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Executive Summary 
Teladoc conducted a comprehensive, collaborative, claims-based study with a 
large health plan partner organization to determine the impact on the cost of care, 
utilization of medical services in high-cost settings, and outcomes. Through a 
combination of claims data, comprehensive case data, and metadata extracted 
from each case, the study compared the members’ original treatment plan with 
expert recommendations delivered through Teladoc’s Complex Case Consult 
service. The findings showed a significant drop in the cost of care for the health 
plan by reducing the utilization of acute services such as hospitalizations, visits to 
the ER, and surgeries, resulting in better outcomes.
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Critical results identified include:

A 25-34 percent reduction in the utilization of acute-care and high-cost settings. 

97 percent of the health plan savings were realized within the first six months of the expert review.

83 percent of patients elected not to have surgery following consultation with their treating physician 
about choosing the best care path based on information provided in the expert review.

In 87 percent of the cases reviewed, members overwhelmingly followed the experts’ recommendations  
by adhering to the guidance provided.

Roughly $39,000 in savings were realized in cases when members followed the expert 
recommendations. For those members who did not follow the expert recommendations, the cost  
of care was on average five times greater.

What is the Complex Case Consult service?

Complex Case Consult service is one of a family of Expert Medical Services offered by Teladoc. With a focus 
on high-quality outcomes, these services are designed to match cases–based on the complexity and urgency 
of each case–to clinical pathways, optimizing the application of clinical expertise and resources.

A proven, integrative process, this service augments a health plan’s case management strategy to provide 
comprehensive clinical case reviews and assessments by the nation’s top clinical Best Doctors Experts for 
members with highly complex cases.  

The Complex Case Consult complements the physician-patient relationship by aligning with the members’ 
need to make informed medical decisions with the support of an integrated care team. As a collaborative 
service, the expert review also strengthens the payer-provider relationship by expanding treating physicians’ 
capabilities, especially within highly specialized areas of medicine.

Brief Findings and Results

In this study, Teladoc demonstrated the value of its expert review service, Complex Case Consult, by showing 
a direct correlation between adherence to the experts’ recommendations and a reduction in the cost of care 
with lower utilization of medical services in high-cost settings.  Complex Case Consults resulted in better 
pathways to improved health outcomes for members.

The ongoing partnership between Teladoc and the health plan partner is expected to enable predictive 
identification and the ability to match complex cases to clinical pathways for deriving additional value.
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• Low Back Pain

• Cervical Disc Disease

• Shoulder Arthroscopy

• Benign Uterine Condition

•  Degenerative Joint Disease 
of the Knee

• Shoulder Replacement

• GERD

• Chronic Sinusitis

• Carpal Tunnel

• Early Stage Breast Cancer

•  Degenerative Joint Disease 
of the Hip

• Atrial Fibrillation

• COPD

•  Stable Angina/Coronary Artery Disease

• Multiple Sclerosis

• Diverticulitis

• Obesity-Bariatric Surgery

• Irritable Bowel Syndrome

• Carotid Artery Disease

• Gallstones

•  Enlarged Prostate 
(Benign Prostatic Hyperplasia)

• Lupus

• Crohn’s Disease

• Lyme Disease

• Ulcerative Colitis

Scope and Methodology

Volume of Cases: 
The study evaluated 989 cases, of which 297 met the criteria for study eligibility, specifi cally for the 
following timeframe: one year prior to expert review to one year following expert review.

Eligibility Criteria:
Individuals were considered eligible to participate in the study if they 1) completed an expert review 
and 2) had suffi  cient claims data to measure the individuals’ patterns one year prior and one year 
following the expert review. 

Timeframe:
Case inclusion criteria for study consideration met these conditions:
• Claims–Incurred and paid from 10/01/2012 to 3/30/2017
• Cases–Closed from 10/01/2013 to 9/30/2016

Condition Types:
Each case within the study was unique. In the sample of members who met study criteria, there were 
25 types of conditions, including:

The Complex Case Consult makes the process of treating 
complex cases much more effi  cient and manageable. 
Once we have this service that gives us an expert opinion, 
along with all the data in hand, we can get the patient 
treated much more quickly and have a better outcome in 
a shorter period of time.           Primary Care Physiciana shorter period of time.           a shorter period of time.           
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Conclusion
One commonly asked question is if the fi nancial investment for Teladoc’s expert 
review service–Complex Case Consult–can be realized despite population turnover 
and member compliance challenges. 

This study revealed that Teladoc’s health plan partner realized 97 percent of their 
fi nancial savings within the fi rst six months of the expert review, and that the savings 
were attributed to a reduction in acute services such as hospitalizations, visits to 
the ER, and surgeries. Shortening the pathways to better health also resulted in 
improved outcomes for health plan members.

Learn more about Teladoc’s Complex Case Consult service  
engage@teladoc.com | teladoc.com/businesses | 1.844.798.3810
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Outcomes are critical. Showing a clear and instant ROI—
97 percent within the fi rst six months—sets services like this 
apart. The beauty is that we are seeing an ROI immediately, 
without a typical multiyear lag, which is incredibly benefi cial for 
our health plan to help bring costs down.       Vice president of a large health planour health plan to help bring costs down.       our health plan to help bring costs down.       


