NRC HEALTH MARKET INSIGHTS - JUNE 2021

Insight of the Month: Wait time impact on experience

NRC Health Market Insights conducted a national On Demand study in April of 2021. The study focused on wait times, both expectation and the impact on the patient experience. Wait time was defined as the amount
of time between when you arrive and when you are seen by a medical professional who can address the reason for your visit (doctor, physician assistant, nurse practitioner, etc.). Outside of insurance and location,

the knowledge of the provider, wait times and friendliness of the office staff make the biggest impact on the patient experience and decision to return for care.

Factors in returning for care

Q) Please select up to three factors that are most important in making you
likely to return to the same provider for care in the future.

40%
Insurance acceptance or out-of-pocket cost P 39%

Location close to my home or work 38%

I 28%
The knowledge / expertise shown by the medical professional 38%

(doctor, physician assistant, nurse practitioner, etc.) NS %

Short wait times to see a doctor/medical professional after 33%

arriving at the appointment ——— 22%
0,
Friendliness / compassion show by staff _212/2_%

0,
Appointment availability when scheduling the appointment ‘_1 924’0/
0
Amount of time spent with the medical professional (doctor, 17%
physician assistant, nurse practitioner, etc.) I 23%
0,
Safety procedures to protect against iliness (the flu, COVID-19, etc.) ] 117 SA‘%

Feeling involved and informed about my care ‘_15% 21%

Visits not scheduled ahead m Appointments scheduled ahead
of time (for example, an urgent  of time (for example, with a primary
care visit, sick visit, etc.). care provider, specialist, etc.)

Expectations of wait time

Q) If you needed the following types of healthcare
visits, how long would you be willing to wait? (%
expect to be seen within 30 minutes)

87%
1%

33%

Virtual Visit Appointments Visits not

scheduled scheduled
ahead ahead
of time of time.

The type of care setting has a major impact on consumer
expectation. Consumers expect 30 minutes or less for
scheduled appointments, 45 minutes or less for

unplanned visits, and 20 minutes or less for virtual care.

r] rC Source: NRC Health’s Market Insights “Wait Times” survey; April 2021 | n = 2,002
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Impact of long wait time

Q) How much do you agree or disagree with the
following statements?

One long wait experience may cause one-third of
consumers to look for a new provider, but multiple
wait experiences may cause nearly two-thirds of
consumers to look for a new provider.

| would choose a new
healthcare provider if my
provider made me 63%
consistently wait too long
for my appointments

I would choose a new
healthcare provider if my
provider made me wait too
long for one appointment

33%

m Agree (Strongly or Somewhat)
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