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INTRODUCTION

The COVID-19 pandemic in Puerto Rico has changed the way of health 
care is provided. To prevent the spread of the disease and effectively 
manage the crisis, health services have to use virtual communication 
tools to manage the health of their patients. Federal health agencies 
have facilitated this transition by amending the regulatory framework 
and payment rules to support the implementation of telehealth, but 
much remains to be done for its effective implementation. Above all, we 
need to focus on assessing patients’ needs to design and adequately 
execute the telehealth programs.

In order to know which telehealth services will be most effective in a 
population, we must complete studies focused on patients’ readiness, 
capabilities and needs. However, so far there is no complete tool that 
collects and evaluates these aspects in order to integrate patients into 
telehealth programs. With this in mind, Impactivo, LLC, conducted an 
extensive literature review of telehealth readiness tools and created the 
Impactivo™ Virtual Health Readiness Assessment for Patients for the 
Puerto Rican population by adapting the content of various tools and 
following best practices implemented in telehealth programs nationwide.

Our tool has multiple objectives: 

1. collect data on the population’s readiness, capabilities and needs to 
benefit from a telehealth program,

2. guide health service providers on how to use personalized 
communication strategies in the most efficient way in order to 
provide continuity of care to their patients,

3. facilitate the implementation of telehealth programs to support 
patients, especially those at high risk, during the COVID-19 
emergency and

4. evaluate patients’ resources to stay healthy at home.
 

The tool is designed to support health service providers with individualized 
information from each patient in order to develop care strategies 
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aligned to their patient’s needs. The information collected also serves 
the purpose of supporting the effective implementation of telehealth 
programs in order to increase access to alternatives to address patients’ 
health conditions even with the limitations imposed by the COVID-19 
emergency in Puerto Rico, develop workflows that support providers 
amidst new regulations and maximize the financial sustainability of 
medical practices and clinics.
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METHODS

Impactivo, LLC conducted an extensive literature review of tools to 
assess how ready patients are for telehealth services and created the 
Impactivo™ Virtual Health Readiness Assessment for Patients to 
assess patients’ needs and capabilities to access their health services 
while facing challenges caused by the pandemic. This tool was used 
to carry out a representative survey of 95% of the population of Puerto 
Rico on Facebook, with a sample of 385 participants over 18 years 
of age. Therefore, this survey only represents the perspectives of 
people who have access to social media. The survey was distributed 
through social media and was available from April 5 to May 5, 2020.
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MAIN FINDINGS 

The majority of participants understand that they are and/or someone 
living in their home is in one of the high-risk categories for COVID-19 
complications (79%). The profile of people at high risk is broken down as 
follows: over 65 years (55%); chronic lung disease or asthma (42%); other 
serious conditions (49%); cardiac conditions (16%); immunocompromised, 
including cancer treatment (15%); and severe obesity (13%). This is a 
good indication of how willing respondents are to place themselves 
in situations where they may feel they are at high risk for COVID-19 
infection.

Do you understand that you are and/or someone living in your home
is in one of the high-risk categories for COVID-19 complications?

NO
21%

YES
79%

Figure 1. Percentage at risk of developing severe complications due to COVID-19 
infection among participants.

If there is someone in your home that is in a high-risk category, select all of the categories
that apply to you and/or someone that may live in your home
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Figure 2.  Breakdown of health conditions of patients at high risk of developing 
complications from COVID-19 among the surveyed group.
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Participants report that the methods they have used to communicate 
with their doctors and health service providers in the last year have been 
mostly in-person appointments (92%) and phone calls (49%). Some have 
also communicated by text messages (17%) and emails (11%). A minority 
report having communicated through telemedicine (7%) or a patient 
portal (6%). This is indicative of a population that has had little access or 
experience prior to using telehealth for their medical care. 

In the last year, what method have you used to communicate with your
physicians and/or health services providers?
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Figure 3. Communication methods used by medical teams with those surveyed in 
the last year.

Following the COVID-19 emergency, participants reported that the 
methods that their doctors and health service providers offer to 
communicate with them are telephone calls (67%), telehealth (23%), text 
messages (19%), emails (16%) and patient portals (8%). However, 37% of 
participants who report that their doctors and health service providers 
still make in-person visits. It is important to note that patients have limited 
knowledge of physicians who are providing telemedicine services.
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What methods do your doctors and/or health service providers
offer to communicate with you?
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Figure 4.  Communication methods currently offered to participants by their medical 
teams. 

The majority of participants (66%) understand that telehealth would 
be a useful tool to communicate with their doctors and health service 
providers during the COVID-19 emergency. However, only 7% of 
respondents reported using telehealth as a method to communicate with 
their doctors and health service providers in the past year. In addition 
to telehealth, participants reported that the communication methods 
that would be most useful to them during the COVID-19 emergency are 
telephone calls (84%), text messages (43%) and emails (39%).

What communication methods would be the most useful to help
you to communicate with your doctors and/or health services

providers during the COVID-19 emergency?
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Figure 5. Most useful methods to communicate with your medical team according 
to the respondents.
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The vast majority of participants surveyed (93%) reported having internet 
access at home through their cell phone (84%), Wi-Fi (64%), or mobile 
data plan (26%). Of these, a large majority prefer to use a smartphone 
(95%) to access the internet instead of a computer (67%) or a tablet 
(41%). Additionally, many of the participants (83%) reported that they 
have unlimited data access and that they know how to use their cell 
phone or computer to communicate with someone while seeing each 
other face to face (93%). To do this, participants reported mainly using 
WhatsApp (87%) and other applications such as FaceTime (57%), Zoom 
(47%), and Skype (32%).
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Figure 6. Evaluation of the accessibility of the participants to an internet connection, 
technological equipment, technical capabilities and tools at their disposal to virtually 
communicate with their medical team.
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The majority of participants surveyed reported being very comfortable 
(72%) using the internet to communicate with their medical team, 
although this means that more than a quarter of respondents are still 
not entirely comfortable with the option. However, 90% of participants 
confirm that they would connect online with their medical team if they had 
help connecting. Almost all participants like the idea of communicating 
with their medical team through their phone, tablet or computer (95%) 
and would use the telehealth service if it were available (98%). However, 
68% of those surveyed do not know how to get a doctor who can attend 
to them through telehealth.
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Figure 7. Participants’ readiness to use telehealth as means of communication with 
their medical team.

There are several options for medical teams to communicate with 
their patients to care for their health. Participants report that the best 
synchronous ways vary between phone calls (voice only - 85%), virtual 
face-to-face visits over the internet (74%) and by text messages (65%). 
Many participants are also willing to communicate asynchronously 
through emails (52%) or chats (43%).
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What is the best way for your medical/health team
to communicate with you to talk about your health?
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Figure 8. Communication method preference of the participants for their integration 
into telehealth.

The survey was carried out on adults over 18 years of age, with the vast 
majority of respondents being between the ages of 35 to 74 years (84%). 
A more detailed breakdown: 18 and 24 years (2%); 25 and 34 years (7%); 
35 and 44 years (16%); 45 and 54 years (22%); 55 and 64 years (23%); 65 
and 74 years (24%); 75 years or older (7%).
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CONCLUSION

The advance of effective communication interventions during the 
COVID-19 emergency must be focused on a population’s needs. 
Currently, many people are anxious that they can become infected or 
have not gained access to their health centers, which creates additional 
complications in managing their health conditions. It is essential that 
health centers have access to data on their population such as that 
which can be collected with the Impactivo™ Virtual Health Readiness 
Assessment for Patients in order to design and execute effective 
strategies for the management of their patients. Without access to this 
type of tool and the data collected through it, health centers will have 
difficulty implementing initiatives to guide their communities about 
telehealth, its methods and processes, and more generally, the successful 
management of their patients during the COVID-19 emergency.

Communication is essential to guide patients about telehealth. It is 
essential to develop data-driven communication plans to guide our 
patients on how to use telehealth and give continuity to the health 
services of our population. However, before we can develop these 
communication strategies, we need to know more information about 
patients’ readiness, capabilities and needs to be able to join a telehealth 
program.

The results of the survey validate that there is a large part of the 
population willing to use telehealth services. The biggest obstacle 
to adopting this form of care is the lack of information about how to 
access medical services through telehealth to manage their conditions. 
With information gathered through the Impactivo™ Virtual Health 
Readiness Assessment for Patients, health care providers can implement 
personalized strategies for effective communication with their patients in 
order to provide support during the COVID-19 emergency.

It is important to note that the results of this survey only include people 
who use social media. Therefore, people who do not have access to the 
internet or do not use social networks were not surveyed. It is precisely 
these that potentially could be even more vulnerable at this time and 
need more guidance on the options available to continue their medical 
care. Additional and complementary strategies must be developed in 
order to identify and attend to this population so that they can continue 
to provide support during this emergency.

It is essential that health care providers and health centers have access 
to additional data from their patients to evaluate, design and execute 
telehealth initiatives in the population they serve. The Impactivo™ 
Virtual Health Readiness Assessment for Patients is a tool that, for the 
first time in the United States, allows the collection and analysis of data 
at the population level to provide resources and support to providers 
and health centers in the implementation of their telehealth. Specifically, 
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the tool is designed taking into account the current limitations imposed 
by the COVID-19 emergency, but it can be adapted in the future to 
provide support for the management of chronic diseases, among others, 
through telehealth.

Impactivo is available to tailor this tool to the specific needs of your 
practice and to provide you with additional information about our 
services and how to integrate the Impactivo™ Virtual Health Readiness 
Assessment for Patients into your practice. This tool is even more effective 
with the use of the Impactivo™ Virtual Health Readiness Assessment 
for Clinics which is designed to optimize clinic workflows with a focus on 
their effectiveness, efficiency and profitability. Together we will be able 
to maintain the continuity of health services for our patients during this 
pandemic.
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