
It is no surprise that healthcare has changed. What is 

surprising is how rapidly the transformation has occurred 

— and it’s not over yet. 

What’s behind this shift? PwC’s Health Research Institute 

identified five factors driving transformational change 

in the $5 trillion healthcare industry. The five forces 

reshaping healthcare are the:

1. Rise in consumerism

2. Shift from volume to value

3. March of technological advances and digitization

4. Decentralization of care

5. Surge in interest in wellness

Is your health system ready to respond to these 

developments? Where will tomorrow’s patients — that is 

to say: consumers — come from? Recycling old marketing 

strategies won’t lead to success. You’ll need new and 

effective approaches in this rapidly changing market.

Consumerism Sets a High Bar for Healthcare 

Technology has fundamentally changed consumer 

behavior. Amazon, Apple, and Uber have redefined the 

consumer shopping experience, moving it away from 

physical locations and business hours to round-the-clock 

service courtesy of the nearest mobile device. It’s easy 

now for consumers to comparison shop for everything 

from travel to personal goods to financial services. And 

this trend will continue: The U.S. Commerce Department 

reports that e-commerce has grown 15% per year for the 

past six years, reaching $340 billion in 2015 — more than 

double the money spent online in 2010.

Aggregators provide fast and easy ways for consumers 

to compare options and make a selection. From choices 

on price, goods, and services to customer ratings, 

consumers today have a wealth of information at their 

fingertips when deciding whether to make a purchase. 

Kayak, OpenTable, and Amazon provide convenient ways 

for consumers to shop many sources at once. Access and 

positive experience drive consumers to these sites again 

and again. 

Revolution in Healthcare 
Consumerism:  Major Market Shifts 
Impacting Your Health System 
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The Pew Research Center reports that more than 7 in 10 

American adults own a computer and that almost as many own 

a smartphone. And while millennials are expert mobile device 

users, the fastest-growing user group — those age 65 and over 

— also consists of the biggest consumers of healthcare. From 

2000 to 2015, Pew found a 44% increase in internet usage by 

senior citizens, with almost 60% of seniors now online.

This transformation in consumer behavior has significant 

implications for healthcare — which hasn’t caught up to the 

new on-demand economy.

Rapid Cost-Shifting to Healthcare Consumers Is Causing  

Even More Disruption 

Changing consumer expectations are evolving in parallel to 

rising out-of-pocket healthcare costs.

“We’ve been so fixated on the Affordable Care Act, we’ve 

missed a gradual sea change in what health insurance is for 

most Americans.” 

— Drew Altman, president, Kaiser Family Foundation

The 18th annual employer survey by the Kaiser Family 

Foundation and the Health Research & Educational Trust found 

that over the past five years, deductibles have increased 10 

times as fast as inflation and almost six times as fast as wages. 

For the 155 million Americans covered through their employers, 

the cost shift resulting from high-deductible plans and the 

increase in those deductibles have been steep. While workers’ 

wages grew 60% from 1999 to 2016, the amount they paid for 

their premiums shot up 242% over the same time period. Out-

of-pocket costs similarly outpaced wages.   

Cumulative Increases in Health Insurance Premiums, 
General Annual Deductibles, Inflation, 

and Workers’ Earnings, 2011-20161

For employees carrying a deductible, the average cost doubled 

between 2008 and 2016, from $735 to $1,478. Approximately 

40% of all Americans are on some kind of high-deductible plan, 

with or without a health spending account. And the amount 

of those deductibles has also increased: For the first time, 

more than half of all covered workers have deductibles of at 

least $1,000 per year for an individual plan. We can expect this 

increase in cost ownership to cause consumers to become 

increasingly savvy with their healthcare dollars, adding to the 

competitive burden among providers. 

Your Healthcare Consumers Are Online — Are You?

In this period of rapid transition and realignment — with 

consumers bearing an increasing burden of healthcare costs 

and carrying expectations shaped by their digital experiences 

in many other industries — market conditions are changing 

quickly. Healthcare needs to catch up to the on-demand 

economy. To succeed, health systems and providers must learn 

to engage consumers in new ways — or they will lose out to 

the competition. 

Technology can build a bridge between the value-focused 

patient and provider. Providers that effectively engage patients 

through consumer-focused strategies stand to thrive in a 

value-based market. The Deloitte Center for Health Solutions 

2015 Survey of U.S. Health Care Consumers found that the 

paradigm has shifted: Physicians aren’t directing patient care 

as much as they have in the past, and consumers prefer to take 

a more active role. An increasing number of consumers — 48% 

in 2015 — prefer to partner with their providers rather than rely 
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on them solely for care decisions. Because of sites like Yelp, 

CMS’s Hospital Compare, and Healthgrades, consumers are 

armed with more resources to make decisions about selecting 

care providers. Using criteria including proximity, quality 

ratings, reputation, insurance accepted, and language spoken, 

healthcare consumers search for and make decisions about 

where to seek care. Moreover, these consumers are looking to 

do more than just find information — they are ready to make 

an appointment when they visit these websites. As such, it 

is important for health systems to implement solutions that 

consider the full consumer journey.  

Patients are regularly using the internet to research health 

information. More than half of the respondents in Deloitte’s 

survey reported looking for health- or care-related 

information online. Millennials and individuals in higher-income 

brackets lead the list of those searchers.

Online Information Seekers Come in All Shapes and Sizes2

The number of consumers comparing providers, hospitals, 

or health plan performance using online scorecards has 

grown to 25%, and a growing number of consumers are 

interested in finding cost and pricing information online. 

Healthcare consumers across the spectrum are seeking 

information, access, and convenience. 

Interest in Using Performance Scorecards2

Consumer choice and self-direction are coming to the fore at 

the same time a wave of providers are aligning more tightly 

with health systems. According to a study from Avalere Health, 

by mid-2015, one in four practices was hospital-owned, with 

nearly 40% of the nation’s physicians employed by a hospital 

— a 50% increase since 2012. Given the rate of growth in 

hospital-owned physician practices, there is a clear imperative 

for an effective online strategy to drive consumers to these 

employed providers.

What Did the Taxi Industry Learn From Uber? 

This type of transformational change has already occurred in 

other industries. What can we learn from them? 

Start by asking how your health system stacks up to what 

consumers experience elsewhere. How do you engage 

consumers with the right information at the right time? What 

is your organization’s online presence? How do you attract the 

consumer who doesn’t visit your health system website, or the 

new patient looking for a healthcare provider in your market?  

Can a consumer interested in your providers search, compare, 

select, and act — i.e., book an appointment — quickly and 

easily? Is your solution clear, easy to navigate, and user-friendly? 

In other words, how does it compare to the Amazon experience? 

An effective digital presence can increase patient engagement 

and improve patient experience, retaining current patients 

and attracting new ones to grow your patient base. It’s an 

exciting and challenging time in healthcare; the rapidly shifting 

environment requires us to think differently about how to 

capture patients. To compete and win, health systems and 

providers will have to meet consumers where they are — online.

2 Source: Deloitte Center for Health Solutions Survey of U.S. Health Care Consumers, 2015. 
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Had acute illness or injury lasting 3+ days 

Stayed overnight in a hospital for care 

Have major chronic condition 

Currently using prescription medications

Have primary care provider 

Do not have primary care provider
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Income $100,000 or more 

$50,000-$99,999 

Less than $50,000
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To learn more about how the Healthgrades platform can empower your 

health system, your physicians, and your patients — so that you can deliver a 

new and better model of care while improving your top-line growth —  

call 855.665.9276 or visit hospitals.healthgrades.com.

https://www.hospitals.healthgrades.com/hospitals/

