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Roadmap

• Healthcare’s “Competitive Advantage”

• Effects of COVID-19 on Competitive Advantages

• Three Areas of Abundance in Healthcare

• An Abundant Healthcare Future
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“Competitive Advantage” in Business

Source “Competitive Advantage” by Michael Porter

• What makes brands great?

• How do you stand out from the crowd?

• How do you win customers (over and over)?

• How do you thrive in competitive environments?
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Source Lots and lots of Googling
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Applying “Strategic Advantage” to Healthcare

Differentiation Cost Leadership

Focus (Particular Segment Only)

Source “Strategic Advantage” by Michael Porter
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We spend a sliver of our lives receiving healthcare

99.8% of life happens beyond the 
outpatient setting*

*16 waking hours/day x 365 days/year vs one 15-minute visit every week of the year
**365 days/year vs one hospital stay in a year at the national average LOS of 4.5 days 

1.2%0.2%

98.8% of life happens beyond the 
inpatient setting**

Source Greg Makoul, Human Understanding webinar prepared for The Governance Institute, 2021
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Scarcity
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Effects of COVID-19 on
Competitive Advantage

10

9

10



PAGE 6
The Governance Institute’s Leadership Conference – Hybrid Event

January 17–18, 2022

11

12

3 in 10 consumers delayed care since pandemic began

• Dental, primary and specialty care most likely to be delayed

7 in 10 deferrers cited COVID-19 in delaying their 
treatment

• Majority of the rest cite various financial concerns

1 in 3 consumers utilized virtual care/telehealth last year

Of virtual patients: more satisfied than with physical visits
SOURCE: NRC Health’s MARKET INSIGHTS study of healthcare consumers, 2020-2021, n size = 2,000

NRC Health’s study of COVID-19 effects on consumers
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Abundance

16

• Healthcare has endured heavy national focus

• Healthcare is no longer “hospital-bound”

• Healthcare is becoming more diffused

• Healthcare’s halo has localized
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The Coming Abundance of Healthcare
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Applying “Strategic Advantage” to Healthcare

Differentiation Cost Leadership

Focus (Particular Segment Only)

Source “Strategic Advantage” by Michael Porter

17

18



PAGE 10
The Governance Institute’s Leadership Conference – Hybrid Event

January 17–18, 2022

19

Differentiation
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What factors stand out in your mind as things that (Top-of-Mind Hospital) 
does especially well that set(s) it apart from other providers in the area?

2010 Total 2011 Total 2012 Total 2013 Total 2014 Total 2015 Total 2016 Total 2017 Total 2018 Total 2019 Total 2020 Total Jan-Feb 21 Total

SOURCE NRC Health’s Market Insights,2010-2021, national n size = 284,111 (average); 43,023 (2021 only)

Future Metric to Watch: Differentiation
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Cost Leadership

22

• Half of consumers feel a significant burden paying for care

• 87% of consumers incur some level of difficulty in trying to 
understand their healthcare bill(s)

• 65% feel its important to be able to fully understand their bill

• 51% feel its important to receive a single bill

• Many dissatisfied patients describe
paying for their care as one of the worst 
parts of the experience

Source NRC Health’s Market Insights special study on price transparency, 2021, n size = 2,008

Value: The After Experience of Paying for Care

21

22



PAGE 12
The Governance Institute’s Leadership Conference – Hybrid Event

January 17–18, 2022

23

Three Areas of 
Abundance in Healthcare
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Psychological Abundance
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• Healthcare was once one of many industries to throw 

attention to, given the shifting national focus

• During the pandemic, healthcare has seemingly become the 

most popular industry to fixate upon, argue about, and “fix”

• When an industry sees so much attention, it gives the 

audience the impression SOMETHING must be wrong

25

Psychological Abundance of Healthcare

26

When and Where Does Reputation Matter Most?

2%

3%

4%

8%

8%

17%

19%

24%

Airline

Bank/Financial Firm

Auto Dealer

Retail/Department Store (e.g. Walmart, Kohls, etc.)

Hotel

Skilled Professionals (e.g. Plumber, Roofer, etc.)

Restaurant/Bar

Doctor/Medical Group

For which of the following business categories does the reputation of 
the business or service provider matter the most when choosing?

Source NRC Health’s Market Insights survey of healthcare consumers, nationwide, December 2020, n size = 2,004
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57.9

76.5

76.6

83.7

85.1

86.8

Family/Friends Recommend

Previous Experience w/ Hospital

Conveniently Located

Your Doctor Recommends

Reputation of Hospital

Hospital Accepts Insurance

How important would the following factors be 
to you when selecting a facility?

Reputation is a “Big Three” Selection Factor for Consumers

SOURCE NRC Health’s Market Insights survey of consumers, 2020, national n size = 292,510
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• For consumers, screens are the new door

• In healthcare, consumers are seeing the growing
possibilities of online information, education & experiences

• Older consumers are more active in digital health:

– Ave. age of healthcare decision-maker is 48 years young

– Same age as consumers who use social media for 
healthcare purposes (49 years young)

– Roughly half of 65+ are aware of doctor ratings

• Across all age groups, digital info is flourishing

SOURCE: NRC Health’s MARKET INSIGHTS study, 2010-2021, average annual n sizes vary from 208 (qual) to 278,824 (quant)

Healthcare Search Cross-Generational Force
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Digital Abundance
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When it comes to service – especially this year - consumers are now
expecting you to come to them

• 35 percent used telehealth services 
in 2020 (15 percent in 2019)

• 74 percent were satisfied with visit

• 57 percent are likely to schedule 
telemedicine in the future

• 54 percent would see PA/NP

• 8 in 10 employers are now covering 
telehealth as a benefit

Access: Telehealth aka “Return of the House Call”

SOURCE: NRC Health’s MARKET INSIGHTS study, 2010-2020, average annual n sizes vary from 208 (qual) to 278,824 (quant)
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The Vital Role of Ratings/Reviews in Searching

52 percent of consumers have viewed the ratings 
and/or reviews of a physician online in their lifetime

Only 1 in 5 plan to never use ratings in the future

46 percent view ratings/reviews before scheduling an 
appointment with a doctor

1 in 4 consumers have rated a doctor or written a 
review for a doctor in their lifetime

34

Positive vs. Negative: Which Review is More Powerful?

61 percent 
have chosen a 
doctor based 
on positive

reviews 60 percent 
have chosen a 
doctor based 
on negative

reviews

Source NRC Health’s Market Insights survey of healthcare consumers, nationwide, December 2020, n size = 2,004
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Physical Abundance
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I’m not a number, I’m a human being.
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I’m not a number, I’m a human being.

I want healthcare to treat me as a person.

44

I’m not a number, I’m a human being.

I want healthcare to treat me as a person.

Do you have what it takes?
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When Do Consumers Want to Give Us Feedback?

Source NRC Health’s Market Insights survey of healthcare consumers, nationwide, December 2020, n size = 2,004
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When Do Consumers Expect a Response/Solution?

30%

36%

21%

12%

Immediately Sometime during your
experience

After the experience is over I do not expect my issue to be
addressed

If while providing feedback during your experience you raised an issue or 
pointed out a problem, when do you expect those issues to be addressed?

Source NRC Health’s Market Insights survey of healthcare consumers, nationwide, December 2020, n size = 2,004
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How are you measuring 
your mission?
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Patient No Longer – Book Now Available

Patient No Longer
Podcast
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