
Why Patient Experience Matters

Healthcare costs continue to climb with patients paying more than ever. 

Increase in deductible burden for
employed in the past 10 years 1162%

Increase in Americans’ average 
out-of-pocket care cost since 1984 2101%

Projected rise of healthcare costs per 
year over the next decade 3 5.5%

Have been surprised
   by a medical bill 4  

57%

Research costs 
   prior to care 7

75%

The wrong approach can lead to lost 
market share and a damaged brand.
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80% Want physicians to clearly 
communicate what insurance
covers vs what they owe 10

The right strategy can lead to increased
patient satisfaction and greater revenue.

80% Would consider switching 
providers for convenience 
factors alone 11

Value of a patient’s 
lifetime health 
spending  12

$1.4M

Learn how to reimagine the patient experience as a continuous opportunity 
for ongoing, proactive engagement – providing the same help and compassion 
whether patients are researching provider ratings, self-scheduling their MRI 
or understanding their share of payment.

Download the whitepaper, Winning at Consumerism in the Post-COVID World, 
or contact R1 for an assessment of your current patient experience strategy or 
opportunities for improvement.

Winning at Consumerism After the COVID-19 Crisis
Four strategies to regain market share 

through patient engagement Chris Ingersoll, VP Product Strategy 

Whitepaper

As healthcare organizations move beyond the urgent crisis caused by the COVID-19 pandemic, winners and losers 

will emerge. Consumerism and patient engagement are among the key initiatives that can set providers apart and 

help them gain back market share.
When the COVID-19 pandemic hit the U.S., healthcare organizations necessarily took an all-hands-on-deck 

approach. Providers quickly rose to the occasion, changing their care delivery model to treat COVID-19 patients 

While healthcare leadership’s attention was diverted from strategic 

initiatives such as price transparency, new initiatives such as remote 

check-in and registration became top priority.Now, as healthcare leaders implement a strategy for surviving after the 

COVID-19 crisis, two facts hold true: patient experience is more important 

than ever, and COVID-19 has irrevocably changed what patients want.  While many of their expectations are the 

same as they were pre-pandemic, today’s patients also need to know how their hospital will protect them from 

contagious diseases.

This whitepaper addresses how and why patient expectations are changing, and what healthcare 

organizations can do to respond. In addition, it discusses four strategies for transcending price 

transparency regulations and creating an optimal patient experience across the entire continuum of care.
Acknowledging what’s broken to patientsPatient satisfaction scores have become increasingly important to healthcare organizations. Review websites 

such as CMS’ Hospital Compare give consumers a clear line of sight into patients’ opinions of their care encounter 

– not only clinical quality, but also value, cost and overall experience. One fact is clear: when patients form opinions 

about their care experiences, they don’t only consider clinical care – they evaluate every interaction, whether 

financial, administrative or clinical. 
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“The COVID-19 crisis hasn’t changed the fact that patients 
want an excellent experience 

that addresses every part of the 
continuum of care.”

R1 is a registered trademark of R1 RCM Inc. All rights reserved.

R1 RCM is a leading provider of technology-enabled RCM services which transform and solve revenue cycle performance 
challenges across hospitals, health systems and group physician practices. R1’s proven and scalable operating models 
seamlessly complement a healthcare organization’s infrastructure, quickly driving sustainable improvements to net patient 
revenue and cash flows while reducing operating costs and enhancing the patient experience. 

Learn more at r1rcm.com or contact us contact@r1rcm.com.

Today’s patients are anxious about costs and approach 
healthcare with a consumer mindset.

75%

Have delayed treatment 
due to costs 6 

Want the same experience 
they get in other industries 8

33%

Aren’t confident they can    
pay for a major illness 5  

40%

Patient experience has a direct impact on retention and revenue.

Transform your patient experience into competitive advantage.

https://www.kff.org/report-section/ehbs-2019-summary-of-findings/
https://www.cnbc.com/2019/10/09/americans-spend-twice-as-much-on-health-care-today-as-in-the-1980s.html
https://www.pgpf.org/blog/2019/05/healthcare-costs-for-americans-projected-to-grow-at-an-alarmingly-high-rate
https://www.norc.org/NewsEventsPublications/PressReleases/Pages/new-survey-reveals-57-percent-of-americans-have-been-surprised-by-a-medical-bill.aspx
https://www.commonwealthfund.org/publications/issue-briefs/2019/sep/what-do-americans-think-health-coverage-2020-election
https://news.gallup.com/poll/245486/delaying-care-healthcare-strategy-three-americans.aspx?g_source=link_NEWSV9&g_medium=LEAD&g_campaign=item_&g_content=Delaying%2520Care%2520a%2520Healthcare%2520Strategy%2520for%2520Three%2520in%252010%2520Americans
https://patientengagementhit.com/news/75-of-patients-look-at-price-transparency-ahead-of-care-access
https://www.salesforce.com/research/customer-expectations/
https://cdn2.hubspot.net/hubfs/4941928/Marketing/Images/Infographic%20Sources/West-Patient%20Communication%20Wish%20List.pdf
https://go.nrchealth.com/loyalty-white-paper
https://go.nrchealth.com/loyalty-white-paper
https://www.r1rcm.com/whitepaper/four-strategies-for-winning-at-consumerism
https://www.r1rcm.com/whitepaper/four-strategies-for-winning-at-consumerism
https://cdn2.hubspot.net/hubfs/4941928/Marketing/Images/Infographic%20Sources/West-Patient%20Communication%20Wish%20List.pdf
https://www.adobe.com/content/dam/acom/en/industries/healthcare/pdfs/adobe-econsultancy-2019-report-the-consumerization-of-healthcare.pdf



