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Disclaimer

Not professional, financial, medical or legal
advice

Consult with professional association
guidelines, statelabor resources, financial
advisors, and/or an attorney for advice
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 Will consumers embrace telemedicine?

* How is telemedicine evolving in optometry?
* Who's most interested & why?
* Should ECPs consider telemedicine?
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Questions? Email Academy360@vsp.com Visit LearnAcademy360.com
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COVID-19 will permanently alter consumer behavior

e Duration will impact the intensity of shifts
* Not impacting all Americans equally
* Morphing into different factions
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Accenture. (2020, April 28). "COVID-19 will permanently change consumer behavior" Accenture Research Report. Retrieved from: https://www.accenture.com



https://www.accenture.com/

e More screen time
* More free time outdoors
e Glasses over contacts

* Masks create fog issues ’ V)
/ !

o
%
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And transforming the way we communicate

e Zoom went from 10M daily
participants in December 2019
to 300M in April 2020

* |nteraction is going beyond the
“inner circle”

 All age groups, not just digital
natives
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Zoom. (2020, April 22). "90-Day Security Plan Progress Report: April 22" Zoom Blog. Retrieved from: https://blog.zoom.us



https://blog.zoom.us/wordpress/2020/04/22/90-day-security-plan-progress-report-april-22/

't’s sparked unprecedented levels of trial

Since the COVID-19 crisis began, have you used a brand, product, service or feature that you
had never used before in the following areas?

Home delivery of groceries
Streaming services
Telemedicine websites or apps
Pre-order and pick-up of non-grocery purchases

Contactless payment with a smartphone

Premier Academy360
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Home delivery of meal preparation kit(s)

Ipsos. (2020, April 29). "The Role of Research And Insightsin COVID-19 Times" Ipsos Webinar. Retrieved from: https://www.ipsos.com



https://www.ipsos.com/sites/default/files/ct/publication/documents/2020-04/ipsos-covid-19_role_of_cmi_-_final_version.pdf

Telemedicine is likely to benefit beyond the crisis

Select the categories where you expect to continue using the new brands, products, services or
features you have tried ?

Home delivery of groceries

Streaming services

Telemedicine websites or apps

Pre-order and pick-up of non-grocery purchases

Contactless payment with a smartphone

Home delivery of meal preparation kit(s) Premier Academy360M

Visit LearnAcademy360.com

Ipsos. (2020, April 29). "The Role of Research And Insightsin COVID-19 Times" Ipsos Webinar. Retrieved from: https://www.ipsos.com



https://www.ipsos.com/sites/default/files/ct/publication/documents/2020-04/ipsos-covid-19_role_of_cmi_-_final_version.pdf

The telehealth market is expected to grow 80% YOY

* Expansion of reimbursement for
telehealth services

* Increasing demand due to the
COVID-19crisis

* Increasing number of mobile health
applications fueling adoption
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Research and Markets. (2020, April 28). "Telehealth Marketin US - Industry Outlook and Forecast 2020-2025" PR Newswire. Retrieved from: https://www.prnewswire.com/



https://www.prnewswire.com/

Telemedicine usage has steadily increased since the

crisis began
Telemedicine adoption (Dec. 2019 to May 2020)
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CivicScience. (2020, May). "Nearly 3 in 10 U.S. Adults Have Now Tried Telemedicine —But Gen Z Lags Behind" CivicScience

company blog. Retrieved from: https://civicscience.com — 118,508 responses, weighted by U.S. Census (18+)



https://civicscience.com/

Consumer satisfaction with telehealth is high

Satisfaction was high before the
pandemic and has held steady since

JD Power scores are among the highest
of all healthcare, insurance & financial

services studies /
Over 70% who’ve tried it in the past 3 i I
months reported a positive experience - =
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J.D. Power. (2019, October 28). "Telehealth: Best Consumer Healthcare Experience You've Never Tried, SaysJ.D. PowerStudy" J.D. Power Website. Retrieved from: https://www.jdpower.com
CivicScience. (2020, May). "Nearly 3 in 10 U.S. Adults Have Now Tried Telemedicine —But Gen Z Lags Behind" CivicScience company blog. Retrieved from: https://civicscience.com
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Providers are getting more comfortable

In addition, 57%

of providers view telehealth more favorably than
they did before COVID-19 and 64‘7
O

are more comfortable using it?
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McKinsey & Company. (2020, May 29). "Telehealth: A quarter-trillion-dollar post-COVID-19reality?" McKinsey & Company Website. Retrieved from: https://www.mckinsey.com



https://www.mckinsey.com/

Recent headlines say it all...

Telemedicine Boom Triggered by

COVID-19 Will Drastically Alter the
Future of Health Care

5 Reasons Why Telehealth Is Here
To Stay (COVID-19 And Beyond)

Telehealth booms amid COVID-19 crisis; virtual care‘
is here to stay

Some industry

Telemedicine Is Here to Stay

experts say that the rapid shift toward telemedicine in response

to COVID-19 safety recommendations will stick long after the pandemic is over.

|[Embrace telehealth, it's here to stay|
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How is telemedicine evolving in
optometry?
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Drastic shift

Has the
coronavirus
influenced your
consideration of

offering
telehealth
services/
options?

Jobson Optical Research. (2020, May 15).

in ECP sentiment since March
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“Coronavirus ECP Study, Wave 9 — May 8-12" Vision Monday Coronavirus Briefing. Retrieved from: https://www.visionmonday.com/


https://www.visionmonday.com/

[IF OFFERING TELEHEALTH]
Have you billed for telehealth services in the last two
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Jobson Optical Research. (2020, May 15). “Coronavirus ECP Study, Wave 9 — May 8-12" Vision Monday Coronavirus Briefing. Retrieved from: https://www.visionmonday.com/



https://www.visionmonday.com/

But 44% of consumers will delay/cancel eye exams

80%
71%
70% A
o~ 59%
60% A 56% o/ Liini '
? % Highly/Extremely Concerned
about COVID-19
50% - 54
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The Vision Council. (2020, May 21). “Researching Recovery: Exploring Evolving Consumer Behaviorand Industry Response

During COVID-19" The Vision Council Webinar. Retrieved from: https://www.thevisioncouncil.org/
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Consumers are |
are ready for it

0
15. 17.3
Please indicate which of the
services below you would like to
see your eye doctor offer AFTER

the COVID-19 crisis is over. Virtual vision Virtual vision
care via cell care via
phone & visiting a
social media dedicated
apps telehealth /
telemedicine
facility

The Vision Council. (2020, May 21). “Researching Recovery: Exploring Evolving Consumer Behaviorand Industry Response
During COVID-19" The Vision Council Webinar. Retrieved from: https://www.thevisioncouncil.org/

nriued by telemedicine, but not all

All Adults
m 18-34 Years Old
65+ Years Old
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' can’t envision what telemedicine looks like for
optometry

4 N
“I can’t imagine how you “While I'm intrigued by the idea of
would have telehealth care telehealth, | would want to understand
for getting your eyes potential limitations to the service.”

examined.” V Yy

“Examples of these
services would be great.”

Premier Academy360
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VSP Global. (2020, May). “Q2 Patient Satisfaction Research"



Ambiguity leads to concerns

None,
18% Yes, a
lot, 33%
Yes, a
few,
49%

Q. Overall, what is the biggest value you see in utilizing any form of telehealth with your eye care professional?
Q. Do you have any concerns about using telehealth for your current eyecare and eye health needs?

VSP Global. (2020, May). Member Community Survey.

Significantly
higher for 65+
age group
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Regardless
option
Interested in having the option

Open to use for urgent needs

Important when re-opening begins

Somewhat/very likely to use for
vision care

Somewhat/very likley to choose a
provider if available

Somewhat/very likely to swtich
providers if not available

VSP Global. (2020, May). Member Community Survey.

N 70%
N 6%
I 2%
N 42%
I 20%

B 13%

of likelihood to use, consumers want the
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Which of the
following types of
functions are you

comfortable
completing virtually?

Follow up on
diagnosis/prescription
More likely among

45-54 year-olds Eye health Consultation

Females are more o
conformable than Remote monitoring of eye
conditions

Males

Eyeglasses and/or contact

More likely among lenses consultation

35-64 year-olds

+
than 65 m Top 2 Box

VSP Global. (2020, May). Member Community Survey.

e depends on the service and doctor
recommendation

CT8% T 16%11%

A 1% 34%

38% 1 20% 43%
Neutral m Bottom 2 Box
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Who's most interested and why?
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Questions? Email Academy360@vsp.com Visit LearnAcademy360.com



Younger consumers anc
eyewear buyers are mo

Will you postpone or cancel any eye
exams or trips to the eye doctor while

COVID-19 is still a threat?

“I will get a....

...complete telemedicine eye exam at remote location”

B _..virtual eye screening or visual acuity test via pc/mobile app”

The Vision Council. (2020, May 21). “Researching Recovery: Exploring
Evolving Consumer Behaviorand Industry Response During COVID-19" The
Vision Council Webinar. Retrieved from: https://www.thevisioncouncil.org/

All Adults

18-34 years old
35-44 years old
45-54 years old
55-64 years old

65+ years old

Independent ECP*

Mass / Chain /
Corporate Retailer*

Online / Internet*

0%

previous chain & online
re open to telehealth

5%
3%

1%



https://www.thevisioncouncil.org/

Access to MVC and life stage also impact behavior

* Younger Millennials
* Mostinterested in telehealth
* May have lost benefits during this time
* More likely to extend time between visits

* Parents

* Most likely for eyecare to be top of mind
logistics are complicated at this time

* Retirees
e Leastinterestedin telehealth

Premier Academy360

Visit LearnAcademy360.com

VSP Global. (2020, May). Member Community Survey, Consumer Segmentation Study.



Social res :)on5|b|||ty tops the list of telemedicine
value propositions for VSP members...for now

Biggest Value in Telehealth

Flexibility |GGG 38%

Being socially responsible —a

good opportunity to maintain [ 71%

physical distancing

Higher among
— | 18-44 year-olds

Convenience [ 29% Higher among 35-

~ 65 year-olds

other .G%ﬁ Emergency only Premier Academy360°

Visit LearnAcademy360.com

VSP Global. (2020, May). Member Community Survey.



Should ECPs consider
telemedicine?
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What is your primary goal?

* Expand the accessibility of your services
* Increase efficiencies

* Expand on existing patient relationships
* Reduce the cost of service delivery

e Attract a new demographic

Premier Academy360

Visit LearnAcademy360.com
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Who is your target?

* Consider patient demographics (age, income, access to MVC, etc.)

* What are the uniqgue needs of your patients? What do they find
valuable? What keeps them coming back?

* Are there unserved patients in your community that would benefit?
* Will telemedicine services help differentiate your practice?

Premier Academy360

Visit LearnAcademy360.com



* Do you have a well-defined workflow to support virtual visits?

* How will you support patients through the experience?
* Do you have electronic options for forms, bill pay, etc.?

* Do you have a solution that integrates with common tech platforms
like Zoom and Google Calendar to increase ease of use and adoption?

Premier Academy360

Visit LearnAcademy360.com



How will you market to patients?

* Reduce virus exposure/Social responsibility (remember this is
polarizing so be sure you know your audience)

e Convenience/Flexibility

e Continuity of care

* Enhanced patient outcomes
* Shorter patient wait times

Premier Academy360

Visit LearnAcademy360.com
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Don’t forget the importance of patient education

 Give extra guidance

 What does it look like? (what it is and what it’s not)

* Provide how-tos for setting up and participating in
the appointment

 Reassure them you will be able to get all of the
information to make an accurate diagnosis

* Focus on the patient experience

* Positive word of mouth is key to increasing adoption

* 65% of telehealth users used the service because
they received a positive recommendation from others

J.D. Power. (2019, October 28). "Telehealth: Best Consumer Healthcare Experience You've Never Tried, SaysJ.D. Power Study" J.D. Power Website.

PRIMARY
CARE PHYSICIAN

EMERGENCY ROOM A

Retrieved from: https://www.jdpower.com



https://www.jdpower.com/

e Telemedicine is here to stay

e Patient satisfaction is typically high if well executed

* Consumers are intrigued, but need more details

* While it’s not for everyone, consumers want the option
* Adjust messaging to your target audience

e Patient education will help promote adoption

Premier Academy360
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Questions?

Please use chat feature to send in your questions.

Or email Academy360@vsp.com
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‘ webinars and access on demanding training and
- . education at LearnAcademy360.com
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