NARBHA 10-Year Telemedicine Client Satisfaction

Survey Results
Attachment B: Comparison of Patients’ Satisfactionwith
Telemedicine by Age Group

Of the 76 patients who completed the satisfactiones, age groups are as follows.
» Ages 10-198 patients (5 males, 3 females)
* Ages 20-2910 patients (1 male, 9 females)
* Ages 30-3919 patients (5 males, 14 females)
* Ages 40-49:13 patients (7 males, 6 females)
* Ages 50-59:17 patients (6 males, 11 females)
» Ages 60-699 patients (5 males, 4 females)

1. Quality of telemedicine medical care vs. in-peos medical care
Survey question:
“I think the quality of medical care over telemadgis:

better than in-person same as in person nab@s s in-person”

Quality of telemed vs. in-person by age group

90%

Percentage

Ages 10-19 Ages 20-29 Ages 30-39 Ages 40-49 Ages 50-59 Ages 60-69
(n=8) (n=10) (n=19) (n=13) (n=17) (n=9)

O Better Bl Same O Not as Good ‘
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The youngest age group’s responses paralleleceippnses from the two oldest age groups,
with acceptance (rating telemedicine better thath@isame as in-person care) between 76% and
78% for all three groups. All three groups had Empercentages rating telemedicine as better
than in-person care (between 11% and 13%)5(%9.36, p < 0.001) and relatively high
percentages rating telemedicine quality not as gmoid-person medical care (between 22% and
25%).

The three age groups between age 20 and age 48uckdhigher acceptance rates (90% to
95%) with only 5% to 10% finding telemedicine nstgood as in-person care.

The 30-39 age group has the highest acceptanc®&e The 10-19 age group had the lowest
at 76%.

The two psychiatric providers for these clinics éaventioned that children are much more
accepting of telemedicine than older people, whicesn’t completely match with the results of
this survey. It should be noted that at least driibesatisfaction forms in the 10-19 age group
was actually filled out by the minor patient’s fathage 40. Possibly other young patients’ forms
were filled out by their parents as well.

Overall, the view of telemedicine quality compatedn-person care is positive.
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2. Patients’ preference between telemedicine and-person care

Survey question:

“Given the choice of seeing my medical practitiomeperson or via telemedicine, | would
prefer:

telemedicine no preference in person”

Preference for telemed vs. in-person
by age group

79%

Percentage

Ages 10-19 Ages 20-29 Ages 30-39 Ages 40-49 Ages 50-59 Ages 60-69
(n=8) (n=10) (n=19) (n=13) (n=17) (n=9)

‘ O Telemedicine B No Preference OIn Person ‘

All patients at LCBHC are seen by their psychiaprioviders exclusively via video. All patients
have the option to refuse services via video, beir talternatives are limited: To drive or be
transported to another location about an hour amfasre they could see a different psychiatrist
face to face. Almost all patients choose to seie ffieviders via video.

The aim of this question was to determine if pdienight actually prefer telemedicine services
to in-person medical care if both were easily asitébs.

Overall, the preference for telemedicine servicas between 11% (60s age group) and 31%
(40s age group).

The youngest age group and the two oldest age grstupwved relatively high rates of preferring
in-person care (22-47%), compared to only 5-10%ef20-49 age groups preferring in-person
care.
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The 50s age group was the only group with a hitjhgverson” percentage (47%) than “no

preference” percentage (35%). All other age gralmsved at least half the patients not having a
preference between telemedicine and in-person wduieh indicates an overall positive view of

telemedicine.

Counting “no preference” as positive toward telemmiee, the least positive group here is the

50s age group, with the 10-20 age group coming@oisd least positive. As in question one, the

most positive groups are the 30s and 40s age g(ddps97.57, p < 0.001).

3. Patients’ feelings about having a clinician inite room

NARBHA recommends that a clinician is in the roonthveach patient for each session.

Survey guestion:

“Having a clinician (therapist, nurse, or case ngamgin the room with me during my
telemedicine sessions makes me feel:

more comfortable

doesn’t matter

less comfdetab

Clinician in room: comfort level by age group
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The youngest and two oldest age groups had thesigates (half or more) of feeling more
comfortable with a clinician in the room % 53.00, p < 0.01).

The 20s and 30s age groups showed the lowest oeadtfinician in the room. We can
speculate that these age groups are more comfetathl technology overall. The three
youngest age groups also showed the least tolefanaeclinician in the room, with 11% to 20%
feeling less comfortable.

A 50-year-old male answered this survey questionitmjing both “more comfortable” and “less
comfortable” and wrote “Depends who it is!”

Survey question:
“Having a clinician (therapist, nurse, or case ngamgin the room with me during my
telemedicine sessions helps me feel that | haeara bf people contributing to my treatment.

strongly agree agree neutral disagree straighgree”

Clinician in room: team feeling
by age group
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‘ O Strongly Agree B Agree O Neutral O Disagree @ Strongly Disagree ‘

The 60s age group agreed or strongly agreed 108¢attlinician present in the room enhanced
their feeling of having a team helping them. The d4Ad 50s age groups had 84% and 83%
agreement/strong agreement, while the 20s age dradi80% agreement/strong agreement. The
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20s age group had more strong agreement to thésretat than any other age groupf &X
216.48, p < 0.0001).

The group that reported the least team feeling facchnical in the room was the 10-19 age
group, with only 38% agreement/strong agreements@dd neutral.

Overall, patients felt that having a clinician hetroom with them helped them feel that they had
a team of people contributing to their treatment.

4. Patients’ feelings about telemedicine sessionsmvs. first sessions

Survey question:
“Compared to my first sessions, the ones | atteowd run more smoothly.

strongly agree agree neutral disagree straighgree”

Compared to first sessions, now run
more smoothly: by age group
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‘ O Strongly Agree W Agree O Neutral O Disagree B Strongly Disagree ‘

All age groups except the 20s agree or stronglgeagb% to 85% that their sessions now run
more smoothly (X= 90.22, p < 0.0001). The 20s age group is the grdyp that is half neutral,

NARBHA 10-year client satisfaction survey
Attachment B, Age Group p. 6



half in agreement. Only one person indicated thait sessions now run less smoothly than their
initial sessions did.

It is not clear whether patient sessions are nawing more smoothly in general due to patients
themselves becoming more comfortable with the egaig and the interface or due to processes
and equipment actually running more smoothly.

Survey question:
“Compared to my first sessions, | am more comfdetabth the audio and video equipment.

strongly agree agree neutral disagree straighgree”

Compared to first sessions, now more comfort
with A/V equipment: by age group
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‘ O Strongly Agree W Agree ONeutral ODisagree I Strongly Disagree ‘

All age groups show an improvement in their comyath using the equipment. The high
agreement/strong agreement rate of the oldestrage @nd the high “neutral” rate of the 20s
age group (X=49.26, p < 0.001) may correlate to these agepgdnitial comfort levels with
technology in general.
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Survey question:
“Compared to my first sessions, | feel more at emseg telemedicine to see my medical
practitioner.

strongly agree agree neutral disagree straighgree”

Compared to first sessions, now more at ease
using telemed: by age group
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‘ O Strongly Agree W Agree ONeutral ODisagree B Strongly Disagree ‘

All age groups are significantly more at ease wétemedicine now compared to their first
sessions (X= 31.65, p < 0.001), with all groups except the Between 68% and 78%
agreement/strong agreement. The 20s had the lagestment/strong agreement rate (60%) and
the highest neutral rate (40%), again likely duéhts age group’s initial comfort with

technology. No one felt less at ease than theyraily had.
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Survey question:

“Compared to my first sessions, | have fewer pryad confidentiality worries about using

telemedicine.

strongly agree agree neutral

disagree

stronighgdee”

Compared to first sessions, now fewer
privacy/confidentiality worries: by age group
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Only one person (correlating to 13% of the 10-18 @pup) noted that they do not now have
fewer privacy/confidentiality worries. It is uncleahether this means the person’s concern level

increased or simply did not change.

Most age groups agreed or strongly agreed thatriibeyhave fewer privacy/confidentiality
worries than during their first sessions’ (X186.48, P < 0.0001), generally trending downward
from the 60s age group (89% agreement) to the BD% @greement) to the 40s (77%
agreement) to the 30s (68% agreement). The twogesirage groups reported feeling mostly
neutral on this question. This can possibly measdtage groups had fewer privacy and
confidentiality worries to begin with. It could alsnean that whatever worries they initially had

have not been addressed.
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