
Online Care

Wesley Valdes DO

Medical Director Telehealth Services

Intermountain Healthcare



Trends in the market

Online video enhance visits are a growing service.

• Teladoc – over 200,000 consults in 2013

• MDLive – average 11 minutes to connect a patient with a 
doctor

• NowClinic – supported by United Healthcare in 22 States

• American Well -

• VA – over 5,000 direct to home psychiatry visits a year

Consumer grade video conferencing equipment … it 
works

• Flash, Vidyo, Vsee, HTML5, WebRTC, Google Helpouts, 
etc

• Each has pros and cons



Why we did what we did ….

eVisits at Intermountain Healthcare

• First – turn your technical clock back to November 2011

• Goal: Easy … easy … easy

• Flash based solution (most pervasive codec on desktops)

• Flash? But what about mobile? Not in 2011.

• Key features – prove the impossible can be done







Why we did what we did ….

Easy … easy … easy

• Website is essentially a single button

• No username or password, no log in, no create account

• Flash does require a security check to allow use of 
webcam

• Video launches direct to a receptionist

• Collaboration space allows forms to be filled out and e-
signed.

• Patient gets copy of signed form via PDF



Proving the “impossible”

Video solution allows incoming video calls to be held in queue

No need to “create a room”

Patient’s video can be put on hold

Patient’s video can be transferred to another machine

• This allows the patient on video to follow the existing clinical 
workflow

• Receptionist can transfer to a nurse, who then can transfer to a 
provider

• Calls can be transferred to other Instacare clinics to load balance

• Virtual patients are transferred into real exam rooms

• Allows for escalation of calls if necessary



Missing features and Drawbacks

Current solution is unable to multichat

• Flash can do multichat but this product hasn’t incorporated 
this yet.

Does not integrate with telephone or VOIP system

Does not easily connect with H.323 legacy hardware

Mobile solution technical capabilities still up and coming

Flash is a processor intensive codec and not as efficient 
as newer codecs now available



What can online care be used for?

Since every clinical encounter starts with a history, 
anything can be addressed initially online.

Typically advertised for low acuity services

eVisit pilot study similar to primary care clinic 
distribution

• 19% level 4

• 49% level 3

• 22% level 2

• 10% level 1



How companies are making money

PEPM (per employee per month) is primary revenue.

• $2 - $0.40

Per click (subsidized or unsubsidized) 

• $5 - $50



What if I want to do this?

Turn Key solutions for solo practicioners

• NowClinic, American Well, etc can add an online 
experience to your clinic

• Most companies contract providers rather than own their 
own group

What about for healthcare systems?

• Tougher question – decision should align with corporate 
strategy

• If the system doesn’t have an online care strategy, it is 
losing market share

• Can leverage technology for an in-system solution



Questions?


