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Introduction to the 
Guide to Growing Your 
Organization With Virtual 
Care 
Advancements in technology are changing the way consumers 
interact with nearly every product and service. A healthcare system 
run by artificial intelligence (AI), or one that leverages new technology 
and software, may sound like a distant future, when in fact, healthcare 
enterprises are benefiting from advanced healthcare technologies 
right now.

The COVID-19 pandemic has changed the healthcare industry and 
created a “new normal” by redefining how providers and enterprises 
deliver care and patients receive care. Virtual care and telemedicine 
are able to address critical pain points in the healthcare industry during 
COVID-19 and beyond. Early adopters of virtual care have achieved 
significant benefits, including increased efficiency, cost reduction, 
improved patient and provider experience, revenue growth, and more. 

Learn more about how to grow your practice or organization with 
virtual careover time.
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What is Virtual Care 
and Telemedicine? 

Virtual care or telemedicine, is a platform that uses technology 
to help healthcare enterprises and providers connect with 
patients remotely, online. Virtual care uses features like video 
conferencing, phone calls, and instant messaging to host remote 
appointments between healthcare providers and their patients. 
Additional features like online appointment scheduling, program 
automations, and payment processing are able to streamline 
administrative tasks, help alleviate stress, and maximize efficiency 
for healthcare enterprises and providers.   
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The Latest Virtual Care 
Consumer Trends
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1. COVID-19 Has 
Increased the Use of 
Virtual Care 

Digital healthcare has been 
on the rise for a while, but 
the demands placed on the 
industry due to the COVID-19 
pandemic have further 
accelerated the use of virtual care 
in the U.S. and Canada.

• In a recent study conducted at 
NYU Langone Health, between 
March and April 2020, virtual urgent care 
visits rose by 683% and non-urgent virtual 
care visits grew by 4,345% in daily averages1

• In March 2020, overall telehealth visits surged 50% in the U.S.2

• Virtual healthcare use is projected to top 1 billion in the U.S. by the 
end of 20203

2. Virtual Care is Responding to the Demand for 
Mental Health Services 

As Americans and Canadians grapple with the ripple effects of 
the COVID-19 pandemic, virtual care services are expanding to 
accommodate mental health and addiction healthcare services. 

• From March to April 2020, the Centre for Addiction and Mental 
Health’s (CAMH) virtual care visits increased from approximately 
350% to almost 3,000 per month, an increase of over 750% in 
Canada4

• Demand for remote therapy has spiked in the U.S. in response to 
the COVID-19 pandemic 5

 

https://www.sciencedaily.com/releases/2020/04/200430150220.htm 
https://www.cnbc.com/2020/04/03/telehealth-visits-could-top-1-billion-in-2020-amid-the-coronavirus-crisis.html 
https://www.cnbc.com/2020/04/03/telehealth-visits-could-top-1-billion-in-2020-amid-the-coronavirus-crisis.html
https://www.camh.ca/en/camh-news-and-stories/camh-enhances-virtual-capacity 
https://www.bloomberg.com/news/articles/2020-04-01/the-u-s-mental-health-care-system-isn-t-ready-for-coronavirus 
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3. Millennials Are More Likely to Use Health 
Technology

Millennials are demanding virtual care and telemedicine. This tech-
savvy generation grew up with an earlier introduction to smartphones, 
have a digital-first mentality, and a greater presence of tech-enabled 
customer service experiences. 

• 40% of millennials said that a telemedicine option was “extremely 
or very important”6

• 71% of millennials want to schedule appointments through an app 
and 60% would choose a telehealth visit over an in-person one if 
given the choice7

• Millennials are the largest generation in North America, and 
therefore, have substantial influence over the future state of the 
healthcare industry8

4. Most Older Adults and Seniors Are Comfortable 
Using at Least One Form of Telemedicine 

Although millennials have demonstrated their eagerness to use virtual 
care and telemedicine, older adults and some seniors have indicated their 
interest in virtual healthcare. 

• 46% of baby boomers and 47% of seniors reported that they used 
technology to refill a prescription in the last 12 months 9

• 88% of respondents indicated that they are comfortable using at least 
one form of telemedicine and that adults aged 40 or more years were 
just as likely as those aged 18 to 39 to try virtual care or telemedicine 10  

• Seniors who used technology in other areas were more likely to try 
virtual care 11 

• 62% of this tech-savvy senior demographic expressed interest in using 
technology to monitor their health, compared to the 23% of seniors 
that self-reported that they were not tech-savvy. 12

https://www.fshealth.com/blog/29-statistics-about-telemedicine-healthcare 
https://www.forbes.com/sites/joeharpaz/2019/08/26/6-expectations-millennials-healthcare/#2c36c4730ec8 
https://www.pewresearch.org/fact-tank/2018/03/01/millennials-overtake-baby-boomers/ 
https://www2.deloitte.com/content/dam/insights/us/articles/4631_Virtual-consumer-survey/DI_Virtual-consumer-survey.pdf 
https://www.longtermcarepoll.org/project/long-term-care-in-america-increasing-access-to-care/ 
https://www2.deloitte.com/content/dam/insights/us/articles/4631_Virtual-consumer-survey/DI_Virtual-consumer-survey.pdf 
https://www2.deloitte.com/content/dam/insights/us/articles/4631_Virtual-consumer-survey/DI_Virtual-consumer-survey.pdf 
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5. Consumers With Chronic Health Conditions Are 
Satisfied With Virtual Care

Chronic health conditions are a growing challenge for providers and 
enterprises. Virtual care can help patients suffering from chronic health 
conditions to better manage their health remotely and reduce excessive in-
person appointments.

Chronic Health Statistics in the United States:

• Chronic disease-related deaths account for 7 out of 10 deaths in the U.S. 13 

• 75% of typical primary care visits are for multiple chronic illnesses and 45% 
of the total U.S. population lives with a chronic condition 14

Chronic Health Statistics in Canada: 

• Chronic diseases are projected to account for 89% of all deaths 15

• One-third of Canadians with one or more select chronic conditions 
reported using approximately 51% of GP consultations, 55% of specialist 
consultations, 67% of nursing consultations and 72% of nights spent in a 
hospital 16

• Individuals diagnosed with one or more chronic conditions reported higher 
levels of satisfaction with virtual care 17 

https://www.medicaleconomics.com/modern-medicine-feature-articles/chronic-disease-growing-challenge-pcps 
https://www.medicaleconomics.com/modern-medicine-feature-articles/chronic-disease-growing-challenge-pcps 
https://www.who.int/chp/chronic_disease_report/media/CANADA.pdf 
https://www.longwoods.com/content/19859 
https://www2.deloitte.com/content/dam/insights/us/articles/4631_Virtual-consumer-survey/DI_Virtual-consumer-survey.pdf 
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The Value of 
Virtual Care

9 A GUIDE TO GROWING YOUR 
ORGANIZATION WITH VIRTUAL CARE



Although virtual care has been 
expanding in recent years, the 
COVID-19 pandemic initiated 
an unprecedented surge in the 
implementation and use of virtual 
care worldwide.   

Healthcare enterprises and providers understand that telemedicine 
and virtual care can support the management of COVID-19 while 
simultaneously supporting the basic healthcare needs of their patients 
amid COVID-19 including, mental healthcare, addiction therapy, chronic 
disease management, healthy lifestyle coaching, and more. 

While patient convenience and quality of care are the primary concern 
for healthcare enterprises, more research has shown that virtual care 
can significantly benefit employers, doctors, nurses, caregivers and 
healthcare administrators. Learn more about the benefits of adopting 
virtual care and telemedicine. 
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Increase Accessibility and Reach More Patients 
During COVID-19 and Beyond

Work from Anywhere at Any Time 

Virtual care increases accessibility and 
helps healthcare providers and enterprises 
reach more patients as a result. At present, 
68% of Canadians skip or avoid medical 
appointments due to barriers like long 
wait times, timelines, and other in-person 
barriers18. Virtual care and online practice 
management tools are a modern solution to 
common healthcare barriers such as travel 
distance, ease of mobility, level of comfort, 
and protection of privacy. 

Ray Dorsey, the director of the Center for 
Health and Technology at the University of 

Rochester Medical Center said, “I’d estimate 
that the majority of patient consultations in 
the United States are now happening virtually.” 
He went on to say, “It’s as big a transformation 
as any ever before in the history of US health 
care”19

The COVID-19 pandemic has forced 
healthcare enterprises and providers to 
consider new ways of delivering care to 
patients. Virtual care is expected to continue 
growing as the pandemic subsides in order 
to reduce physical meetings, reach patients 
in remote areas, and support the demand for 
accessible mental healthcare. 

Virtual care can be provided remotely and 
reduce time spent in travel. According to 
the Pan Canadian Telehealth Benefits 
Report20, an estimated 300,000 face-to-
face physician visits could be replaced with a 
Telehealth encounter, saving both providers 
and patients time and money. Avoiding 
the estimated 300,000 visits could save 
Canadian jurisdictions approximately $92 
million in travel subsidies.

Not only can providers avoid travel subsidies, 
the Canadian health care system could avoid 
$540 million in inpatient costs and $23 
million in emergency department visit costs 
21. 

Working remotely allows healthcare 
professionals to provide high-quality care, while 
patients receive their care from the comfort of 
their homes. Healthcare providers can regularly 
monitor patients with chronic health conditions 
without making regular trips to the clinic or 
hospital. 

OnCall’s expert customer success team can help 
you onboard your providers and administrative 
staff to your new virtual care program. We also 
provide educational resources for you to share 
so your team can get acquainted with new 
workflows and processes. Visit our knowledge 
base at https://support.oncallhealth.ca/hc/en-
us for more information.

1

2

https://www.ipsos.com/en-ca/news-polls/seven-ten-canadians-skipped-seeing-doctor-due-long-wait-times 
https://www.thelancet.com/journals/lancet/article/PIIS0140-6736(20)30818-7/fulltext 
https://www.infoway-inforoute.ca/en/component/edocman/333-telehealth-benefits-and-adoption-
connecting-people-and-providers-full/view-document?Itemid=101 
https://www.infoway-inforoute.ca/en/component/edocman/333-telehealth-benefits-and-adoption-
connecting-people-and-providers-full/view-document?Itemid=101
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Providing virtual healthcare reduces 
travel and overhead clinical costs. 
According to the Harvard Business Review, 
supplementing just one patient visit per 
year with a virtual appointments could 
save primary care physicians an average 
of five minutes per appointment, freeing 
up 47.8 million hours across the primary 

Capture More Business With 
Innovative Technology3

4

Virtual care and telemedicine programs 
help attract and retain more patients. In 
the last few years, there have been two 
major drivers underlying the interest in 
virtual care: the challenge of timely access 
to healthcare and consumer/patient 
demand. Experts have predicted that there 
will be a global shortage of approximately 
18 million health workers by 2030 and 
have regarded digital health as an essential 
strategy to mitigate this shortage by 
increasing the productivity of the existing 
health workforce by 20%. 22

Increased productivity means that 
healthcare providers can serve more 
patients, even with less time and resources 
available.Consumers and patients continue 
to demand virtual care.  A 2018 survey by 
Ipsos conducted in 27 countries found that 
more than four in 10 (44%) would try it if 
it was available23. Healthcare enterprises 
and providers that offer virtual care have a 
competitive advantage by offering a highly 
sought-after convenience. 

Reduce Overhead Costs

care workforce24. Virtual care also reduces 
avoided emergency department visit costs 
and saves on inpatient costs. All of these 
costs add up to create substantial benefits 
for healthcare enterprises and even 
employers funding employee healthcare 
programs.  

https://www.cma.ca/sites/default/files/pdf/News/Virtual_Care_discussionpaper_v2EN.pdf
https://www.cma.ca/sites/default/files/pdf/News/Virtual_Care_discussionpaper_v2EN.pdf
https://hbr.org/2018/04/virtual-health-care-could-save-the-u-s-billions-each-year

22

23

24
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Enhance Patient Satisfaction

People are very satisfied with virtual care and telemedicine 
thus far. According to recent Canadian studies, “There is 
strong evidence that, through education and monitoring, 
clients spend less time visiting healthcare professionals and 
in hospitals and client satisfaction and understanding of their 
condition is very high with the use of the technology”25. 

Virtual care can supplement many patients’ current 
treatments and allow for better health management at 
home. This is especially true for mental healthcare; patients 
are able to use virtual care to schedule and partake in weekly 
appointments from the comfort of their homes. 

5

https://www.infoway-inforoute.ca/en/component/edocman/333-telehealth-benefitsand-adoption-connecting-
people-and-providers-full/view-document?Itemid=101 
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Features and 
Benefits of 
OnCall Health
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OnCall Health is a virtual care and patient 
management solution that works in any clinical 
setting. With a suite of tools to choose from, 
providers can leverage just OnCall’s virtual care or the 
practice management features that benefit them. 

OnCall allows providers to deliver an integrated patient experience with digital 
solutions like branded booking pages, automated appointment reminders, 
and branded payment receipts. Additionally, OnCall’s features were designed 
to enhance client engagement, workflow automation, and provide the ability 
to track the program’s success progress over time. The software is completely 
HIPAA and PIPEDA compliant and offers healthcare providers a number of 
unique features and benefits.

1. Seamless Experience 

Patient and provider satisfaction with virtual care is heavily dependent on their 
user experience. OnCall Health makes setup convenient for healthcare providers 
and makes hosting appointments easy with tools like video conferencing and 
instant messaging. The platform was designed to be intuitive for both providers 
and their patients. 

After providers successfully host appointments, they are able to streamline their 
work by automating administrative tasks with easy-to-use scheduling, booking, 
file sharing, payment processing and more. The built-in administrative workflow 
can save your practice hours of time and effort. Overall, the high-quality features 
provided through OnCall Health are able to increase productivity and efficiency to 
grow your practice.
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2. Branded Apps & Domain 

Brand recognition is important in the process of attracting and retaining patients. 
With OnCall, you have complete brand control. We deploy your enterprise’s 
unique branded apps across iOS, Android, and web, hosted with a custom domain. 
This means that every time a client visits the platform, they will be met with the 
logo, colours, and specific branding of the healthcare provider or enterprise. Your 
patients trust your brand. By establishing your own branded virtual care program, 
you ensure a consistent and professional experience. 

3. Your Partner

In order to reap the many benefits from virtual care, healthcare providers must 
understand how to set up and use their virtual care program. Our Customer 
Success Team works with you to map workflows that complement existing 
systems and processes, so you’re set up for success and growth. OnCall Health 
offers training, webinars, and live multilingual 24/7 technical support for both 
providers and their patients.  

4. Enhanced Privacy and Security 

Combining the latest technology with the highest standard of security, you can 
access OnCall reliably from any device.  The platform complies with the Personal 
Health Information Protection Act (PHIPA), The Personal Information Protection 
and Electronic Documents Act (PIPEDA) and all equivalent personal health 
information protection legislation in Canada (HIPAA). The technology guarantees 
security by ensuring the following:

• Regularly audited by a third party to ensure privacy obligations are met

• Video consultations are encrypted and the content of videos is never recorded 
or stored

• Personal information is deleted when it is no longer required to deliver a 
service and when a user closes their account

• OnCallHealth servers are privately hosted and patient data is stored in their 
home country. 
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Measuring 
Success
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How can healthcare providers 
and enterprises determine if 
virtual care has a worthwhile ROI?  

Access
• Measure number of total patients seen
• Measure number of net new patients seen
• Measure number of appointments scheduled 
• Measure number of receipts sent 
• Measure number of forms and files shared 
• Measure number of providers using program

Quality
• Measure client satisfaction
• Measure employee satisfaction 
• Measure appointments scheduled through branded booking page 

Productivity
• Measure time saved through streamlined workflows
• Measure time saved through reduced face-to-face appointments
• Measure money and time saved from reduced no-shows
• Measure time saved with additional interoperability through end-

to-end program 

After making the switch to a virtual care platform, providers can measure their 
results and track their success in several areas to determine if virtual care is 
successful in their clinic or organization. The following three areas offer insight 
into the value of virtual care:
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Learn more about how you can grow your 
practice or organization with virtual care from 
OnCall Health at oncallhealth.com. 

Click Here

Grow Your 
Organization 
With Virtual Care 
Virtual care provides healthcare providers and enterprises with a competitive edge 
over their competition. A study done in August 2018 by Ipsos found that over 7 
in 10 Canadians would take advantage of a virtual health visit if it was available. 
However, only 1 in 10 Canadians have had one due to a lack of availability26. 

Not only does virtual care help reach more patients and capture more business, 
but it can also improve a patient’s overall satisfaction with their care. Patients are 
able to seek out mental healthcare, lifestyle coaching, and other health-enhancing 
services that have been made more accessible through virtual care.

In the midst of the COVID-19 pandemic, healthcare providers and enterprises 
have started to prioritize virtual care. Platforms like OnCall Health allow healthcare 
enterprises and providers to assist more patients and maximize efficiency as they 
tackle the challenges presented by COVID-19 and create a better future for the 
healthcare system. 

https://blog.oncallhealth.ca/how-virtual-care-can-increase-your-practices-roi 26
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