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2020 Patient Telehealth Satisfaction Survey 
 

While the majority of patients surveyed accessed their first-ever telehealth 

visit during the first wave of the COVID-19 pandemic, most of them 

reported high patient satisfaction with the experience, according to the 

results of the survey of 584 patients conducted by NJATOD Provider 

agencies. 

However, as we look to move forward with telehealth visits as a part of the 

post-pandemic new normal of healthcare delivery, we will need to focus on 

continued and expanded funding and resource availability, workforce 

maldistribution issues, and regulatory barriers, while creating an 

infrastructure that allows providers to develop innovative ways to provide 

care to individuals under our “new normal”. 

Evidence supports that telehealth can help to overcome challenges in 

accessing behavioral health services to reduce the existing treatment gap 

and COVID-19 pandemic proved to be a boon for telehealth.  In addition to 

increasing access of services, telehealth allows for flexibility, convenience 

and has the potential to decrease healthcare costs while improving patient 

outcomes. 

The goal of this study was to examine patient satisfaction with telehealth 

compared to face-to-face visits. Multiple factors were identified that 

impacted patient satisfaction with telehealth including travel 

time/convenience, access and ease of services and technology, provider 

relationship, and overall satisfaction of telehealth services.  
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The overall findings are in consensus that patients are equally, if not more, satisfied with telehealth when 

compared to face-to-face visits.  In general, when patients a) keep their first appointment, they are more 

likely to keep subsequent appointments and b) when patients are satisfied with treatment, they are more 

likely to continue with their course of therapy. Research by the American Psychiatric Association suggests 

that using telehealth for treatment results in better medication compliance, fewer presentations to the 

emergency departments, fewer patient admissions to an inpatient unit, and fewer subsequent readmissions 

which results in improved access, better outcomes overall, decreased cost and preserves limited community 

resources. 

 

Highlights from the survey regarding patient satisfaction with telehealth show: 

 

 Ease, Convenience and Access to Services: A great number of patients reported being able to 

contact their counselor when needed and timeliness of appointments.  94.5% of patients agreed or 

strongly agreed with being able to communicate adequately with their counselor with 87.9% 

reporting telehealth has made it easier to get the services they need. 

 Availability and Ease of Technology: 93.2% of patients indicated the quality of the picture 

and/or sound were good with 89.7% indicating their home equipment works well and allows 

participation without interruptions. 

 Provider Relationship: Despite the great challenges and barriers impacting OTPs throughout this 

pandemic, the provider relationship through the use of telehealth has been maintained.  94% of 

patients indicated the information and services provided have helped manage their substance use 

disorder problems with 88.3% reporting the use of telehealth has made a positive difference in their 

recovery.  Patients also reported positively concerning their privacy and confidentiality with 96% 

indicating they felt their privacy and confidentiality was respected and protected during the 

telehealth session. 

 Overall Satisfaction: When asked how satisfied are you with the overall service you receive with 

telehealth, on a scale of 1-5 with 5 being Extremely Satisfied, 62.6% scored a 5, 28.8% scored a 4, 

5.9% scored a 3, 1.4% scored a 2 and 1.3% scored a 1.  88.9% of patients would recommend 

telehealth services to others and 88.3% reported participating in telehealth has made a positive 

difference in their recovery. 
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Patient Demographics 

 

FEMALE   0.4     UNDER 18 0.0  

MALE   39.2     18-24  0.9 

PREFER NOT TO SAY 0.4     25-34  16.3  

OTHER    0.0     35-44  26.5 

         45-54  26.5 

          OVER 55 29.8 

 

NO INSURANCE  10.8     HOMELESS  5.6  

MEDICAID  78.2     DEPENDENT/FAMILY 17.5 

MEDICARE  6.2     INDEPENDENT LIVING 74.8  

PRIVATE INSURANCE 2.6     SUPERVISED LIVING 2.0 

 OTHER   2.4      
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Patient Demographics cont’d 

 

UNEMPLOYED 49.7 PHASE 0 4.1 PHASE 4  1.7  

NOT IN LABOR FORCE 19.5 PHASE 1A 3.3 PHASE 5 4.3  

STUDENT 0.4 PHASE 1 35.1 PHASE 6 15.1  

EMPLOYED FULL/PART TIME 20.7 PHASE 2 9.5 IOP 19.8  

OTHER 9.7 PHASE 3 7.1 

 

Ease, Convenience and Access to Services 

STRONGLY AGREE 61.9 STRONGLY AGREE 47.9   

AGREE 34.0 AGREE  40.0  

NEUTRAL 2.5 NEUTRAL  8.4   

DISAGREE 1.3 DISAGREE  3.7 

STRONGLY DISAGREE 0.4 STRONGLY DISAGREE 0.0 
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Ease, Convenience and Access to Services cont’d 

 

STRONGLY AGREE 59.1 STRONGLY AGREE 54.8   

AGREE 37.5 AGREE  42.1  

NEUTRAL 1.9 NEUTRAL  1.8   

DISAGREE 1.6 DISAGREE  1.3 

STRONGLY DISAGREE 0.0 STRONGLY DISAGREE 0.0 

 

 

 

 

 

 

 

 

 

STRONGLY AGREE 48.4     

AGREE 41.5     

NEUTRAL 7.8      

DISAGREE 1.9    

STRONGLY DISAGREE 0.4   
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Availability and Ease of Technology

 
STRONGLY AGREE 46.0 STRONGLY AGREE 46.0   
AGREE 47.2 AGREE  43.7  

NEUTRAL 4.9 NEUTRAL  6.7   

DISAGREE 1.0 DISAGREE  3.2 

STRONGLY DISAGREE 0.8 STRONGLY DISAGREE 0.4

 

STRONGLY AGREE 50.4 STRONGLY AGREE 37.7   

AGREE 40.0 AGREE  39.3  

NEUTRAL 7.3 NEUTRAL  18.9   

DISAGREE 1.9 DISAGREE  3.3 

STRONGLY DISAGREE 0.4 STRONGLY DISAGREE 0.8 
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Provider Relationship 

 

STRONGLY AGREE 55.7 STRONGLY AGREE 58.8   

AGREE 38.8 AGREE  37.2  

NEUTRAL 1.4 NEUTRAL  3.4   

DISAGREE 1.6 DISAGREE  0.2 

STRONGLY DISAGREE 2.6 STRONGLY DISAGREE 0.5 

 

STRONGLY AGREE 64.0 STRONGLY AGREE 56.2   

AGREE 32.4 AGREE  37.8  

NEUTRAL 2.4 NEUTRAL  3.5   

DISAGREE 1.3 DISAGREE  1.4 

STRONGLY DISAGREE 0.0 STRONGLY DISAGREE 1.0 
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Overall Satisfaction 

 

STRONGLY AGREE 14.5 STRONGLY AGREE 39.2   

AGREE 20.1 AGREE  43.4  

NEUTRAL 14.4 NEUTRAL  12.0   

DISAGREE 24.8 DISAGREE  3.7 

STRONGLY DISAGREE 26.2 STRONGLY DISAGREE 1.7 

 

STRONGLY AGREE 45.2 STRONGLY AGREE 46.6   

AGREE 43.1 AGREE  42.3  

NEUTRAL 10.3 NEUTRAL  8.1   

DISAGREE 1.1 DISAGREE  2.6 

STRONGLY DISAGREE 0.5 STRONGLY DISAGREE 0.5 
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Overall Satisfaction cont’d 

 

 

 

 

 

 

 

 

 

 

5 – EXTREMELY SATISFIED 62.6   

4 – SATISFIED 28.8   

3 – NEUTRAL 5.9    

2 – DISSATISFIED 1.4  

1 – EXTREMELY DISSATISFIED 1.3 

 

Please provide any additional comments or suggestions about your experience with 

telehealth. 

 My counselor was always available calling me weekly. 

 Thank You all for helping me with my recovery. 

 I prefer all services over the phone. 

 It makes it easier for me due to my health issues also transportation issues to have telehealth 

communication especially with the corona-virus risks. 

 Everything is good about it-it's a win win especially for my job. I hope it never go backwards. 

 There is nothing wrong with doing things over the phone, I just prefer to do things in-person. 

 I enjoy telehealth because I am not putting myself and my family at risk. 

 I prefer telehealth counseling especially when I got ill and could of stay home. I don't have to catch 

buses especially while I was sick. 

 I prefer telehealth for now due to my illness but I enjoy face to face with my counselor 

 Program Service is helping a lot 
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 My experience is having a good counselor helps me through some of the difficult times in my 

recovery through tele health counseling. 

 I have a counselor who I respect and he help me in my recovery 

 I prefer telehealth until the pandemic is over. 

 This is easier and I'm comfortable to the counselor. 

 Telehealth is working for me but I also love face to face counseling too. 

 I think counseling telehealth is good for me. 

 My counselor is helpful and counseling sessions weekly are awesome 

 The convenience of it is good. 

 People that's doing good that they do not cut down on the bottles. Reward patients for doing the 

right thing with their treatment. Not coming down to the clinic often has cut down on the stress. 

Telehealth services has been a big help. 

 It's been a positive experience. It's such a convenience for the disabled when unable to stand or 

wait for services at the clinic. 

 I have very good communication with my counselor by telehealth but I prefer in person counseling. 

 Is convenience more through telehealth to avoid health risk due to the coronavirus. 

 I wish they continue it. 

 I am so happy and comfortable with this experience and my counselor 

 It makes it easier for me due to me having a hard time getting around. 

 It is very convenient and I feel that it puts you in a more positive direction because you can talk to 

the counselor more. 

 I would prefer telehealth beside I don't want to put myself at risk. 

 Tele health is fine up to a point. I strongly believe that having face to face interactions with not 

only the councilors but with other recovering clients. Because one of the biggest threats to recovery 

/ to cause relapse is isolationism. Thank you for allowing me to express my informed opinion. 

overall, its' proven to be beneficial to my recovery 

 It helps especially on days I’m not feeling good due to medical issues and also when I don’t have 

anyone to watch my daughter. 

 is been very helpful and the program had help us not feel like we can’t reach out to them in any 

situation and I am glad and thankful for everything they done to help us 

 I absolutely love TELE-HEALTH services , it really helps me around my work schedule and my 

rides , I have to depend on people to take me here every day so tele health services have really 

helped me a lot . I would suggest every clinic outpatient places to use tele health services its really 

great 

 telehealth is good for those who work full time jobs and take public transit like myself because it 

allows me to not miss my sessions when it's difficult to get to program 

 Telehealth has made it easier to get appointments done especially when it is difficult to make it to 

the building. It has been a big help being able to do them over the phone. 
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 On occasion have problems with internet and connection issues which sometimes interrupt with 

our session. 

 My counselor is very helpful and makes sure I’m updated on what I need for my recovery. 

 We should continue doing our groups via tele-health as it makes things easier to attend 

 We should keep using this for now on it's great a lot easier to attend classes I can tell my classes on 

the go as more convenient I like this much better than going in person and I'm being safe at the 

same time I think everybody should be using this program 

 I wish we could have our urine delivered to us 

 I'm not a fan of the tele health experience. I had problems with my phone and instead, I come to the 

program to use their computer. But I'm just a very visual and on the spot learner, even though I 

can see with the tele health, it's just not the same as in person for me and I don't like it. 

 You enjoy the telehealth services but I miss in-person instruction. 

 It has and is a very positive and productive tool that allows me to grow stronger in my recovery. 

Overall it’s been a very helpful insightful tool. 

 I have a great counselor so she made everything run so smooth and I didn't even feel like there was 

any difference between online and in person 

 I’m extremely satisfied with my Counselor and the way she makes me feel like I can trust her with 

my Issues 

 I really appreciate this service I don't have a car so getting there and back was not always good 

with the weather waiting on bus ,or even getting there at all and I feel safe the group rooms way 

too small w too many people at one ,they r doing very well with this situation and tele health 

 I didn't think I would prefer it this way by Telehealth, but it made me feel safe because of COVID 

and from exposure to other people who might have the virus. I got all the links to resources I need 

and the support is great, and I am doing much better being in treatment and able to get what I 

need. There are so many resources by Telehealth. 

 I have had nothing but a positive experience with tele health. I actually feel more comfortable 

opening up to my counselor and peers through the tele health groups. I greatly appreciate this 

opportunity because of the health risks and am strongly hoping to be able to continue my care 

through tele health, just like I am able to with all of my other medical providers. 

 I’m always taking good care of myself and my family. I try to be as safe as I can. Thank you for 

everything. 

 Wonderful alternative to healthcare services. I have been very pleased. 

 It has been very easy and convenient during recent times and would encourage to continue its use. 

 Tele health is a very effective and SAFE way to get the help I need for continuing my recovery. I 

believe most people on the program would agree that we all would much rather continue with the 

phone zoom group meetings rather than go back to the “in-person” style of groups inside the 

building. Tele health has been very effective in helping with my groups recovery and I feel there is  
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no need to change back to the old way at this time. Let’s all do the best we can to continue to stay 

safe during these strange times. Thank you. 

 The tele health services have been such a great addition to my Care during covid. I actually feel like 

it is very easy to speak with and also to do my one-on-one sessions with my counselor this way. 

The amount of time with my counselor is the same as in person, but it is much easier and safer 

during these tough circumstances. I prefer tele health services at this point, and strongly commend 

the hard work my counselor has been putting in to give me the utmost care during these last few 

months, while having to complete their tasks with all of her clients! Thank you for giving me the 

best care and your attention and help whenever I have had to reach out! 

 I think using telehealth has improved my recovery on made it much easier to get things done that 

needs to get done 

 I can get ahold of my counselor with no problem I haven't had any problems with the system 

 The phones provided by the program have been very helpful 

 Tele health has made it easy to continue my counseling services. 

 


