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The healthcare industry has reached a compelling inflection point. Before 2020, few providers 
or patients fully utilized the power and potential of virtual health technology. In fact, at the start 
of the year, a mere 24% of healthcare organizations in the United States had even implemented 
virtual health technology, according to Forrester Research.1

As discussed in a recent Deloitte report, 
the everyday aim of virtual health is to help 
stakeholders expedite care delivery and 
address evolving consumer priorities. 

The COVID-19 pandemic accelerated the 
healthcare industry’s adoption of remote 
technology platforms such as telehealth 
visits, automated chats and more, trans-
forming a formerly underutilized possibili-
ty into an essential component of effective 
and efficient healthcare service delivery. 

As we enter this new era of virtual health, 
there are bound to be questions. In this 
e-book, we’ll tackle some of these most 
important queries to determine lessons 
learned from the journey so far and to  
determine where we are headed next:

What is virtual health and what are the benefits?
What are the components of meaningful virtual health?
Where is the market in terms of adopting virtual health?
How has COVID-19 accelerated a shift to virtual health? 
What will happen next with virtual health?
Why should the shift to virtual health matter to me?
What measurable outcomes is the healthcare industry seeing from virtual health?
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Executive Summary

Virtual health’s promise is to be able to deliver 
better patient access and to assign the right level 
of care at the right time, with a particular focus on 
fulfilling these five primary benefits:

5 Promised Benefits of Virtual Health

Improved clinical outcomes

Increased consumer engagement

Expanded patient and physician access

Reduced costs and improved efficiency

Enhanced care coordination



(Streamlining annual patient visits by using virtual medical 
assistants for intake questions and data analysis could save 
an average of five minutes per encounter, freeing 47.8 million 

hours across the primary care provider [PCP] workforce)3

Deloitte

Digital Extension  
of Traditional Care Models

Virtual health involves the use of synchronous 
technologies like telehealth and asynchronous 
technologies like health chats—in harmony with 
traditional care models—to dramatically expand 
the efficacy and capacity of the healthcare 
organization while also delivering more 
collaborative, continuous and proactive care. 
Virtual health enables quality personalized care at 
a scale not previously affordable or practical.

Moreover, virtual health can enhance at all 
points along the care journey for patients to 
address anything from wellness check-ins 
and management of chronic illness to setting 
appointments, completing preregistrations and 
post-procedure follow-up, and much more.

How Virtual Health  
Components Work Together

Virtual health solutions enable the use of 
patient-generated health data (PGHD), which 
has historically meant biometric data, but also 
includes patient-reported outcomes (PROs). 

With intelligent chat, this PGHD includes the 
ability to monitor and analyze “patient signals,” 
the wisdom that patients lend to data when 
they tell you what they are experiencing. Patient 
signals penetrate the noise that data can present, 
helping point the way to more actionable and 
better decisions. Today’s leading virtual health 
technology is responsive and patient profile-driven 
to deliver digital conversational experiences in 
sync with evidence based clinical care pathways 
—also enabling easy escalation opportunities to 
video visits, phone calls or in-person visits.

What Are the Benefits  
of Virtual Health? 

Virtual health plays a vital role in striving toward 
the healthcare system of the future:

✓ Improved patient experience
✓ Reduced cost of healthcare
✓ Improved population health outcomes
✓ Enhanced clinician experience

Organizations can transform reactive and episodic 
communication to personalized, insightful, 
data-driven, automated and collaborative 
communication. Virtual health is accessible to a 
consumer at any point in their healthcare journey, 
wherever they are and wherever they want to be. 
And because it serves an unlimited amount of 
people, providers preserve clinical resources for 
where they are most needed.

Virtual Health Outcomes
Conversa offers a suite of Virtual Health Programs, which have already 
delivered the following outcomes:

What Is Virtual Health?

5 Minutes per Encounter = 

47.8 million hours97% of patients feel  
Conversa helps them 

manage their care

87% 
of patients feel that they  

are more connected in 
their care plan

89% 
reduction in premature 

treatment among  
cancer patients

32% 
reduction in readmission 

rates among Medicare 
patients

70% 
reduction in 

procedure no show/
cancellation rates

82% 
of care team members 

recommend using Conversa 
with their patients2
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Providers: As a matter of routine,  
75% to 90% of primary care visits in this 
country are prescheduled, Conversa’s 

Phil Marshall says.4 Now, we can ask, does that 
patient have to come in? They may benefit from 
a telehealth visit, or from the provider or care 
manager reaching out to stay in touch with them. 
Medicare calls this “remote patient monitoring.”

As health systems start to resume elective 
procedures, reschedule appointments that were 
canceled over the past two months and schedule 
new ones, more virtual patient engagement tools 
pre- and post-procedure will be required. Using 
virtual health as a part of caring for the “whole 
patient” will help these patients safely return to 
their providers.

Patients: In surveys over the past 
several years, patients have shown their 
willingness to use tools like smartphones 

to make healthcare more convenient.5 But the use 
of those tools for virtual health has now become a 
growing reality for more people. 

In early 2020, telehealth visits became routine 
for millions of Americans, and the need to have 
questions answered about COVID-19 symptoms 
and the delivery of test results through Conversa’s 
platform signal habits that will continue. 

Pharmaceutical companies: As the 
search for a COVID-19 vaccine dominates 
the discussion of new drug rollouts, 

pharmaceutical companies will continue to 
conduct clinical trials, and develop programs to 
evaluate patient experiences with medications.

Using virtual health chat tools are effective 
ways to reinforce medication adherence and 
maintain continuous conversations with patients 
or subjects in clinical trials. 

Payers: Payers can use virtual health 
tools in population health efforts to 
manage highly complex, high-cost 

patients efficiently, enhance risk stratification, 
improve health literacy, and motivate members. 
These tools can help members remain compliant 
with care plans to ensure better outcomes 
and reduce the likelihood of expensive and 
unnecessary readmissions.

Employers: Employers, in many cases, 
are left to interpret the rules for safely 
returning to the workplace.6 Virtual 

health solutions are being used to identify those 
who may be infected with coronavirus, designating 
those cleared for work, and providing guidance for 
self-care, monitoring, testing or additional care—
this ensures employers create a safe environment 
for returning employees and visitors.

The Benefits of Virtual Health
The Wide-Reaching Impact of Virtual Health Technology

We needed to safely screen 
while minimizing delays for 
our employees, visitors, and 
others caring for patients. 
Conversa’s virtual health and 
communication solution 
was flexible and scalable 
to help us create a user-
centered solution, while 
modernizing our processes 
for how we engage and care 
for our employees. It’s been 
working great for us, and 
we’re extending use to our 
employees across the UCSF 
campus. I think employers 
across many other industries 
will find themselves wanting 
to use a tool like Conversa to 
help create a safe workplace 
and ensure they have healthy 
employees.”  

—Aaron Neinstein, MD, director of  
Clinical Informatics, UCSF Center for 
Digital Health Innovation
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As one of the nation’s leading health systems,  
New York-based Northwell Health takes pride in  
its approach to healthcare innovation.

Northwell Health Chats, powered by Conversa, 
have helped Northwell Health drive unprecedented 
access to care, patient and clinician experience, 
and clinical and financial outcomes. After seeing 
this success, organizational leaders are expanding 
their adoption of Northwell Health Chats across the 
entire organization.

With customized programs for every patient, 
Northwell Health Chats deliver the right 
conversation at the right time. The smart inquiries, 
resources and guidance for each patient’s personal 
care empowered the consumers to become 
collaborators in their own well-being.

Thanks to new insight provided by patients’ 
interaction with Health Chats, Northwell 
Navigators have been able to adjust their focus 
and better address those who most need help  
or guidance. 

For Northwell Navigators, Health Chats have 
enabled a new paradigm of care coordination 
and delivery. The chats automate the collection 
of patient-generated health data (PGHD), which 
gives care teams unprecedented visibility into 
the well-being of their entire patient panel. In 
addition, when it’s time for an in-person visit, 

Northwell Health doctors have said, patients are 
more informed and engaged in their care than ever 
before, and are readily available to be an active 
partner in their health. 

In less than a year, Northwell Health has seen 
positive results around its clinical and business 
objectives. With patients and nurse navigators 
reporting they feel more connected, Northwell 
Health is able to optimize its clinical workflows 
and expand Northwell Health Chats across the 
entire organization.

Northwell Health
CASE STUDY

240,000+ 
Newly collected and analyzed 

Patient Health Signals7

Reduction in cardio-
thoracic readmissions

Patient users find  
Health Chats helpful

Does it work? There’s proof in numbers.

97% 46% 
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Conversa is a critical 
component of Northwell 
Health’s vision for virtual 
health, further strengthening 
the provider-patient 
relationship through 
personalized, insightful 
engagement. Even before 
the coronavirus, we were 
expanding our work together 
throughout our organization. 
We have been successfully 
using Conversa to help with 
our COVID-19 workforce 
capacity challenges, including 
their COVID-19 lab results and 
quarantine programs that 
notify thousands of patients 
of their test results and help 
them self-manage their 
condition at home.” 

—Joseph Schulman, senior vice 
president, Population Health, Business 
Transformation, Northwell Health
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COVID-19 Necessitated  
the Shift to Virtual Health

COVID-19 changed everything. As the virus rapidly 
spread through the nation, hospitals began 
canceling elective procedures and nonessential 
in-person visits, and healthcare delivery, just like 
other aspects of home and work life, moved online.

COVID-19 also immediately catalyzed the future for 
virtual health, according to a new Frost & Sullivan 
report: “This pandemic is set to reshape the 
healthcare industry with cutting-edge technologies 
in Virtual Health such as internet of medical things 
(IoMT), teleradiology, telemedicine, remote patient 
monitoring, and virtual visits. The post-COVID-19 
telehealth market forecast of 64% growth versus 
the anticipated 32% pre-COVID-19 annual growth 
rate alludes to 100% growth in adoption.”8

Conversa’s COVID-19 Stories

Conversa’s virtual health platform became a 
critical tool adopted by leading systems during 
the COVID-19 pandemic, including Northwell 
Health, The University of California San Francisco 
(UCSF) Health System, UNC Health and more. From 
screening patients to avoid unnecessary in-person 
visits, to supporting chronically ill patients, to 
screening health system employees, Conversa 
was able to stand up platforms quickly to solve 
emerging challenges. 

The pressing issue in this crisis was healthcare 
system capacity. Hospitals were becoming 
overwhelmed. There were two ways to address it: 
flatten the curve and add virtual capacity. 

Conversa’s automated virtual health and 
communication platform adds capacity. It keeps 
people out of the system who are not likely to 
have COVID-19, directs those with likely exposure 
to the appropriate local resources, dispenses 
lab results and associated instructions, provides 
guidance for those in quarantine, and screens 
healthcare professionals and other employees so 
they are safe to work. 

A Catalyst for Change: COVID-19

Satisfaction rates on virtual 
health have always been 
high. But adoption rates have 
been low. That’s all changed 
now. I think the big change 
for virtual care right now is 
that once people have tried 
the platforms, they work 
and you are happy and 
you’ll do it again. Virtual care 
technologies like Conversa are 
meeting the needs we have 
as human beings, in ways that 
the current system does not.”

—Murray Brozinsky
Chief Executive Officer, Conversa



Now is the Time for Virtual Health

The COVID-19 crisis has revealed some critical needs for virtual health. It must be quick to configure, 
simple to manage and, from a patient experience, completely frictionless.

Virtual health has the ability to automate and strengthen the relationship between the delivery system 
and individuals in a way that’s convenient and doesn’t put anybody in harm’s way. Solutions have 
emerged that identify needs early and deliver the right level of resources at the right time. 

The viability of an asynchronous virtual health tool like Conversa’s was proven in the crucible of the 
pandemic. Now, virtual health is here to stay, and informed by the experience of recent events, and the 
long-term needs of our system, these are changes we might see right now and moving forward.
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About Conversa
Conversa is healthcare’s leader in delivering personalized, automated engagement at scale for patients, members, employees and consumers.  
The Conversa Virtual Care and Communication™ platform collects and analyzes data from electronic medical records, remote patient monitoring, and  
patient-reported outcomes; derives actionable patient signals; and uses behavioral science techniques to improve health and care. Conversa’s library of  
clinically intelligent engagement programs enables health systems to monitor and manage patients remotely, automating care when possible and triaging 
patients to care team members when necessary. Its personalized pathways address use cases ranging across chronic care, acute discharge, perioperative, 
oncology, OBGYN, mental health, treatment adherence and wellness. The platform is used by major health systems, payers and pharmaceutical companies.  
To learn more, visit conversahealth.com, follow @ConversaHealth or text HELLO to 77877.


