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Roadmap

• Defining Healthcare Consumerism

• Exploring Consumerism + COVID-19

• The Hybrid [Branded] Experience

• Human Understanding
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Defining Healthcare 
Consumerism
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Consumerism is the activation of people as decision makers 
for their care and influencers to others as they seek care

Consumerism forces healthcare organizations to think 
outside their “four walls” to where people live their lives

Embracing consumerism means respecting people as having 
a choice for care and deeming them worthy of developing a 
lasting relationship built on trust

What Exactly is Consumerism?
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Which of the following industries should meet or exceed your 
expectations as their customer?

SOURCE NRC Health’s Market Insights special study of consumer expectations, 2020

Expectations for Healthcare vs. Everywhere Else
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Consumers are the 
fastest growing payers of 

healthcare services

SOURCE: William Blair Consumer-Centric Healthcare Report
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Exploring
Consumerism

+
COVID-19
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“When is a crisis reached? When questions 

arise that cannot be answered.”

- Ryszard Kapuściński
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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 used virtual care/telehealth in 2020-21

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

12

12

We spend a sliver of time receiving ‘traditional 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

11

12



PAGE 7
The Governance Institute’s March System Forum – The Cloister at Sea Island

Sea Island, Georgia
March 6–8, 2022

13Source Wallstreet Journal, 2022, LetsGetChecked.com, 2022
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The Hybrid 
[Branded] Experience
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While virtual is desirable, most consumers understand there 
are large parts of care delivery that must remain physical

Consumers don’t want divided experiences – they want 
seamless experiences

The hybrid experience is a designed journey of care

Pre-experience centers on easy access

Post-experience centers on feedback and recovery

SOURCE: NRC Health’s MARKET INSIGHTS study of healthcare consumers, 2020-2021, n size = 2,000

The Hybrid Experience in Healthcare
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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, 2010-2021, average annual n sizes vary from 208 (qual) to 278,824 (quant)
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21SOURCE: NRC Health’s MARKET INSIGHTS study, 2010-2021, average annual n sizes vary from 208 (qual) to 278,824 (quant)
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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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25Source NRC Health’s 2022 Healthcare Consumer Trends Report

Deferment is Waning and Patients are Returning
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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

27

28



PAGE 15
The Governance Institute’s March System Forum – The Cloister at Sea Island

Sea Island, Georgia
March 6–8, 2022

29

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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Source NRC Health’s 2022 Healthcare Consumer Trends Report

Traditional physical experiences have been battered by the 

pandemic; how do we plan to restore the experience?

Recommendations are Up; But Inpatient is Down
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• 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

The Last Touchpoint: Paying for Healthcare
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The Power of 
The Brand
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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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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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Presentation & appearance

Way-finding

Cleanliness

Peacefulness

Content Marketing

Social media

Websites

Mobile app

Wearables

DIGITAL CHANNELS FACILITY

BUSINESS AND 
COMMUNICATION TOOLS

Advertising

Public Relations

Collateral

Direct mail

Publications

Forms

Patient bills

Staff attitude 

Staff knowledge

Staff presentation

Service response & follow-up

EMPLOYEE AND 
PHYSICIAN INTERACTION

BRAND

Everything that Comprises a Brand
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National Comparison of Brand Differentiators
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Source NRC Health’s Market Insights, national market trend, 2010-2021, n = 284,111 (annual average)
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Human Understanding
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N = 68,613 national survey

How important would it be for everyone to treat you as a 
unique person when you are doing the following things?

Patients want to be treated as unique

44

23% 26% 28% 29% 33% 63%

shopping for a tv or
phone

eating at a restaurant staying at a hotel flying on an airplane visiting your bank getting healthcare
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‘Human Understanding’ Measure

Disciplined process of scale development 
generated a 1-item measure:

Did everyone treat you as a unique person?

0 = no, no one did … 10 = yes, everyone did
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Did everyone treat you as a unique person?
National Market – December 2021 (n = 14,994)

10 = yes, everyone did … 0 = no, no one did
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How are you measuring 
your mission?
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Patient No Longer – Book Now Available

Patient No Longer
Podcast

49


