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Welcome to 
Quality Rounds Ontario 

If you have any video or sound delays, please refresh your browser. 
If you need more support, email KTE@hqontario.ca

mailto:KTE@hqontario.ca
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Learning Objectives

• Review the current state of virtual care and look ahead at the 
changing landscape in Ontario

• Explore the latest evidence on keys to successful adoption of 
virtual care in primary care and specialty clinics

• Learn about patient perspectives to inform planning and 
change initiatives
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The Promise of Virtual Care:
eVisits in Ontario

Onil Bhattacharyya, MD, PhD

Frigon Blau Chair in Family Medicine Research
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Is there an app for this?





Primary care physicians in 5 LHINS were approached to join and recruit their own 
patients
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OTN eVisit Pilot Background

Patients can choose between 
asynchronous messaging, 

audio, or video calling

Providers have up 
to 2 days to 

respond



eVisit Pilot Background
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194
Primary Care Providers 
with at least one visit 14,291

patients registered

14,317
visits



Finding #1: 
Patient experience

1
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98%
felt that the visit was the 

same or better than in-person care

99.9%
indicated that they 

would use virtual visits again

91%
agree that virtual visits made 

accessing care more convenient

High Satisfaction
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93%
felt that the eVisit tool 

saved time compared to
in-person visits

Based on 1,044 patient survey responses

75%
indicated that the eVisit tool 

saved them money compared 
to in-person visits

Saved patients time and money



Finding #2: 
Use of eVisits

1
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56%
23%

19%

2%

Single visit

No visits

7+ visits

2-6 visits

Over 195 days, registered patient users had… 

79% of patients had 
one or fewer visits 

during project

Patients did not overuse eVisits
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gone to the 
emergency room

booked an
in-person visit

gone to a
walk-in 

clinic

If patients did not have access to virtual care, they would have…

done nothing

67%

15%

4%

9%
5%

other

Virtual visits replaced in-person visits



Novari platform
N = 7922 requests, 7545 completed

77%
89%

12%
8%2%

6%

Requested Used

audio

messaging

video

Used: 3% video = 1% video + 2% video + messaging 
Not shown: 1% audio + video, 2% audio + video + messaging

3%audio + mess.

Most visits were text messages
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• 81% of eVisits required no additional follow-up

• Few or no issues with patients using the platform inappropriately

Most visits resolved the issue



Finding #3: 
Provider experience

1



19

1
2

3

EFFICIENCY AND REVENUE
• Increased number of patients seen per day
• Receive compensation for work previously done by phone and email

SECURITY AND CONFIDENTIALITY
• Improved security compared to email 

QUALITY OF CARE
• Time to think before responding
• Reduced wait times
• Opportunity for reminders and to give more information

Benefits for providers
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Average 35 days for providers to have their first visit

< 1 visit a day on average

61% of providers closed visits in <2 days

Most were able to set boundaries and describe appropriate uses

Minimal impact on workload



Conclusions 

1



Live, asynchronous or
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Managing communication channels



Understand the fit between medium & context
(patient, problem, provider)

Invest in workflow redesign, training and analytics
• Triage by nurse or chatbot to suggest modality

• Patients learn to request/use the best modalities

• Clinicians learn what works best for them and their practice

❶

❷
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Next steps



Face-to-face healthcare for patients inside the hospital. 

In-Person Care 

Virtual services to provide care and improve health outside the hospital 

setting. 

Care at a Distance 

Enhanced Access 

Connected Expertise 

Providing patients with tools to educate themselves about their health 

and navigate their treatment with greater ease. 

Connecting providers with specialist advice to match patients with the 

right healthcare services quickly and effectively. 

Women’s Virtual Model of Care



Thank you!
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The Promise of Digital Health

A specialist's perspective 

Ilana Halperin 

MD MSc FRCPC
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Digital Health can help advance the Quadruple Aim 
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Digital 
Health 

EMR

Patient 
Portals

Wearables 
& Apps

Secure 
Messaging

Virtual 
Visits

E-consults 

Timely Access 

to Care 

Consumer 

Demand 
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Virtual 
Visits  

In-
center 
OTN

Direct to 
patient 
OTN

Phone 
calls

Virtual

Walk-Ins
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199, 034

150, 685

42, 986

2017/18                             2018/19                     2019/20 

Home Video Visits Pilot

600 Physician specialists enrolled from 2017-2019
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Virtual care 

policy 

change

On November 13, 2019, 
the Ministry of Health 
announced its decision, 
in concert with the 
OMA, to enable all 
Ontario physicians to 
leverage and bill for 
Direct-to-Patient Video 
Visits through OTN

The MOH set a target that 2-5% 
of patients who receive care 
from an OHT have a virtual 
encounter in Year 1.
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Virtual Care Tips

• Tech savvy admin assistant is key

• Select the right patients

• Schedule virtual clinics separately 

• Set patients expectations on appointment times

• Email consent  

• Get patients to download app and test connections ahead of time 

• Ensure patients have completed labs, imaging, uploaded self-

monitoring data ahead of time 

February 6, 2020
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Provider to 
Specialist 

consult 

OTN 

e-consult

Secure 
emails 

Phone 
calls
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Referrals by Specialty

Urology 6%

Infectious Diseases 6%

Gastroenterology 6%

Hematology 18%

Pediatrics 7%

eConsult
Dermatology 16%

Endocrinology and 

Metabolism 13%

Neurology 

11%
Cardiology 9%

Obstetrics and Gynecology 

8%
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• Thyroid (20)

• Osteoporosis (10)

• Incidentalomas (9)

• Women’s health (6) 

• Other (8)

• Diabetes (5)

Total of 58 e-consults

since 2016
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Dr. Halperin, check out my Clarity account. My 
numbers look much better compare to last month. 
Basically I changed my diet (significant decrease 

in carbs intake and try not to have late night 
snacks). 

I feel great! 

Wearables, Apps, Remote Monitoring



40

Are you ready to embrace Digital Health?
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So how do you get started??
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Partnered Initiatives:Our Partners:

OntarioMD 
Initiatives:

• Digital Services
• Quality 
• Shared Services

• ConnectingOntario ClinicalViewer
• ONE® ID
• ONE Mail

OntarioMD Delivers a Suite of Digital Health 

Services
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Lets keep connecting!

Ilana.Halperin@sunnybrook.ca @ilanajhalperin

mailto:Ilana.Halperin@sunnybrook.ca
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Jan Gillis
Patient Speaker
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TRUST

• That I am heard. 

• That I am understood.

• That I am believed.

• That I will be helped.
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How To Succeed 

• Timesaver 

• Drop in anxiety levels

• Mobility issues

• Clearer head

• Weather challenges



47

Challenges

• Age vs. Technology

• Fear

• Patient feels too sick to go virtual

• Trust

• Lack of presence of the doctor

• Language
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Combatting The Issues

• Use of telemedicine clinics

• Give patient someone to control the technology 

• Try with a trial basis

• Go slow
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Virtual Visits

• Allows patients to focus on the appointment and not on the 
journey. 
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Questions & Answers 

Send questions to KTE@hqontario.ca

mailto:KTE@hqontario.ca
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Thank you! 

A recording of this session will be shared 
following the session


