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A new era in mental health 
care delivery
Is mental health care having a moment 
or a breakthrough?
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Before the pandemic, nearly one in five U.S. adults (47 million) reported having any mental illness.1 One in  
10 adults reported symptoms of anxiety and/or depressive disorder.2 However, by July 2020, several months  
into the pandemic lockdown, a Kaiser Family Foundation Health Tracking Poll found that 41% of U.S. adults  
had reported symptoms.3

With mental health care already being critical, the COVID-19 pandemic saw a surge in demand for services  
and pushed the need for optimal care, including effective digital solutions and virtual options for mental  
health care delivery into sharp focus. 

Consumers have embraced virtual mental health care 

A survey commissioned by Teladoc Health4 showed the acceptance of virtual and digital delivery for mental  
health care was high. 94% of respondents who sought mental health support through virtual visits rated  
their experience as good or very good/excellent. These percentages were nearly identical to results from 
respondents who received in-person visits.

The COVID-19 pandemic fundamentally 
altered relationships and once-reliable life, 
work, school and home routines. More 
than ever, Americans have turned to virtual 
mental health programs during this time.

Mental health service experiences among those with mental health concern(s) who sought support

Mental Health Support Seekers give nearly identical high ratings to their virtual 
and in-person care experience
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In-person visits with a mental 
health professional

Virtual visits with a mental 
health professional

https://www.kff.org/other/state-indicator/adults-reporting-any-mental-illness-in-the-past-year/?currentTimeframe=0&sortModel=%7B%22colId%22:%22Location%22,%22sort%22:%22asc%22%7D
https://www.cdc.gov/nchs/data/nhis/earlyrelease/ERmentalhealth-508.pdf
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Members aren’t sure where to start and struggle with self-diagnosis 

Mental health needs fluctuate in type and magnitude over time and the need for treatment is episodic.  
For people who need help, finding the right type of care can be an enormous challenge. Most treatment  
options require self-diagnosis, which is both critical to get right and difficult for the average consumer without 
professional intervention. For example, a person with trouble sleeping might self-diagnose insomnia, but  
may have underlying depression or anxiety, requiring a different treatment and level of care. These care 
complexities can be hard to recognize.

The public might be more willing than ever to use digital/virtual mental health options, but when it comes to care, 
one size does not fit all. “There is tons of data that shows people can use apps, websites and other digital resources 
on their own, to get some sort of clinical benefit,” said Dr. Julia Hoffman, licensed clinical psychologist and head of 
mental health strategy at Teladoc Health. 

Not only is virtual mental health support a positive and welcome experience for most, it has also been shown  
to be effective. More than 90% of respondents reported some improvement or significant improvement/
breakthrough as a result of their virtual mental health visits during the COVID-19 pandemic. 

Effect of virtual mental health visits during the COVID-19 pandemic

61% agree that it’s hard to know  
where to start to get care for 

mental health concerns

56% agree that they know they have a 
mental health concern, but they’re not 
sure what their actual diagnosis will be

Mental health service outcomes among those with concern(s)

39.5%

92%

Significant improvement/
breakthrough

Some improvement
52.5%

The question is: How do we move the field from its infancy to address 
the real mental health needs of the whole nation?
Dr. Julia Hoffman, licensed clinical psychologist and head of mental health strategy at Teladoc Health
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We’ve seen growth in digital mental health access 
across every age group and every gender, in every 
sort of industry.

Younger generations are breaking barriers

Several factors are pushing us past barriers to seeking mental health care in general, and specifically digital  
and virtual mental health care. Workforce demographics are a major factor.

“Millennials have had a rough go,” said Dr. Hoffman. Millennials have less economic stability than previous 
generations and were struggling with mental health “at a previously unimagined scope” even before the  
pandemic. Luckily, they are willing to engage: Millennials and Generation Z exhibit high levels of acceptance  
of mental health care, and they expect their employer-provided health insurance will help them address  
their mental health needs.

Virtual-digital mental health options help reduce stigma

Younger workers aren’t alone in seeking help online, Dr. Hoffman added. Workers of all ages, forced to work  
at home, have become more familiar with technology out of necessity, and are more willing to use it for a  
wide array of tasks. 

“We’ve seen growth in digital mental health access across every age group and every gender, in every sort  
of industry. A big piece of it is that we are providing stigma-free alternatives to care. People don’t want to sit  
in the waiting room. They don’t want to show up to the mental health clinic. They don’t want the therapist’s 
voicemail on their phone.” Dr. Hoffman said.

Reluctance to engage with employer-provided mental health care 
benefits has historically contributed to underutilization of available 
services, but the pandemic appears to have shifted this somewhat. 
Whether it was the ubiquitous shared experiences, the public airing  
of challenges in various venues, or the necessity of enhanced  
employer-, school- and community-based support, willingness to 
engage changed dramatically. 

Over 80% of Teladoc Health survey respondents who sought care  
said they are comfortable using mental health services offered  
through their employer. 

81% of Mental Health Support 
Seekers* are comfortable using 
mental health resources offered 

through their employer

* Mental Health Support Seekers are individuals 
who may or may not be diagnosed with 
mental illness; however, they are looking for 
additional mental health resources.
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Tech and behavioral science drive engagement 

Improvements in digital mental health tools and apps are also driving higher usage and acceptance rates.  
Artificial intelligence (AI) and analytics enable apps to continually personalize care as the user provides more 
information. Most digital options are accessible from any smartphone or computer with an internet connection.

That immediacy is important. Digital mental health care enables patients to address problems as they are 
happening,5 and communicate quickly with an app or provider when an issue comes up. They don’t need  
to wait for a scheduled office visit. 

However, the survey showed a variety of new options can make it difficult for care seekers to find the right  
care at the right time, or even to know where to begin. Most respondents agreed. Nearly 70% of respondents 
reported that using multiple websites/mobile apps/virtual care platforms would be difficult or overwhelming. 

The maze of virtual mental health options can make 
it difficult for care seekers to find the right care at 
the right time, or even to know where to begin. 

Many people 
aren’t sure how 
to access the 
right care for their 
needs
Among those with mental 
health concerns who sought 
support, 69% think that 
it would be difficult or 
overwhelming to use multiple 
websites, mobile apps and 
virtual care platforms to address 
their mental health
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The limitations of self-service apps 

Self-service digital mental health apps can be helpful, “but there is a world of point solutions out there and a 
massive amount of investment that is still going into digital mental health. It’s an indication to me of the level of 
desperation,” said Dr. Hoffman. “The industry understands they don’t have the right solutions yet. The issue with 
point solutions is that you have to start small. And unfortunately, starting small doesn’t really work all that well with 
mental health.” 

The reason? “Mental health is tricky. It’s episodic. People more often have more than one condition going on at the 
same time that can overlap and impact others,” she said. And those with mental health concerns don’t necessarily 
know if they have a condition at all, or what that condition is:

“Is it social anxiety, or is it generalized anxiety? Is it a specific phobia? Most people have no idea,” Dr. Hoffman said. 
“In the process of choosing a consumer app, people are expected to craft their own treatment plan, which  
is especially unrealistic.”

Despite many options to access care, people have a hard time navigating when to use virtual or digital solutions 
versus traditional models of care. 

People seeking help want a consolidated experience

Survey respondents believe a unified approach to digital and virtual care is the best approach for self-management 
of mental and physical health. Having the right care at the right time and continuing that care has helped mental 
health care seekers weather the pandemic. 

Most Mental 
Health Support 
Seekers prefer 
a single, unified 
experience
Among those with mental 
health concerns who sought 
support, 78% prefer a single 
app for self-management of 
physical and mental health
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myStrength Complete: A full spectrum of mental health support 

Teladoc Health’s myStrength Complete, an integrated mental health service, provides personalized, targeted 
care to members in a single, comprehensive experience. myStrength Complete’s proprietary stepped-care 
model combines a “digital front door” of app-based tools and coaching expertise with Teladoc’s therapists 
and psychiatrists, ensuring individuals get the level of mental health support care they need at their fingertips, 
whenever they need it.

The service uses a “macro-personalization” process at the front end of the user experience and continually 
throughout. Clinical assessments measure the member’s symptoms, but the system also considers member 
priorities, self-reported needs, stressors and goals, and also looks at “passive behavior,” such as what information 
the member accesses within the app, said Dr. Hoffman. 

“The macro-personalization engine suggests the right step and type of care and the right focus for your care  
to begin with,” she said. “Then the micro-personalization occurs over time. It’s the engine that’s continuously  
saying, ‘today, this is what you should be looking at based on what we think is going on for you.’” 

myStrength Complete is a direct response to what  
is not working in mental health care in this country. 



The time is now for comprehensive mental health care

myStrength Complete enables mental health seekers to get the right care at the right time, virtually or  
digitally through their health plan or their employer. “We’ve all spent the past year on Zoom, so we get it now,”  
Dr. Hoffman said. “People who were sort of trepidatious before, have seen that it’s actually incredibly effective  
and beneficial.” 

And, by partnering with the virtual primary care team, Teladoc Health’s Primary360 service makes it possible  
to utilize mental health care to address other underlying issues, Dr. Hoffman said. “We’ve been working to create  
a porous boundary between services, so we can meet people exactly where they are — not just in general, but  
in a specific moment. 

“When you need therapy with a Teladoc provider, we will connect you. And when you’re done with your session,  
you can come on back to the app, because we’ll provide you with all the mindfulness tools and in-the-moment  
coping strategies you need,” she said. 

Not just a moment: A breakthrough 

People have turned to virtual and digital mental health care more than ever before to get through the pandemic.  
Is this the new normal for mental health care delivery, or is it a temporary byproduct of closed offices and  
stay-at-home orders? 

There is evidence to suggest that virtual and digital mental health care delivery is not merely having a moment. 
The need for care won’t disappear with the end of the pandemic, say experts at the Substance Abuse and Mental 
Health Services Administration.6 Many practitioners, as well as patients, have gotten more comfortable with online 
and virtual mental health care, and say they will continue to provide it in the future.7 

Pandemic-driven digital mental health care access “has given us an opportunity to have a new conversation  
that I hope will stick with us,” said Dr. Hoffman. “I hope that once we’re all past this current moment, we’ll hold  
on to that recognition that it’s okay for people to seek care or to acknowledge they need help.” Teladoc Health  
is here to provide that help.
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LEARN MORE: TeladocHealth.com | engage@teladochealth.com
About Teladoc Health  
Teladoc Health is the global virtual care leader, helping millions of people resolve their healthcare needs with 
confidence. Together with our clients and partners, we are continually modernizing the healthcare experience 
and making high-quality healthcare a reality for more people and organizations around the world.
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