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Access of Care
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= VHA has always led the way
= Different from private sectors

" Challenges

= How to efficiently use multi-modalities to improve access and supplement
face-to-face consultations for best patient outcomes?

= How to determine what types of access is best for what type of health
conditions and for which patients?
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Covid-19 Hospital Surge

Covid-19 Inpatient surge: Current /
pre-covid-19
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= Rapid increase in covid-19 hospitalization
= Resources shortage

= Extreme contagious environment

= Regular needs are sidelined

= Providers quarantined

= Emotional fragility of providers and
patients

Implementing telemedicine is everywhere
in all level of care

63 Major barrier has been removed
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VHA Telehealth Advances
During Covid-19

Rates of Electronic Consults (E-Consults) per 100 Visits,
by Clinical Specialty
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Source: Veterans Affairs Collaborative Evaluation Center
NEJM Catalyst (catalyst.nejm.org) © Massachusetts Medical Society
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Weekly Rates of Home-Based Video and Telephone Visits Across
Types of Care, lanuary Through April of 2020
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*Other includes social work, and some other non-physician visits
Source: Veterans Affairs Virtual Access QUERI
NEJM Catalyst (catalyst.nejm.org) @ Massachusetts Medical Society
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Technological Challenges

= Can manage chronic disease
management

= Can supplement mental health
active engagement

= Can supplement primary care

= Can assess emergency medical
needs

= Can connect providers and patients
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Care Coordination and Integration
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Conceptual Reference Points

Transformation Framework
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Evaluation and Added Bonuses

ow to s: wait
measure time,
outcome ease of

= How to quantify the values, quality,
safety?

= What is the best mode for the best
outcome?

Equity:
barriers,
trust,
vulnerable

= Combination strategies,
individualized approach?

= How resilience is the VHA?

= Added bonuses: reduce costs?
happier patients, happier providers?
more adaptable/agile capability and
capacity?

utilization
backlog
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Challenges and Opportunities

= Technological advances (e.g., preventive care)

= Machine learning, predictive analytics, and optimization

= |dentify characteristics of success and shortcomings (care, patient types,
clinical processes, disease types, patient satisfaction, etc)

= Uncover outcome patterns

= Personalize and optimize individual care

= Uncover providers experience, strength and weaknesses

= Optimize systems performance (patients, providers, and organization)

= Care coordination and integration
= Metrics to measure outcome
= Transform beyond VHA
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Successful Implementation: Patient-centered approach

Predict patient complexity to optimize and personalize care
Optimize clinic workflow and resource allocation

Uncover hidden signs/patterns for early diagnosis and intervention
Treatment outcome prediction

Understand priority queues and systems effect

Advance clinical translational research
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Session 4 Discussion Questions:

In context of the SARS COV-2 pandemic, how has technology been used to improve access to
clinical services? How did you assess opportunities to improve barriers created by the SARS COV-
2 pandemic? What challenges did use experience while using technology to expand care
delivery? Was the uptake of telehealth services homogeneous across populations, conditions,
specialties?

How has telehealth and telemedicine technologies been used by the VA and other health care
providers, and how have they been received by patients?

How were telehealth technologies used to improve the quantity and quality of patient-clinician
contact to support patients’ relationship with the VA and build trust? What steps should be taken
to build telehealth programs and build trust in the VA?

In addition to technology, what modalities can be used to expand access to health care services?

What organizational strategies/tools can be used to increase access capacity within health care
systems?

What existing VA assets could be used to improve patient access and promote continuity of care?
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