are met, by the end of 2023 more than half of all telehealth programs would
include remote devices and software specifically for remote patient monitoring and to
support chronic condition patients. The new device and software rollouts that respondents
are planning are consistent with their plans for telehealth program offerings — as previously
noted, hospital-at-home, chronic condition management, virtual sitter and pre- and post-

surgical care were among the highest-growth virtual care services.

Thereis also momentum for care provider support for consumer devices used outside
health system facilities. While issuing tablets and smart phones to patients is not acommon
practice, it grew by 10% in 2022, and another 24% of respondents are planning to provide

such devices to patientsin 2023.

The focus on providing patient infrastructure for home-based care suggests hospitals and
health systems are changing and raising the level of their telehealth practices. Their aim may
be to give clinicians a more complete view of the patient's condition, one thatis moreinline

with the data that would be available if the patient was physically present at a healthcare facility.

The data also suggests many leaders are reassessing their telehealth platform's fundamental
video interface for patient and provider communications. One third of care providers

who currently conduct virtual care visits with a videoconferencing platform thatis not an
integrated part of the telehealth solution are planning to replace the interface with video
communications native to the telehealth systemin the coming year. On one hand, the desire
to upgrade video communications convenience and reliability is not surprising —improved

consumer or patient experience is the feature that respondents want most from their

>50%

NUMBER OF TELEHEALTH
PROGRAMS TO INCLUDE
REMOTE DEVICES IN 2023

24%

OF RESPONDENTS ARE
PLANNING TO PROVIDE
TABLETS AND SMART
PHONES TO PATIENTSIN 2023
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telehealth systems in the future (Figure 14), and a reliable communication system is fundamental to that effort. On the other, it is a big change
from 2021, when consumer/patient experience ranked only fifth among hoped-forimprovements. Respondents probably did not consider
patient experience unimportantin 2021, it was likely just less of a priority when telehealth was being expanded quickly and was more focused
on pandemic response. The year-to-year change is another example of how organizations today see the patient experience of these virtual

care program as a key componentinfluencing overall patient engagement and satisfaction.

Figure 14: Most desired future functionality (Top 5)

More seamless administrative integration
(i scheduing, communications,iting. NN -
Expanded integration with wearables,
L 65%
sensors and activity trackers
Beyondimproving the patient experience, itis also clear that respondents want better integration across their telehealth systems. Improved
integration with administrative processes, the EHR system and clinical workflows ranked second, third and fourth respectively in the most-
desired functionality. As care provider organizations have expanded (and will continue to expand) their virtual healthcare services and
programs, managing and integrating these offerings has become more complex. Organizations are looking to for telehealth platforms and
vendor partners that can help navigate and reduce this complexity. Care providers report the attributes they consider mostimportantin

a telehealth program partner (Figure 14) include competence and/or the ability to help with patient satisfaction, clinician satisfaction, and

reliable audio and video connections, with bi-directional EHR integration leading the next tier.

Figure 15: Factors considered important in a telehealth vendor partner ( Top 5)

Patient satisfaction 8% 27% 64%
Clinician satisfaction
Reliable and secure audio/video connections 1% 8% 22% 66%
Bi-directional EHR integration 6% 24% 40% 28%
Patient support 9% 26% 39% 24%

©® 1-Leastimportant @2 @ 3 @ 4 @ 5-Mostimportant

Ranked based on their weighted averages across a 5 point scale
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These stronger partnerships between care providers and vendors extend beyond technological considerations: approximately half of
care providers expressed willingness to collaborate with their telehealth vendor partners on non-technical issues such as referrals and

readmission reduction programs.

But as care provider organizations reassess what they want from their telehealth partners, programs and technologies, the areas they use to
evaluate virtual care success have mainly remained consistent over the years, with patient satisfaction remaining the top metric for success.
There was, however, a notable exception in 2022: physician satisfaction. It is now ranked the second-mostimportant measure of telehealth
success, after ranking no higher than seventh in any previous survey. Hospitals and health systems have made excellent progress in gaining
physician acceptance for their telehealth programs and this data suggests they continue to prioritize those efforts. Aside from physician
acceptance, most other results were consistent with traditional levels, with topics related to access and utilization ranking higher than those
around cost savings and efficiency gains.

Figure 16: Success metrics for telehealth programs, ranked by importance

Patient satisfaction LA 28% 12%
Physician satisfaction
Utilization §EEZ 12% 16%
Increased number of visits/new patients B4 9% 13%
Efficiency gains £ 11% 7%
Revenue E3Z 6% 9%
ROI ERZ 4% 8%

REWIle[ I 4% 4% 6%
Reduced readmissions
ED wait time
Other

. 1st Priority . 2nd Priority . 3rd Priority
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>90%

OF RESPONDENTS NOW HAVE
VIRTUAL CARE PROGRAMS IN
PLACE ORWILL BY THE
END OF THEYEAR
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Conclusion

The 2022 Telehealth Benchmark survey is a guidepost that shows how far virtual care has come

and whereitis going. More than 90% of respondents now have virtual care programs in place
or willby the end of this year, and 75% will have comprehensive enterprise-level telehealth
technology that spans their entire organization. Visit volumes and utilization remain above
pre-pandemic levels and care providers think they can go higher. Most care providers who
have virtual care programs are expanding them —with various home health services becoming
the focus of new virtual offerings, and improved care provider and patient experience the
guiding principles for expansion. Organizations leaning into the future are reimagining the role
of telehealthin care delivery. They are looking to make use of more connected devices that
canenable new types and avenues of care, which will further extend and differentiate virtual
care more than ever before. As hospitals and health system leaders execute these plans, they
will continue to push for more sophisticated telehealth infrastructures, offerings and vendor

partners that can help them unlock the full potential of virtual care.
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About Teladoc Health: Teladoc Healthis empowering all people everywhere to live healthier lives by transforming the healthcare experience. Recognized as the world leader in whole-person
virtual care, Teladoc Healthleverages clinical expertise, advanced technology and actionable data insights to meet the evolving needs of consumers and healthcare professionals.
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