
eReferral has contributed to decreasing the burden of treatment for patients, easing administrative 

responsibilities and reducing anxiety associated with navigating healthcare services. 

Decreased Burden of Treatment

To investigate how eReferral (electronic referral) influences the patient experience, in-depth interviews were 

conducted with five patients referred for various medical appointments by their primary care physicians, 

including breast mammography, ultrasounds, and mental health therapy. This case study highlights the 
emerging trend of decreased treatment burden for patients, providing valuable insights into the advantages 

of utilizing eReferral.

Several patients noted that eReferral significantly relieved the burden associated with the referral process by 

streamlining and simplifying the patient experience. When using fax-based referral methods, patients often 

faced the challenge of having to repeatedly contact the clinician's office to obtain information about the 
status of their referral. This caused uncertainty and anxiety, particularly when dealing with serious and 

complicated medical issues. With eReferral, patients shared how they no longer needed to worry about 

making time-consuming phone calls or waiting for callbacks to confirm the status of their referral. Instead, 

they could easily access their referral details via email. One patient, who was struggling with mental health 

illness, recounted a particularly challenging period in their life and emphasized how eReferral had provided a 
lifeline during that crisis. The speed and seamlessness of eReferral eliminated the legwork often associated 

with fax-based referral methods. The patient also indicated that the swift delivery of the referral information 

validated their mental health concerns. 
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Figure 1: A comparison of two referral 
processes from patients’ perspective

“It (eReferral) was like magic. I was in the deepest, darkest place in my life and eReferral 

made getting help seamless. I went from my doctor’s office to the mental health clinic, so I could 

start healing. There was no in between of me doing any leg work. I didn’t need to worry about what 

was happening behind the scenes because I received the communication. It was so smooth 

and straightforward. It was exactly what I needed at the right time.”

Patient struggling with Mental Health Illness
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Background

The Burden of Treatment Theory explains how patients are tasked with taking on responsibility for managing their 

illness, which places added demands and workload burden on them.1 As these demands and burdens accumulate, 

some patients may become overwhelmed, resulting in adverse healthcare outcomes. Studies have revealed that 

that burden of navigating the system can lead to care delays or even deter patients from seeking necessary care.2

The patient burden associated with fax referrals underscores the challenges and inconveniences patients face 

when healthcare providers rely on fax machines to exchange referral information. This referral method can lead to 

numerous obstacles, such as additional administrative responsibilities for patients, and a sense of disconnection 

from their own healthcare. These burdens underscore the pressing need for healthcare systems to transition to 

more efficient means of referral methods that keep the patient informed along the way. 

Figure 2: eReferral Patient Experience Survey 2023-2024 
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The qualitative in-depth interviews with patients are consistent with the findings from the patient experience 

survey noting high satisfaction among patients (n=27,354):
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