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Overview 
Approximately 40 million adults in the US live with chronic MSK pain,1 and one in two adults will report an 
MSK condition annually.2 Traditional models of care are struggling to keep pace, with only ~20 percent of 
MSK patients being referred to therapy, ~40 percent never seeking care, and the rest ending up in other 
service lines, creating capacity and cost issues in these more resource-intensive areas.3 Even the 20 
percent who do get referred face an additional access problem as the average wait time to see a physical 
therapist is 30 days.4

At the same time, consumer expectations have shifted toward a desire for personal connection and 
convenience. While both in-person and fully digital PT can be effective in achieving these goals, both have 
limitations. Hybrid care offers a more flexible approach, which opens the door for more patients to be 
seen and treated. 

•	 Why the growing consumerization of healthcare has left both traditional ‘in-person only’ and ‘virtual 
care’ models behind

•	 How hybrid care helps organizations stay ahead of these trends, while optimizing care in both fee-for-
service and value-based care models

•	 How Medbridge Pathways can help you stand up a hybrid care program from day one to reach more 
patients and streamline care
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The consumerization 
of healthcare

     85% 

85 percent of patients 
believe personalized care  
is important.5

Consumer expectations have changed in nearly every single facet of 
our daily lives. Whether it's a rideshare to the airport, ordering Thai food 
off an app, or having an office chair delivered to your doorstep within 
two days, people want consumer experiences that are fast, convenient, 
and personalized. 

Healthcare is currently moving in the same direction, and patients now 
want their healthcare experience to be similarly structured to meet the 
efficiency and personalization of today’s app-enhanced digital culture. 
They want to skip the cycle of phone calls, waiting rooms, and traffic 
and instead have more direct access to care. Patients have shown a 
preference for the convenience of virtual visits, digital platforms, and 
asynchronous messaging, but there is also something special about the 
one-on-one connection patients can have with their clinician. They don’t 
want to lose the personal connection and hands-on treatment that is 
unique to in-person care. Approximately 85 percent of patients believe 
personalized care is important,5 but if the current consumerization 
of healthcare swings too far, we’re at risk of losing the personal 
connection that patients want.

Physical therapy (PT) is an effective, safe, and versatile treatment 
option for MSK conditions.6-7 Evidence shows that both in-person 
PT and digital PT are effective,8 but each care delivery model comes 
with trade-offs. What truly limits each is the inflexibility of these care 
models. In-person care is beneficial for those patients who need or 
have a strong expectation or preference for in-person care. But when 
clinics offer only in-person care, patients face longer wait times, can 
grow disengaged between sessions, and often have trouble making all 
of their appointments—potentially falling behind with their progress. 

Evidence shows that both 
in-person PT and digital PT 
are effective.8
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     73% 

73% of patients miss at 
least one appointment 
during treatment.9

In-person-only care is not the right fit for every patient, and also 
is not necessary for 100 percent of a person’s care plan. We know 
many patients do not finish their plan of care due to financial barriers, 
transportation barriers, and scheduling issues, and 73 percent of 
patients miss at least one appointment during treatment.9 This is most 
acutely felt in rural and underserved areas of the country, where access 
to care is already stretched to the limit, and patients can’t reasonably be 
expected to drive several hours round trip to a PT appointment two to 
three times a week. According to The National Rural Health Association, 
the patient-to-primary care physician ratio in rural areas is only 39.8 
physicians per 100,000 people, compared to 53.3 physicians per 
100,000 in urban areas.10 These ratios are exponentially worse as you 
start to seek specialty care such as pelvic health or vestibular rehab. 

Virtual care is beneficial for many patients because it’s very convenient 
and can be done in the patient’s home environment, solving several of 
the most common barriers to care, like transportation and scheduling. 
But at the same time, fully virtual treatment options don’t allow for 
hands-on assessment and treatment, and often remove the local 
provider from the picture altogether. Fully digital care is not the right fit 
for every patient, and you cannot—nor should you—replicate everything 
virtually. Manual therapy, tactile cueing, and in-depth in-person 
assessments still have their place in patient care. 

But there is a care model that preserves the patient-provider 
connection while scaling the efficacy and accessibility of care to meet 
our modern consumer demand: hybrid care.

The consumerization 
of healthcare

CONTINUED
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Understanding hybrid care

Hybrid care is the combination of in-person care, virtual visits, remote 
monitoring, and asynchronous communication centered around a digital 
platform that helps patients connect with their healthcare provider. 
Hybrid care takes the best aspects from both in-clinic and digital care 
and combines them into a single, highly effective care program. Each 
model’s strengths fill in the gaps left by their counterpart’s weaknesses 
for a comprehensive solution that can help patients across the MSK 
care spectrum. This makes it possible to provide the right level of care 
at the right time (and in the most appropriate care setting!) to match 
a patient’s unique clinical needs and personal preferences. That’s 
why hybrid care is by far the most flexible way to deliver care and the 
most efficient way to provide the best care for each individual patient, 
regardless of their clinical needs or personal preferences. 

Hybrid care works by drawing on technology for virtual sessions, 
patient monitoring and progress tracking, patient education,  
automated reminders, and home exercises while incorporating regular 
in-person care as needed. Virtual care consultations and touchpoints 
can be offered as a standalone option for lower-risk patients or as 
a supplement to in-person care, helping to bridge the gap between 
sessions. Remote monitoring and asynchronous messaging are 
powerful tools to help drive patient engagement by giving patients the 
motivational nudges and clinical troubleshooting support they need 
between visits. These tools also have the additional benefit of being 
more time-efficient for providers, helping them reach and support more 
patients in less time. 

Hybrid care is the most 
flexible and efficient 
way to provide the best 
care for each individual 
patient, regardless of their 
clinical needs or personal 
preferences.
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How does hybrid care fit 
in with fee-for-service or 
value-based care models?

While the overwhelming majority of private 
practices remain in a fee-for-service (FFS) model 
today, the writing is on the wall: The transition to 
value-based care (VBC) is coming. Private practice 
has traditionally been resistant to this change, 
but remember that just ten years ago, hospitals 
and health systems were primarily FFS, too. The 
Centers for Medicare Services has a stated goal 
that by 2030,11 nearly all hospitals and health 
systems will be operating under a VBC model— 
and they’ve made it clear private practice won’t be 
far behind.

Making this change won’t be easy, but if private 
practices are going to remain viable, competitive, 
and appealing for referrals from VBC hospital 
systems, change will be necessary. Luckily, hybrid 
care can set both hospital systems and private 
practices up for success in FFS and help them to 
prepare for a value-based care future.

Employer-Based Contracts & Value-Based  
Care Contracts 

For those already under value-based care 
contracts (or preparing to make the switch in the 
near future), hybrid care helps you scale up your 
care and treat more patients with your existing 
clinical staff. Digital care tools like virtual visits, 
remote monitoring, and asynchronous messaging 
supplement the in-person care you're already 
providing, allowing your clinicians to reach and 
support more patients. Remote monitoring and 

asynchronous messaging also have the benefit 
of being significantly more time efficient than live 
one-on-one care, while still ensuring that patients' 
needs are met.

Because value-based care hinges on improving 
outcomes, VBC models encourage more 
collaboration among healthcare providers. Under 
a VBC agreement, if you receive a referral for a 
patient from a hospital, you’ll have access to their 
valuable quality outcomes data to help your patient 
successfully transition into your care.

What About Fee-for-Service?

For those still in a fee-for-service system, hybrid 
care has you covered too. One of the biggest 
challenges is keeping patients engaged, active, 
and coming back for their entire care plan without 
too many no-shows or drop-offs along the way. 
With the additional touch points and feedback 
mechanisms provided by hybrid care, you can 
drive better engagement between visits, and keep 
patients within your system.

And because it works so seamlessly with remote 
therapeutic monitoring (RTM), you can open 
up a new revenue source and maintain patient 
engagement. Rather than having patients drop 
off from their care plan due to scheduling or 
transportation issues, RTM enables you to provide 
billable real-time care for patients through virtual 
visits when they otherwise might have  
canceled entirely. 
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How to effectively 
implement hybrid care

There are many ways to implement hybrid care in your practice or 
health system. It can start with standing up a virtual care team to help 
facilitate this new mode of patient communication and outreach.

Organizations utilizing hybrid care models should use a dedicated 
case manager to oversee the program and support the work of the 
organization's physical therapists and their connected patients. While 
monitoring remote care doesn't need to be the case manager's full time 
position, it is best practice to ensure there is dedicated time in their 
schedule to manage and check in on patients remotely. Organizations 
can take the opportunity to offer a limited number of flexible "at-home" 
roles, part-time positions or professional ladders for PTAs that will help 
build their experience as digitally-enabled therapists and grow your 
digital services in years to come.  Offering these types of roles may 
attract non-traditional PTs or clinicians who otherwise may not be able 
to work full time or in clinic. For many clinics, this has been a great side 
benefit to opening these new services to patients.

Many of these strategies are covered in our Digital Health Academy, 
which helps break down the barriers to digital care adoption and build 
expertise through quick, practical courses for your clinicians. Instead 
of a one-sizes-fits-all approach, our team of experts created different 
types of education to fit the needs of your staff and organization.

But there are also a few things you can do today to help your clinicians 
get started with hybrid care.

Clinicians are constantly balancing their time to deliver the care their 
patients deserve. Digital care will help them achieve their goals once 
adopted, but if your team doesn’t see the value of digital care, why 
would they spend time learning how to use it in the first place? When 
they understand how these tools will free up more time to spend with 
patients, increase communication, and improve the therapeutic alliance, 
they’ll be more inclined to get on board. 

Level up your care with the 
Digital Health Academy

Break down the barriers to 
digital care adoption and 
build expertise through 
quick, practical courses for 
your clinicians.

https://www.medbridge.com/care/digital-health-academy
https://www.medbridge.com/care/digital-health-academy
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     80% 

80% of patients want 
to interact with their 
healthcare providers using 
a smartphone.12

Ultimately, you know your organization best, as well as which types of 
digital care technology you’ll be using to advance patient care. Provide 
specific details to your staff about the relevant tools they’ll be using so 
clinicians can clearly see the application to their practice.

Next, equip your clinicians for success with their patients. For many 
patients, this might be their first time interacting with hybrid digital 
care tools after decades of receiving traditional in-person care. To 
get patients on board with hybrid care, we’ll need to demonstrate the 
benefits that they’ll receive from digital care, too. When you’re getting 
started, invite your patients to be part of the conversation. Take a 
moment or two to ask the patient about their motivation, and connect 
that motivation to how digital care will help. Then give the patient 
an overview of what to expect from their care plan, and how digital 
care will factor into it. For example, explain how their home exercise 
program will help them progress when they’re between sessions so they 
understand the importance of performing exercises outside of the in-
clinic time. 

How to effectively 
implement hybrid care
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The pathway to hybrid 
care success

Standing up a new hybrid care program in your organization will 
feel daunting at first. Much like rehabbing from an injury, change 
management takes time, a well-structured plan, and consistent follow-
through. But Medbridge has a new platform that can help you stand 
up a hybrid care program from day one and reach more patients with 
hybrid therapy care that improves access, reduces costs, and opens 
new revenue streams: Pathways.

Pathways is our digital musculoskeletal care platform that supplements 
in-person therapy programs with a variety of care pathways that 
provide more efficient, effective, and personalized care. Prescribed 
by a clinician, each Medbridge pathway is tailored to the unique needs 
of each patient and broken into multiple phases that build off each 
other, allowing patients to progress at their own pace as their pain 
decreases and they build strength. Individual phases are focused on a 
set of exercises designed to be completed in 15 minutes or less. Every 
program is reviewed and approved by our medical advisory board, 
which covers a broad spectrum of clinical roles, including physical 
therapists, occupational therapists, physicians, orthopedic surgeons, 
and pain psychologists.

Pathways enables clinicians to reach more patients and provide more 
flexibility for those who struggle with common barriers to care like busy 
schedules, commutes, or high costs associated with copays for multiple 
visits. In addition, because patients get their consultations faster, triage 
is more effective, directing higher acuity patients to the in-person care 
they need earlier in the process, while lower-acuity patients receive 
guidance to get them started on a self-managed or supplemental home 
program. As a result, providers can serve more patients more efficiently, 
and patients get better faster. Plus, patients remain in their local 
healthcare system so they can continue to receive the best possible 
care. When you do this together, it leads to lower overall costs, which 
helps organizations in value-based models.

Pathways puts clinicians 
in the driver seat with the 
tools they need to provide 
the right level of care at the 
right time.
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Conclusion

Our healthcare system is currently undergoing a transformative 
movement, from the regulatory shift to value-based care, to industry 
trends moving to accommodate patients as consumers, and providers 
turning to digitally-enabled tools to adjust to these changes. But even 
as we navigate these complex moving parts to innovate new frontiers of 
care, we have to make sure that we’re not leaving our patients behind. 
The connection between patient and provider is just as essential as 
ever, and hybrid care is uniquely positioned to preserve that therapeutic 
alliance while still meeting the ever-growing demands of the rapidly 
evolving healthcare industry.

References

1.	 Nahin RL, Feinberg T, Kapos FP, Terman GW. Estimated 
Rates of Incident and Persistent Chronic Pain Among US 
Adults, 2019-2020. JAMA Netw Open. 2023. doi: 10.1001/
jamanetworkopen.2023.13563

2.	 American Academy of Orthopaedic Surgeons. "One in two 
Americans have a musculoskeletal condition." ScienceDaily. 
ScienceDaily, 1 March 2016. <www.sciencedaily.com/
releases/2016/03/160301114116.htm>.

3.	 Mose S, Kent P, Smith A, Andersen JH, Christiansen DH. 
Trajectories of Musculoskeletal Healthcare Utilization of 
People with Chronic Musculoskeletal Pain - A Population-
Based Cohort Study. Clin Epidemiol. 2021 Sep 17;13:825-
843. doi: 10.2147/CLEP.S323903. PMID: 34557040; PMCID: 
PMC8455515.

4.	 Initial Treatment Intervention and Average Total Medicare 
A/B Costs for FFS Beneficiaries with an Incident Low Back 
Pain (Lumbago) Diagnosis in CY 2014

5.	 CVS Health: Health Care Insights Study 2022.

6.	 Hutting N, Johnston V, Staal JB, Heerkens YF. Promoting 
the use of self-management strategies for people with 
persistent musculoskeletal disorders: the role of physical 
therapists. J Orthop Sports Phys Ther. 2019;49(4):212-215. 
doi:10.2519/jospt.2019.0605

7.	 Martin S, Tallian K, Nguyen VT, van Dyke J, Sikand H. Does 
early physical therapy intervention reduce opioid burden 
and improve functionality in the management of chronic 
lower back pain? Ment Health Clin. 2020;10(4):215-221. 
doi:10.9740/mhc.2020.07.215

8.	 Peterson Health Technology Institute. Virtual 
Musculoskeletal (MSK) Solutions Assessment Report. June 
2024

9.	 Bhavsar NA, Doerfler SM, Giczewska A, Alhanti B, Lutz 
A, Thigpen CA, George SZ. Prevalence and predictors 
of no-shows to physical therapy for musculoskeletal 
conditions. PLoS One. 2021 May 28;16(5):e0251336. doi: 
10.1371/journal.pone.0251336. PMID: 34048440; PMCID: 
PMC8162651.

10.	 Hing, E, Hsiao, C. US Department of Health and Human 
Services. State Variability in Supply of Office-based Primary 
Care Providers: United States 2012. NCHS Data Brief, No. 
151, May 2014.

11.	 CMS.gov: The CMS Innovation Center’s Strategy to Support 
Person-centered, Value-based Specialty Care

https://jamanetwork.com/journals/jamanetworkopen/fullarticle/2804995
https://jamanetwork.com/journals/jamanetworkopen/fullarticle/2804995
http://www.sciencedaily.com/releases/2016/03/160301114116.htm
http://www.sciencedaily.com/releases/2016/03/160301114116.htm
https://www.aptqi.com/Resources/documents/APTQI-Complete-Study-Initial-Treatment-Intervention-Lumbago-May-2017.pdf
https://www.aptqi.com/Resources/documents/APTQI-Complete-Study-Initial-Treatment-Intervention-Lumbago-May-2017.pdf
https://www.aptqi.com/Resources/documents/APTQI-Complete-Study-Initial-Treatment-Intervention-Lumbago-May-2017.pdf
https://www.cvshealth.com/news/research-reports/health-care-insights-study/health-care-insights-study-2022.html
https://www.cms.gov/blog/cms-innovation-centers-strategy-support-person-centered-value-based-specialty-care
https://www.cms.gov/blog/cms-innovation-centers-strategy-support-person-centered-value-based-specialty-care


11Hybrid Care: Your Pathway to Value-Based Care Success

ABOUT THE AUTHORS

Jon Ide-Don
PT, DPT, Director of Clinical Programs

Jon Ide-Don is a digital health leader and expert in building digital health 
products that deliver care at scale. As Director of Clinical Programs, Jon 
leads the clinical content team in defining and developing best-in-class 
digital care pathways that are clinically rigorous and patient-first.

Jon has his Doctorate in Physical Therapy, is Fellowship-trained in 
manual therapy, and has deep clinical experience treating patients 
with orthopedic and sports injuries. He has practiced in the top 
health systems and private practices in the Bay Area, and ran his own 
concierge practice specializing in helping endurance athletes and 
CrossFit athletes.

Combining powerful digital patient care tools with the highest quality 
education, Medbridge is committed to making healthcare better for 
both providers and patients. Organizations across the care continuum 
use Medbridge to provide an enriched, digitally enabled experience 
that engages patients while streamlining and simplifying care. Designed 
with over a decade of insight from more than 350,000 clinicians and 
25 million patients, Medbridge has helped thousands of organizations 
realize better patient outcomes. Learn more.

See how Medbridge can help your organization.  
Contact us to request a demo.

Andrew Mickus
CCO at Medbridge

Andrew is the Chief Content Officer at Medbridge, where he oversees 
the creation and production of Medbridge’s best-in-class clinician 
and patient education. As one of the founding members of the 
Medbridge team, he has been an instrumental part of the organization’s 
transformation from a small startup focused on therapy CEUs to a 
comprehensive patient engagement and professional development 
solutions used by over 250,000 healthcare professionals.

https://www.medbridge.com/
https://www.medbridge.com/pricing

