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What is ‘Virtual Care’
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Defining 
Virtual Care

BROWN & BROWN  |  4*Adapted from: van Dyk L. A review of telehealth service implementation frameworks. Int J Environ Res Public Health. 2014 Jan 23;11(2):1279-98. doi: 10.3390/ijerph110201279. PMID: 24464237

Digital Health & eHealth
(leveraging technology, 

not only over a distance)

Virtual Care & Telehealth
(presentation, promotion, and curative 
healthcare delivered over distance.)

Telemedicine
(curative)

mhealth
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Virtual Care: Focus, Networks and Modalities
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The Benefits 
of Virtual Care

Urgent and Emergent Care can be triaged or 
treated remotely

BROWN & BROWN  |  71) Hatef E, Lans D, Bandeian S, Lasser EC, Goldsack J, Weiner JP. Outcomes of In-Person and Telehealth Ambulatory Encounters During COVID-19 Within a Large Commercially Insured 
Cohort. JAMA Netw Open. 2022;5(4):e228954. doi:10.1001/jamanetworkopen.2022.8954

Replace Higher Cost Services

More use of primary care and BH services 
Drives long-term savings

Underserved and hard to reach populations

Greater Engagement & Access

Studies suggest same or better outcomes for 
chronic conditions1

Remote monitoring and hybrid care are promising

Better Outcomes
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Current Landscape & Trends
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Vendor 
Landscape 
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Virtual Care: 
Pushing the Boundaries
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The Next Generation of Virtual Care

BROWN & BROWN  |  13

Population Health 
Management

Remote Patient 
Monitoring

Behavioral Health 
Integration

Care/Benefit 
Navigation

Longitudinal Care Preventive Health/ 
Wellness Checks
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Strengths & Limitations

BROWN & BROWN  |  14

• Evaluation for easily reportable 
symptoms and easy-to-see signs

• Medical history collection and 
intake consult

• Follow-up post procedure or 
treatment

• Delivery of results, diagnosis and 
treatment plan

• Many mental health treatments; 
therapy and psychiatry

• Close visual observation
• Procedures requiring 

devices and equipment
• Blood draws and labs 
• Imaging & Radiology
• Auscultation (listening)

CANCAN’T
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Advancing digital health 
technologies improve 
virtual care

• Wearable motion sensors
• Bluetooth glucose monitors
• Remote otoscope and stethoscopes
• Remote sphygmomanometers 
• Remote ECG

BROWN & BROWN  |  15
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48%
of employees say they 
experienced high to 
extreme stress over 
the past year

Mental 
Health by 
the Numbers

BROWN & BROWN  |  16

The cost per employee per 
year in lost productivity 
and absenteeism for 
untreated depression

$9,450

American adults will 
develop at least one 
mental illness during 
their lifetime

1 in 2

70%
of adults with mental 
illness go untreated

Employees experiencing 
mental health distress cost

$3,000+
more on health care 

services than their peers

62%
of missed workdays are 
attributable to mental 
health conditions
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Collaborative 
Care Delivered 
Virtually

During the pandemic, 30.1% 
of all visits were provided via telemedicine, and the weekly 
number of visits increased twenty-three-fold compared 
with the pre-pandemic period.• Behavioral Health and 

Primary Care Clinical 
Pathways designed for 
evaluation and treatment of 
patients at risk for BH 
condition

• The team implements a 
measurement-guided care 
plan based on evidence-
based practice

• Treatment considerations and 
appropriate levels of care are 
based on patient’s functional 
level of impairment

BROWN & BROWN  |  17

Patient 
guided 
by Care 
Manager

TherapistPsychiatrist

Primary 
care 

Provider
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Patient Centered 
Medical Home 
Moving Virtual

During the pandemic, 30.1% 
of all visits were provided via telemedicine, and the weekly 
number of visits increased twenty-three-fold compared 
with the pre-pandemic period.• Move to standardize and 

qualify 
• 4 foundational components 

(gray)
• 5 value-add components 

(blue)
• You can help by telling the 

NCQA what you think works 
and what matters in 
telehealth. 

BROWN & BROWN  |  18
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Virtual Care Adoption 
& Reception

17A-19



Monthly Trends 
in Office and 
Virtual Visits

During the pandemic, 30.1% 
of all visits were provided via telemedicine, and the weekly 
number of visits increased twenty-three-fold compared 
with the pre-pandemic period.

Changes in Short-term, Long-term, and Preventive Care Delivery in US Office-Based and Telemedicine Visits During the COVID-19 Pandemic, Cecilia Cortez; Omar Mansour, MHS; Dima M. Qato, 
PharmD, PhD; Randall S. Stafford, MD, PhD; G. Caleb Alexander,MD, MS, JAMA Health Forum. 2021;2(7):e211529. doi:10.1001/jamahealthforum.2021.1529

During the pandemic, 30.1% 
of all visits were provided via 
telemedicine, and the weekly 
number of visits increased 
twenty-three-fold compared 
with the pre-pandemic period.

BROWN & BROWN  |  20
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Virtual Care Popular 
Among Patients

• Close to half of employees surveyed (47%) 
said they used virtual health services this 
year, up from 17% saying the same last year.

• Employees also gave their experiences with 
virtual care a positive review, with 79% 
saying such visits are equally as good as in-
person visits, and 25% saying they're better. 

• Most (78%) said they would likely use virtual 
care services in the future.

Willis Towers Watson Survey, 2020 Global Benefits Attitudes Survey, October 2021
https://www.wtwco.com/en-US/News/2020/10/employees-flock-to-virtual-health-care-during-pandemic-willis-towers-watson-employee-survey-finds BROWN & BROWN  |  21
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Virtual Care Gaining 
Popularity Among 
Providers

• 85% are using telehealth, and 
many of those reporting a 
decrease from the prior year 
say they're providing a mix of 
virtual and in-person care 

• 63% of respondents indicate 
75% or more of telehealth 
visits are with established 
patients

• 60% of providers feel it helps 
them provide better care

American Medical Association, 2021 Telehealth Survey Report, N = 2,461
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Mental Health Care via Telehealth

BROWN & BROWN  |  24

Behavioral 
health treatment 

lends itself to 
telehealth 

delivery.

Lo, J. Rae, M. Amin, K. Cox, C. Panchal, N. Miller, B.F. KFF and Epic Research. Telehealth Continues to Account for More Than a Third of Outpatient Visits for Mental Health and Substance Use Services 
Well into the COVID-19 Pandemic. March 15, 2022. www.kff.org/coronavirus-covid-19/issue-brief/telehealth-has-played-an-outsized-role-meeting-mental-health-needs-during-the-covid-19-pandemic/
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Growing Investment by Employers

• 85% of large employers believe 
that virtual care will have a 
significant impact on how health 
care is delivered in the future, a 
5-point increase from 2020

• Large employers are 
increasingly implementing and 
considering enhanced virtual 
care solutions

BROWN & BROWN  |  25Business Group on Health Survey, 2022 Survey of 129 large employers
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BROWN & BROWN  |  26https://www.mercer.us/content/dam/mercer/attachments/private/us-2022-health-benefit-strategies-for-2023-survey-report.pdf
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Evaluating Virtual Care
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AHRQ: Pre-pandemic evidence
58 systematic reviews 

published between 
2007 and 2015, which 

included over 950 
studies of telehealth

Telehealth is beneficial for specific uses and 
patient populations.

There is a large volume of research reporting that clinical outcomes 
with telehealth are as good as or better than usual care and that 

telehealth improves intermediate outcomes and satisfaction.

The evidence of benefit was concentrated in specific uses.
• Remote, home monitoring for patients with chronic conditions, such as chronic 

obstructive pulmonary disease and congestive heart failure
• Communicating and counseling patients with chronic conditions

• Providing psychotherapy as part of behavioral health

BROWN & BROWN  |  28Totten AM, Womack DM, Eden KB, et al. Telehealth: Mapping the Evidence for Patient Outcomes From Systematic Reviews. Technical Brief No. 26. (Prepared by the Pacific Northwest Evidence-
based Practice Center under Contract No. 290-2015-00009-I.) AHRQ Publication No.16-EHC034-EF. Rockville, MD: Agency for Healthcare Research and Quality; June 2016. PMID: 27536752.

17A-28



RockHealth: 
Clinical 
Robustness 
Score

BROWN & BROWN  |  29https://rockhealth.com/insights/assessing-the-clinical-robustness-of-digital-health-startups/?mc_cid=5e33074742&mc_eid=0fc0e91efe

Number of unique quantitative 
statements about product 
outcomes made on a company’s 
website; categorized as clinical, 
financial, or engagement claims

Total number of FDA filings plus 
the total number of clinical trials 
on ClinicalTrials.gov
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RockHealth: Clinical Robustness Score

BROWN & BROWN  |  30https://rockhealth.com/insights/assessing-the-clinical-robustness-of-digital-health-startups/?mc_cid=5e33074742&mc_eid=0fc0e91efe

• Many clinically-focused digital 
health companies did not have 
any clinical trials or regulatory 
filings

• A sizeable minority of 
companies had an outsized 
share of the clinical trials and 
regulatory filings

• Clinical robustness varies 
significantly across therapeutic 
areas
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RockHealth: Clinical Robustness Score

BROWN & BROWN  |  31https://rockhealth.com/insights/assessing-the-clinical-robustness-of-digital-health-startups/?mc_cid=5e33074742&mc_eid=0fc0e91efe

• The average number of 
claims made by digital 
health startups is low

• Clinical claims are not 
correlated with clinical 
robustness

• Companies selling to 
employers had higher 
clinical robustness and 
claims compared to other 
customer types
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Virtual Health Design & Evaluation

Plan Design

• Additional plan offering
• Financially incentivizes 

virtual care option
• Low/no cost-share for 

members
• Seeding of spending 

accounts

Program Offering

• Addresses population 
needs

• Case management and 
care coordination

• Member portal
• Option for in-person 

care as needed (labs, 
pharmacy, specialty 
care, etc.)

Member Experience

• 24/7 access to care
• Virtual PCP available
• Easily accessible intake 

assessment will direct 
member to appropriate 
service

• Concierge support and 
navigation

• Available via multiple 
modalities and in 
multiple languages

• Limited wait times and 
increased availability of 
providers

Performance 
Measurement and 

Evaluation

Ongoing evaluation of 
metrics including:

• Comorbid and chronic 
conditions

• Cost
• Utilization by specialty
• Quality of Care
• Efficiency and 

productivity

BROWN & BROWN  |  32
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Ongoing Evaluation

BROWN & BROWN  |  33

Measure  What  Mat ters

Incidence, prevalence and cost 
for comorbid chronic conditions

Utilization by modality, specialty, 
and by patient groups

Satisfaction, and care quality
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Virtual Care Will Struggle to Be Integrated:
Integrated Care Needs to Include Virtual

BROWN & BROWN  |  34

Growing Pains

Expansion & 
contraction are to 

be expected as new 
fields and industries 

emerge. 

Tech Marches 
Forward

Advances in 
technology and 

science will 
continue to make 
more remote and 

virtual patient care 
possible and 
efficacious. 

Rigorous 
Measurement

Standardized 
Measurement and 

rigorous verification 
should be 

developed to 
objectively measure 
effectiveness and 

outcomes.

17A-34



T H A N K  Y O U !

Any solicitation or invitation to discuss insurance sales or servicing is being provided at the request of 
Brown & Brown, Inc.. Brown & Brown, Inc., only provides insurance related solicitations or services to insureds or 
insured risks in jurisdictions where it and its individual insurance professionals are properly licensed. 

© 2022 Brown & Brown. All rights reserved.
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Three reminders!
1. Session evaluation is available

– On the conference app
– Online at www.iscebs.org/2022symp

2. CEBS designees—Be sure to report your 
Compliance credit.

• Turn in a white ticket as you leave the room.
OR

• Report this session individually at 
www.ifebp.org/myprofile

3. CE credit for other professions (green slip) must 
be turned in as you leave the room.

Thank You!

www.ifebp.org/myprofile

www.iscebs.org/2022symp
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