
Telehealth is taking 
on a new role
Today, more patients see virtual care 
as a supplement to in-person care, 
not a replacement

Covid-19 and the Evolving 
Role of Telehealth
The pandemic rapidly accelerated telehealth 
adoption. But will it stick?
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67% of current users expect to rely 
less on telehealth in the future
They cite three reasons:

48%I prefer face-to-face interaction

45%This service was not sufficient 
for my needs 38%
The quality of treatment and 
care was poor

But patients are more satisfied with 
telehealth when they see their own doctor

How to win with an 
omnichannel approach

Average satisfaction with telehealth experience

Patient’s own doctor

Different doctor

Leading providers will strike a new balance 
between virtual and in-person care by …

83%

68%

Determining which visit 
types are best suited to 
virtual care based on 
patients’ demographics 
and clinical needs

Considering the channel 
preferences across segments 
of their patient population

Connecting patients 
with their own clinician 
whenever possible

Source: Bain US Frontline of Healthcare Consumer Survey, 
July 2022 (n=500)
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