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Abstract

Background: The use of telemedicine has increased dramatically through the COVID-19 pandemic. While data are available
about patient satisfaction with health care through telemedicine, little is known about the immigrant patient experience.

Objective: We investigated whether immigrant patients would prefer in-person visits and have higher ratings for interpersonal
communication during in-person rather than telemedicine visits. We hoped to identify the reasons behind immigrant visit preferences
and consider these reasons to guide suggestions for more equitable use of and accessto visit options.

Methods: Overall, 270 patients including 122 immigrants and 148 nonimmigrants were seen by 4 internal medicine providers
in either an in-person (n=132) or telemedicine (n=138) university practice setting. Immigrants were defined as having been born
outside of the United States. Patients were queried between February and April 2021 using an adaptation of apreviously validated
patient satisfaction survey containing standard questions developed by the Consumer Assessment of Healthcare Providers and
Systems Program. Patients seen via in-person visits completed a paper copy of the survey. The same survey was administered
by afollow-up phone call for telemedicine visits. Patients surveyed spoke English, Spanish, or Arabic and were surveyed in their
preferred language. For televisits, the same survey was read to the patient by a certified trandator. The survey comprised 9
guestions on a 5-point Likert scale assessing satisfaction under the categories of accessto care, interpersonal interaction, quality
of care, and next visit preference. An additional write-in question assessed reasons for subsequent visit type preferences. Survey
guestion responses were compared with paired t tests.

Results: Acrossboth immigrant and nonimmigrant patient populations, satisfaction with perceived quality of carewas universally
high regardless of visit type (televisits: P=.80 and P=.60; in-person; P=.76 and P=.37). During televisits, immigrants were more
likely than nonimmigrantsto feel that providers spent sufficient timewith them (P<.001). Different perceptions were noted among
nonimmigrant patients. Nonimmigrants tended to perceive more provider time during in-person visits (P=.006). When asked to
comment on reasons behind subsequent visit preference, nonimmigrant patients prioritized convenience, whereas immigrants
noted the telemedicine advantage of not having to navigate other office logistics.

Conclusions: While satisfaction was quite high for both telemedicine and in-person visits across immigrant and nonimmigrant
populations, significant differences in patient priorities were identified. Immigrants found televisits desirable because they felt
they spent more time with their providers and were able to avoid additional office logistics that are often challenging barriers for
non-English speakers. This suggests opportunities to use information technology to provide cultural and language-appropriate
information throughout the in-person and telemedicine visit experience of immigrants, such as assistance with call-in scheduling,
appointment reminders, and portal access. A focus on diminishing these barriers will help reduce health care inequities among
immigrant patients.

https://www.iproc.org/2023/1/e39449 iproc 2023 | vol. 9| €39449 | p. 1
(page number not for citation purposes)


mailto:slevine@uchc.edu
http://www.w3.org/Style/XSL
http://www.renderx.com/

IPROCEEDINGS Guptaet al

Conflictsof Interest: None declared.

(iproc 2023;9:€39449) doi: 10.2196/39449

KEYWORDS
telemedicine; immigrant patients; patient satisfaction

Edited by SPagoto; thisisa non—peer-reviewed article. Submitted 10.05.22; accepted 22.12.22; published 01.02.23.

Please cite as:

Gupta R, Levine S, Alkwatli K, Weinstock C, Almoushref A, Cherian S, Feterman Jiminez D, Cordero Baez GN, Hart A
Telehealth Perceptions Among US Immigrant Patients: Cross-sectional Sudy Within an Academic Internal Medicine Practice
iproc 2023;9:€39449

URL: https://www.iproc.org/2023/1/e39449

doi: 10.2196/39449

PMID:

©Richa Gupta, Susan Levine, Kenda Alkwatli, Clara Weinstock, Alla Almoushref, Saira Cherian, Dominque Feterman Jiminez,
Greishka Nicole Cordero Baez, Angela Hart. Originally published in Iproceedings (https://www.iproc.org), 01.02.2023. Thisis
an open-access article distributed under the terms of the Creative Commons Attribution License
(https://creativecommons.org/licenses/by/4.0/), which permits unrestricted use, distribution, and reproduction in any medium,
provided the original work, first published in Iproceedings, is properly cited. The complete bibliographic information, alink to
the original publication on https://www.iproc.org/, as well as this copyright and license information must be included.

https://www.iproc.org/2023/1/e39449 iproc 2023 | vol. 9| €39449 | p. 2
(page number not for citation purposes)

RenderX


http://dx.doi.org/10.2196/39449
https://www.iproc.org/2023/1/e39449
http://dx.doi.org/10.2196/39449
http://www.ncbi.nlm.nih.gov/entrez/query.fcgi?cmd=Retrieve&db=PubMed&list_uids=&dopt=Abstract
http://www.w3.org/Style/XSL
http://www.renderx.com/

