JULY 2021

Connected
Healthcare

What Consumers Want
From Their Healthcare
Customer Experiences

s insights into co

healthcare choices a

- Itis basedo surve

consumers representativ

populationrin t\‘h&' .

HHHHHH



Connected
Healthcare

REPORT

PYMNTS.com rRectangle

HHHHHH

TABLE

OF

CONTENTS

Introduction . ....... ... .. ... . . ... . . ..., 02
The empowered patient ................ 04
Generation HealthTech................... 06
Back to the office, but better ............. 10
Payments synchronicity . . ................ 14
The $800 difference. .................... 18
Conclusion . ... ... .. 24

The Connected Healthcare Report was done in collaboration with Rectangle Health,
and PYMNTS is grateful for the company’s support and insight. PYMNTS.com retains
full editorial control over the following findings, methodology and data analysis.


http://PYMNTS.com

ntroduction

Patients are eager to return to
in-person healthcare after a tumul-
tuous year, and PYMNTS’ research
finds that 78 percent of consumers
prefer in-person healthcare services
to telehealth ones. Many providers

are beginning to again offer tradi-
tional services in the United States,
so they must grapple with the reality
that consumer standards for health-

care experiences have evolved.

Today’s healthcare consumer s
discerning, demanding simplified
payments, rapid and secure inter-
actions with service providers and
reliable data privacy. Our research
shows that today’s healthcare con-
sumer is motivated to choose a
provider not only based on their
need for high-quality care but also
a desire for a stellar customer
experience.

PYMNTS discovered a significant cor-
relation between consumers’ access
to digital, time-saving tools and
their loyalty to healthcare providers.
The availability of these time-saving
digital tools will remain a key
determinant of a positive patient
experience for many key demograph-
ics, such as millennial and Gen Z
patients, as in-person visits reclaim
popularity.
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Healthcare: What
Consumers Want From Their

Connected

Healthcare Customer Experiences, a
collaboration with Rectangle Health,
presents insights gleaned from our
survey of 2,263 respondents about
their perceptions of their health-
care customer experiences and how
these impact their provider choices.




PYMNTS.com Bg Sfd ng IE

THE EMPOWERED

PATIENT:

Healthcare consumers — especially
young adults— want digital control over
their healthcare customer experiences.

onsumers want to
manage many of their
healthcare experiences,
including everything
from physical paper-
work requirements to payment
confirmations to interacting with
their physicians. PYMNTS’ research
uncovered an especially high level
of consumer interest in digital
healthcare management tools.
Most patients want to use at least
one digital method to manage
their healthcare services or inter-
actions with their providers.

Bridge millennials and younger
patients exhibited an increased
interest in several key actions:
reviewing their medical histories
digitally, (rising from 64 percent
in November 2020 to 68 percent
in April 2021), filling out medi-
cal forms digitally (rising from 58
percent to 60 percent), commu-
nicating with healthcare providers
securely (rising from 63 percent
to 65 percent) and receiving pay-
ment notifications (rising from 59
percent to 60 percent).

FIGURE 1:

Patients' interest in digital
healthcare management
methods

Bridge millennials or younger patients who

are "very" or "extremely" interested in select

digital actions, by date

Receiving and responding to email or
text notifications about appointments
65.4% I
65.6%

Receiving my test results digitally
67.1% NI
67.7% M

Reviewing my medical history digitally
64.2% T
67.9% Im———

Communicating with healthcare
providers via a safe and secure digital
method

63.0% N

64.9% I

Filling out forms digitally
57.9% N——
60.2% I

Receiving and responding to email or
text notifications about costs that
insurance will and will not cover
59.8% "
58.8% I

The empowered patient |

Receiving and responding to email or
text notifications about payments
59.0% I—
60.0% I——

Storing my preferred payment
credentials digitally

55.2% I—

54.9%

Establishing payment plans and digital
payments

56.9% I

56.3% I———

Not very interested in any digital
method

12.4% s

14.0% s

B November 2020
I April 2021

Source: PYMNTS.com | Rectangle Health
Connected Healthcare Report
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GENERATION
HEALTHTECH

Digital tool access is increasingly
driving young adult consumer loyalty.

oday’s young adults are
digital natives, part of a
culture that prioritizes
frictionless interactions
online. Our research
found that young adults are more
likely to abandon healthcare
providers that do not provide dig-
ital healthcare management tools
than baby boomers and seniors.
Despite high Llevels of health-
care provider loyalty among most
consumers, bridge millennial, mil-
lennial and Gen Z patients care
enough about digital healthcare

management options that they
lead every other demographic in
their willingness to leave one pro-
vider for another that offers the
digital options they desire. The
likelihood that Gen Z, millen-
nial and bridge millennial patients
would switch to providers that
offer new digital healthcare man-
agement tools rose from 31
percent in 2020 to 35 percent in
2021.

FIGURE 2:
Patients' willingness to
switch providers

Share of bridge millennials or younger patients
who cite selet levels of likelihood to switch
healthcare providers for access to digital
healthcare management options, by date

Very or extremely likely
30.7% I—
35.4% mmmmmmmm—m—

Somewhat likely
22.2% .
21.8%

Not at all or slightly likely
47.1% I——
42.8%

B November 2020
1 April 2021

Source: PYMNTS.com | Rectangle Health
Connected Healthcare Report

Generation HealthTech |

Patients who are willing to leave
their current providers to access
digital options identified tools that
helped them save time, keep track
of payments and interact securely
with their healthcare providers as
their top motivations for switching.

Generational differences were sig-
nificant in our study. A large share
of baby boomers and seniors cited
secure communications with their
provider (28 percent) as a leading
reason to switch providers, while
Gen Z patients listed appointment
reminders (23 percent) as a key moti-
vating factor for a provider change.

© 2021 PYMNTS.com All Rights Reserved
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FIGURE 3:

Most important digital
offering that would
encourage patients to
switch providers

3A: Top digital ability, by date

Communicating with healthcare
providers via a safe and secure method
20.3% .
20.6%

Receiving my test results digitally
16.7% .
14.3%

Receiving email or text notifications
about appointments

6.2% .

13.7%

Filling out forms digitally
30.1% .
13.3%

Receiving email or text notifications
about costs that insurance will and will
not cover
6.1%
11.5%

Reviewing my medical history digitally
9.2% Im
9.2%

nectangle

H November 2020
W April 2021

Receiving email or text notifications
about payments

2.6% N

7.2%

Establishing payment plans and digital
payments

4.6%

6.2%

Storing my preferred payment
credentials

4.3% W

4.0% =

Source: PYMNTS.com | Rectangle Health
Connected Healthcare Report

3B: Top digital ability in 2021, by generation

Communicating with healthcare
providers via a safe and secure method
28.3% I
20.5% ™
19.3% I
18.7% mmmmm
14.6% I

Receiving my test results digitally
12.2% .
15.0%
11.9% I
12.8%
19.8% N

Receiving email or text notifications
about appointments

10.2%

13.6%

1.7% I

12.3%

22.6% I

Filling out forms digitally
17.6% .
15.1%
9.7% Il
12.2% am
7.3% Il

Generation HealthTech

Receiving email or text notifications
about costs that insurance will and will
not cover

13.5% .

12.2%

12.8% I

11.5% am

7.9% Il

Reviewing my medical history digitally
9.2% Im
11.2%
9.7% I
9.8% I
4.7%

Receiving email or text notifications
about payments
5.2%
5.0%
10.2% N
8.7% mm
9.2% Il

Establishing payment plans and digital
payments

1.3% 1

5.3% =

10.1% I

8.6% Im

8.4% Il

Storing my preferred payment
credentials

2.4% N

21% ¢

4.7% 1

5.4%

5.3% I

B Baby boomers and seniors
U Generation X

B Bridge millennials

B Millennials

B Generation Z

Source: PYMNTS.com | Rectangle Health
Connected Healthcare Report
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BACK TO THE OFFICE,

BUT BETTER:

Consumers prefer in-office interactions
but want digital options when saving

time Is a priority.

he majority of respon-
dents — 78 percent
— prefer to visit their
providers in person. The
shares holding this pref-
erence are larger for baby boomers
and seniors (91 percent) and
patients seeking routine check-
ups (89 percent) or procedures
(98 percent). Of the 16 percent
of patients who preferred online
medical visits, the largest shares
did so to complete routine health-
care management tasks, such as
making simple requests or obtain-
ing information. PYMNTS’ data

found that 41 percent of patients
prefer online visits when asking
for additional prescriptions, 36
percent prefer them for checking
test results and 30 percent prefer
them when asking for information
from their healthcare providers.

Patients who favored online vis-
its reported that they preferred
digital ones because such vis-
its saved time (51 percent), the
patients found traveling inconve-
nient (37 percent) or the options
helped them manage scheduling
concerns (35 percent).

Back to the office, but better | 11

o/

of bridge millennials
and younger
patients are wiling to
switch healthcare
providers to find
better digital healthcare
management tools.

© 2021 PYMNTS.com All Rights Reserved
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FIGURE 4:
Patients' preferences for
online or in-person visits

Share of patients who prefer to see their healthcare
providers at an office or online, by main reason for

most recent health visit or generation

Average
78.4% H———
51%
16.5% I

| needed a procedure.
98.0%
2.0% 1
0.0%

I needed a routine checkup.
88.6% N
3.9% W
7.5% N

I had an emergency.
76.3% N———
7.5%
16.2% I

nectangle

| was feeling sick/pain.
67.0% T
7.5%
25.5% IS

I needed to get information from my
healthcare provider.
66.2% I
3.5% ™
30.3% I

| needed to check some test results.

57.6% N—
6.9%
35.5% I

| needed to ask for additional
prescriptions.
49.9% N—
8.6% I
41.5% I

Other
69.2% N
20.6%
10.2% I

Baby boomers and seniors
90.9%
4.8%
4.3% 1

Generation X
79.0% N
6.7%
14.3% I

Bridge millennials
64.5% I——
5.9%
29.6% I

Millennials
62.4% N—
51%
32.5% I

Generation Z
73.9% N
2.7% 1
23.4% I

H Office
[ No preference
W Online

Source: PYMNTS.com | Rectangle Health
Connected Healthcare Report

Back to the office, but better |

FIGURE 5:
Reasons patients prefer
online visits

Share holding online visit motivations

| can save time.
51.5% -

It is very inconvenient to commute/

travel to the healthcare provider's office.

37.3% I—

| can access more convenient time
schedules/slots.
35.2% .

| can have more privacy if | see my
provider online.
32.1% ——

| can save money.
30.5% I—

| can have better communication.
27.2% I

| can get more or better information
from my healthcare provider.
25.2% .

| can get better service.
23.8% .

| can access better healthcare
providers.
22.1% I

| can establish a better relationship
with my healthcare provider.
20.4% .

Other
21% 0

Source: PYMNTS.com | Rectangle Health
Connected Healthcare Report
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PAYMENTS

SYNCHRONICITY:

Consumer payment choices match their
healthcare experience choices.

YMNTS’ research shows

that consumers tend

to pay at the point of

sale for healthcare, just

as they do when retail
shopping. Patients who prefer
telehealth experiences tend to
make digital payments, and those
who prefer in-office healthcare
visits pay in the office.

FIGURE 6:
Payment methods during
last healthcare visit

6A: Ways that consumers could pay or did pay

during their most recent visits

In person at office
73.2% H———
58.1% E———

Online on website
33.7% -
22.8%

Via phone
25.1% .
8.3%

Via a link in an email
14.2% s
2.4% I

Using a payment method stored at the
provider's office

13.9% .

7.0%

Via a link in a text
8.0% I
1.4% |

B Available
I Chosen

Payments synchronicity

6B: Most recently chosen way to pay, by
preferred way to see provider

In person at office
66.6% I
21.4% s
46.0% I

Online on website
15.8% I
59.8% I
11.4% I

Via phone
7.5% m
9.0%
19.1% I

Via a link in an email
7.2% Wl
3.4% 1
16.8% I

Using a payment method stored at the
provider's office

1.7% R

5.3%

3.4% 1

Via a link in a text
1.3% |
11% |
3.2% 1

B Office
i Online
B No preference

Source: PYMNTS.com | Rectangle Health
Connected Healthcare Report
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Many consumers
pay their bills with
credit cards (57
percent) or debit
cards (31 percent).

PYMNTS com Nectangle
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Many consumers pay their bills with
credit cards (37 percent) or debit
cards (31 percent), making it easy for
healthcare providers to streamline
online payment processes.

FIGURE 7:

Payment method chosen to
pay for last visit

Payment method used during most recent

visit, over time

Credit card

37.4%
37.2% mmm——

Debit card
34.3% .
31.0% e

Cash
11.0% .
15.0%

Check
7.5% Im
9.5%

Bank account
3.9% W
21% I

PayPal
21% N
1.7% 0

Apple Pay
0.9% I
0.7% !

Google Pay
0.4% |
0.2% |

Payments synchronicity | 17

Samsung Pay
0.2% |
0.1% |

Another digital wallet

0.5% I
0.3% |

Another payment method
1.7% 0
2.0% 1

B November 2020
1 April 2021

Source: PYMNTS.com | Rectangle Health
Connected Healthcare Report
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THE $800
DIFFERENCE:

Payment plans are of great interest to
both affluent and financially challenged

consumers.

ost consumers — 56
percent — expressed
significant interest in
payment plans, and

patients across all
demographics report interest in
covering bills that insurance will
not pay for with affordable pay-
ments. The difference between
the amount that would cause

patients living paycheck to pay-
check and those earning above
$100,000 annually to seek out
affordable installment payments
for medical bills differed by less
than $800.

FIGURE 8:
Patients' interest in
payment plans

Share of patients who are "very" or
"extremely" interested in using payment plans
in select situations, over time

When bill is not covered by insurance
47.5% I——
42.7%

When money is short
49.4% I
41.4%

When plans would enable other bills to
be paid

44.2% =

37.4% mmmmm——

When bills are higher than expected
40.7% I
36.0% mm——

For typical visits
21.7% .
24.3% s

Any mentioned situation
63.2% I——
56.1%

B November 2020
I April 2021

Source: PYMNTS.com | Rectangle Health
Connected Healthcare Report

The $800 difference | 19

6%

of consumers

are “very or

“extremely”
interested in
payment plans.

© 2021 PYMNTS.com All Rights Reserved
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FIGURE 9:
Patients’ interest in
payment plans

Average minimum bill value at which patients

become interested in payment plans, by select

demographic

Annual income
$1,921 I
$1,135
$839 I

B More than $100K
 $50K-$100K
H Less than $50K

Savings held
$2,200 I
$1,273 I
$727 I

B More than $15K
m $1K-$15K
H Less than $1K

Financial lifestyle
$1,734 I
$1,120 P
$1,149 I

N Do not live paycheck to paycheck

I Live paycheck to paycheck without
issues paying bills

M Live paycheck to paycheck with
issues paying bills

November 2020 average
$1,191 I

April 2021 average
$1,362 I

Source: PYMNTS.com | Rectangle Health
Connected Healthcare Report

Younger patients show significantly
greater interest in payment plans
than older patients, and though
interest in payment plans decreased
slightly in the past year, younger
consumers are becoming more inter-
ested in payment plans for typical
visits. This group’s interest rose from
32 percent in 2020 to 40 percent in
2021.

FIGURE 10:

Bridge millennials' and
younger patients' interest in
payment plans

Share of bridge millennials and younger
patients who are "very" or "extremely"
interested in using payment plans in select
situations, by date

When bill is not covered by insurance

56.6% II——
52.0% ——

When money is short
59.9% N
53.7%

When plans would enable other bills to
be paid

55.5% I

50.8%

When bills are higher than expected
53.5% I
49.8% I——

For typical visits
31.5% I—
39.8%

Any mentioned situation
78.0% I
72.8% I——

B November 2020
M April 2021

The $800 difference | 21

8%

of patients prefer

in-person visits
with their healthcare
provider.

Source: PYMNTS.com | Rectangle Health
Connected Healthcare Report

Source: PYMNTS.com | Rectangle Health
Connected Healthcare Report
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FIGURE 11:
The rise in in-office
interactions

Share of patients who perform select
activities at providers' offices, by date

Filling out patient forms
45.5% I—
53.4%

Making payments for administered
healthcare

32.3% -

36.0% mm——

Editing personal information, including
insurance coverage

31.5% I——

31.8%

Reviewing medical history
20.0% .
23.9%

Verifying the costs of services that insur-
ance will and will not cover in real time
23.9% .
23.1%

Storing preferred payment credentials
20.2% —
22.8%

Checking test results
19.3% .
22.2%

Setting up payment plans based on bill
amounts

17.1% .

16.2% s

Making appointments

12.9% M—
16.0%
PYMNTS com Nectangle

Receiving notifications about payments
8.3% Im
9.4%

Sending messages to doctors to ask a
medical questions

5.6%
7.2%

Receiving notifications about
appointments

4.8% W

6.4%

Requesting telehealth appointments
4.6% W
4.6%

B November 2020
1 April 2021

Consumers are
increasing their
in-office interactions,
but they still want
better customer

experiences.

Patients are returning to their
healthcare providers’ offices: Our
research found that in-person inter-
actions between consumers and
healthcare providers increased.
Despite this, we discovered that
most consumers still demand
time-saving digital tools that make
their in-office interactions more
valuable and care-focused. Young
consumers, in particular, are show-
ing an increased interest in using

The $800 difference

digital options to interact with their
healthcare providers, with the share
recognizing medical websites as a
most preferred method rising from
9 percent to 13 percent and the
share identifying the use of text
communications as a top method
growing slightly from 10 percent to
11 percent. Millennials (32 percent)
and bridge millennials (30 percent)
are the generations with the great-
est preference for online visits.

23
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CONCLUSION s
METHODOLOGY

s consumers return to in-person medical

visits en masse, healthcare providers will

be faced with the challenge of meeting

new, higher standards for patient expe-

riences that have been influenced by the
recent digital shift. Patients are highly loyal to their
healthcare providers, but younger consumers show
significant willingness to switch providers if they
are offered digital tools that improve their patient
experiences. That means digital tool access is a
key loyalty driver for younger patients, who show
particular interest in simplified communications,
payments and appointment management. Most
consumers are also very interested in affordable
ways to pay their bills, and healthcare practices
may inspire customer loyalty and possibly avoid
costly debt collection actions by offering payment
plans to consumers. Medical practices now have
a unique opportunity to make the patient experi-
ence more positive through offering through the
digital communication tools and new payment
options that consumers want.

Connected Healthcare: What Consumers
Want From Their Healthcare Customer
Experiences, a collaboration with
Rectangle Health, presents findings from
a survey of 2,263 consumers represen-
tative of the U.S. population. Our initial
pool included 3,776 responses. Out of
these responses, 3 percent declined the
confidentiality agreement, 10 percent
gave partial responses, 10 percent were
deleted either because they failed the
robot question (2.9 percent) or because
they had inconsistent answers (7.5 per-
cent) and 16 percent were disqualified for
not receiving healthcare from any of the
types of providers studied for this survey
during the past 12 months. Consumers
were asked questions regarding their
healthcare experiences, including their
health insurance usage and how they paid
for their most recent healthcare visits as
well as their preferences for interacting
with their healthcare provider. They were
also asked demographic questions. This
survey was conducted from April 14 to
April 26, 2021.
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