
As a global business communications provider, Vonage has 
unique insight into how organizations are leveraging video to stay 
connected with their users. Even before the pandemic spread 
across the globe, based on the communications traffic flowing 
through our platform, we saw video usage soar during the past six 
months. As the pandemic forced lockdowns and office closures, 
Vonage saw video communication explode, with total video 
minutes in April 2020 increasing by 707% over February (see 
Figure 1) and maintaining that growth with July minutes having 
grown 501% over February.

Whether it’s facilitating face-to-face interactions for individuals in 
remote locations or maintaining collaboration among employees 
who can no longer work together in offices, cloud-based video 
communication has enabled organizations to quickly pivot to 
a distributed, remote communication model and scale their 
sessions as needed to support business continuity.

While video has proven effective for maintaining communication 
during the current crisis, it also has raised functional challenges 
when organizations choose general-purpose conferencing 
solutions to meet industry-specific needs. As Zeus Kerravala, 
founder and principal analyst at ZK Research, explains: “These 
off-the-shelf solutions are appropriate for general meetings, 
employee communications, virtual cocktail parties and other use 
cases where people are the main focus of the meeting. For more 
complex use cases such as telehealth and distance learning, 
where security and ease-of-use are key, it’s important to embed 
video into the platforms people are already using.”

Aside from their functional limitations in industry use cases, 
general-purpose video conferencing solutions have also 
encountered security and privacy challenges. In contrast, the 
Vonage Video API is built on secure industry-standard WebRTC 
technology that is embedded inside built-for-purpose industry 
applications, typically requiring log-in and verification. Our 
Video API can be used inside browser apps with no potentially 
exploitable plugins or downloads, because WebRTC is securely 
included in all modern browsers.  
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The coronavirus has drastically curtailed 
everyday life around the globe and 
organizations are seeking ways to 
minimize the disruption to their operations, 
while keeping their employees safe and 
maintaining the highest levels of customer 
service. Across industries and localities, 
video communication has emerged as 
a vital solution that helps organizations 
overcome the necessary limitations 
imposed by the global pandemic.
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FIGURE 1. Overall Vonage video minutes by month

in April 2020 over 
February 2020



“The Vonage Video API enables organizations to build these custom, secure 
and embedded video solutions within their own ecosystems, helping to keep 
these vital connections uninterrupted during these challenging times,” said 
Kerravala. These applications and services allow complete control over how 
video is used. For example, teachers and students can have very different 
kinds of access appropriate for their different roles. 

“This would enable a doctor to see the patient and review medical records, 
maintaining privacy without having to switch applications; or for a teacher 
to maintain eye contact with students and focus on the material in a secure 
learning environment,” Kerravala added. 

This report presents industry-by-industry data that illustrates how 
organizations are pushing video to the forefront of their communications 
in the face of the pandemic. Communities around the world need the 
healthcare and education sectors, in particular, to continue providing 
essential services during this public health crisis. Healthcare providers must 
continue caring for people even as concerns about infection keep them at a 
distance. Educators must continue teaching to avoid gaps and regression in 
students’ learning.

RESPONSIVE MEDICINE

Doxy.me Helps Patients Virtually 
In response to the COVID-19 health crisis, Vonage 
customer Doxy.me, a cloud-based electronic 
medical records (EMR) and telemedicine solution, 
reported 139,000 new providers and 1.35 
million patients using telemedicine in just a 
week. This amounted to 20.9 million minutes and 
an average of 168,999 calls per day.

Video Communication  
Growth by Industry

Overall Vonage video minutes in healthcare increased by 

2306% 1812% 
in April 2020 over  
February 2020

“Teleconsultations enable healthcare 
practitioners to treat patients at a distance, 
offering invaluable treatment and guidance 
while limiting the spread of COVID-19. 
Doctolib is enabling around 100,000 video 
consultations every day, and another 
30,000 doctors will be onboarded in the 
coming days, so we expect the number of 
teleconsultations to soar. The Vonage Video 
API provides Doctolib with the technology we 
need for video, so we can be reassured that 
the system will continue to operate even if 
the load increases enormously.” 

Sanche d’Abravanel, Patient Strategy Director at  
Vonage customer Doctolib, a leading provider of 
consultation management software

HEALTHCARE 

The Doctor Will See You Now—Right  
Where You Are
Telehealth delivers virtual, real-time interaction between providers  
and patients, providing immediate care while minimizing risk of  
infection for everyone. 

How video is being used:
•  Telehealth apps providing remote consultations
•  Therapy sessions and substance abuse recovery meetings
•  Online staff training and remote  access to specialists

Usage drivers during COVID-19:
•  Remote diagnosis of potential infections
•  Ongoing treatment in stay-at-home conditions
•  Mental healthcare access during difficult times

in July 2020 over  
February 2020 



Overall Vonage video minutes in education increased by

EDUCATION

Remote Learning from ABCs to PhDs
Distance learning for students of all ages — preschool through grad 
school — ensures as little interruption as possible in education.

How video is being used:
• Virtual classrooms and virtual office hours
• One-to-one and small group tutoring
• Remote exam proctoring

Usage drivers during COVID-19:
•  School and college shutdowns raising demand for digital learning
• Ensuring learning continuity and accessibility
•  Consumers turn to online learning to pick up new skills

Where’s All the  
Education Growth? 

The education industry shows lower growth than 
other sectors because our data reflects usage 
only among dedicated education applications (e.g. 
e-learning, virtual classrooms, remote tutoring, 
remote exams). Educators around the globe 
needed an immediate solution when schools and 
universities shut down. For expediency, they chose 
off-the-shelf, general-purpose video conferencing 
tools rather than dedicated e-learning and 
education applications, which we may see increase 
in usage later.

92% 

BUSINESS SERVICES AND TECHNOLOGY

Empowering Businesses to  
Navigate Uncertainty

B2B service providers and technology companies realize that  
within the businesses they serve are people with the same need 
for connection and assurance during uncertain times.

How video is being used:
•  Virtual workplaces and live video meetings within apps 
•  Remote and “see what I see” customer service
•  Remote legal, real-estate, and other industry sessions

Key usage drivers:
•  Demand for faster remote video responses
•  Access to the right remote experts
•  More efficient customer service and back-end workflows

593% 

380% 

Overall Vonage video minutes in technology increased by
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MEDIA

On-Demand News Source  
or News Escape 

Whether it’s a respite from the news or a source of it, video in 
media services provides real-time programming that can ease 
people’s anxiety.

How video is being used:
•  Live audience participation in entertainment events
•  Broadcasting footage from geographically dispersed speakers
•  Live video embedded within entertainment apps

Key usage drivers:
•  Delivering deeper live engagement within media
•  Quickly connecting remote speakers without studio complexity 
•  Lowering the cost of distributed and remote media production

Overall Vonage video minutes in the media industry increased by

1033% 571% 

SOCIAL

Social Distancing Without Social Isolation 

Social apps help combat the isolation that many can feel  
under mandated social distancing policies.

How video is being used:
•  Connecting family and loved ones
•  Social media and gaming apps
•  Dating and social meetings

Key usage drivers:
•  Providing richer social sharing through video
•  Retaining app users with embedded, contextual video 
•  Meeting consumer expectations for modern apps 

684% 261% 

in April 2020 over 
February 2020

in July 2020 over 
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Overall Vonage video minutes in the social industry increased by 
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Poised to Pivot and Scale with Video

The organizations in the industries we’ve highlighted didn’t need 
to invest in new technology; they had already embedded video 
capabilities into their existing applications using the Vonage 
Video API. They responded quickly to mitigate an unforeseen 
market disruption by merely leveraging the scalability and 
flexibility that was already available to them via the Vonage 
Communications Platform. With data analytics tools such as 
Vonage Advanced Insights, these organizations can also closely 
track usage and quality of service during the traffic surge to 
better understand the user experience. 

Video connects people and delivers services in the most  
personal way, save for in-person interactions. When those  
are not an option, organizations that need to stay engaged  
with their customers are increasingly turning to this 
communication channel. 

“2020 is definitely the year of video. We only needed a global 
pandemic to get everyone to see the value. How we continue  
from here is what fascinates me most,” said Digital 
Communications Consultant and Analyst Tsahi Levent-Levi, 
founder of BlogGeek.me.

For telehealth providers and educational institutions, video has 
become a critical solution for delivering their services to disparate 
populations who need them but cannot access them in traditional 
ways. Responding to this crisis has redefined how these and other 
industries engage people.

Vonage will continue to track the global use of video 
communication via our Video API during the coronavirus 
pandemic, and beyond. Stay tuned for insights into how 
organizations are leveraging video to engage their customers and 
allow their users to get work done in today’s new business reality.

FINANCIAL SERVICES 
A Personal Touch in Times of  
Economic Uncertainty
 
The attentive expression on a trusted advisor’s face can 
provide comfort in a time of heightened financial concern. 

How video is being used:
•  Remote financial application consultations
•  Financial apps with video-based services
•  Live online support for tax preparation

Key usage drivers:
•  Fast, mobile access to financial services
•  Better access to the right skills and resources
•  Ongoing shift to online financial services

“Telehealth is playing a key role in keeping doctors and 
patients safe and healthy during this crisis, and we 
predict that when we’re on the other side of this, it will 
become an accepted front-line medical practice.” 

Brandon Welch  -  Founder of Doxy.me

109% 108% 

Visit vonage.com/video-apis to learn more about creating richer customer experiences with our Video API.

Overall Vonage video minutes in financial services increased by
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February 2020

in July 2020 over 
February 2020

http://vonage.com/video-apis

