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Case Study: Exploring the Relationship Between Patient 82
Satisfaction and Age with the eReferral Process eHealth

High Rates of Satisfaction with eReferral Process
Found Among All Age Groups, including Older Adults

Patient Satisfaction with eReferral Process & Age

The electronic referral (eReferral) solution implemented across Ontario is designed to enhance
communication between primary care clinicians and specialists, enabling quick and secure
referrals to be sent and received via an electronic platform. When clinicians include a patient’s
email address in the electronic referral, patients receive appointment details and status updates
by email, the ability to confirm appointments online, and automated appointment reminders.

As part of the Ontario eServices Program, the eHealth Centre of Excellence (eCE) sends surveys
to patients who have provided their email address and consented to receive eReferral
notifications at the time their referral was sent. The survey includes demographic questions,
such as age, and gathers feedback on overall satisfaction with the eReferral process amongst
other topics.

An analysis of 145,866 patient surveys collected between January 2018 and September 2024
explored how age influences overall satisfaction with the eReferral process. Results shown in
Table 1 revealed that satisfaction rates are consistently high across all age groups, ranging from
86% in the 70 or older age group (n=59,777) to 91% in the 21-29 (n=2,514) and 30-39 (n=6,295)
age groups. This demonstrates that the eReferral process is well-received by patients,
regardless of age. An effect size calculation (eta? = 0.002) was performed after statistical
significance was determined, however, this test resulted in a small effect size, indicating any
effect of age on patient satisfaction was not clinically relevant for this study. The high
satisfaction rates across all age groups could indicate that the eReferral process is suitable and
sustainable for all age groups.

Table 1. Patients eReferral Process
“It is easier to refer back to the electronic Satisfaction Rates Grouped by Age
information rather than trying to write

everything down with a phone conversation.” --

Survey Respondent Aged 60 -69 20 or younger 89%

> 0,
“For young people this would be i A

extremely simple. For an older person 30-39 91%
like me, it was not bad. | am happy.”

40-49 90%
Survey Respondent Aged 70 or older
50-59 89%
“As a senior | have difficulty with some sites. 60-69 89Y%
Yours is clear and straightforward. Thank you.”
70 or older 86%

Survey Respondent Aged 70 or older



Background

The rapidly growing population of older adults is increasingly adopting technology, challenging the
misconception that they are either dissatisfied with or incapable of using it. Greenwald et al.
described that many older adults have adoption rates of internet usage that are comparable to the
general population, with online activities becoming a key part of their daily lives.! Previous research
indicated that adults 70 and older in their study reported high satisfaction in using health
technology as part of their care, countering the belief that digital tools are only suitable for younger
users.2

As connectivity becomes increasingly vital in all eReferral Patient
aspects of life, including healthcare, the role of Notification Process
technology in improving care efficiency, and outcomes

for older adults is becoming increasingly important.

eReferral’s ability to keep patients informed about —

their referral appointment details enhances

. . . . Clinician sends i i
connectivity and ensures patients remain engaged in _ Patientreceives
) ) ] ] eReferral timely email communication
their care. Figure 1 illustrates the eReferral patient with referral details once
notification process. The current findings with details become available

eReferral on patient satisfaction and age, supports the

above findings that levels of satisfaction with health Figure 1. Visual representation of the patient
technology are not influenced by age. Older adults notification process for eReferral
who use digital tools tend to view technology

positively and actively integrate it into their daily lives.
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