
Closing the Access Gap 
for Healthcare Consumers 
How Personalizing the Consumer Experience Can Help 
Your Business Attract New Patients 

By 2020, the healthcare consumer experience will become the 
industry’s key differentiator — more important than either the 
price or type of care offered. To gain market share, providers will 
need to distinguish their brand from the competition. 

Across the nation, healthcare consumers are consistent about 
two things: 

The market is becoming far more competitive for hospitals, 
specialists, and primary care physicians—
and provider loyalty is low.

Patients want time to interact with their doctors, without rushing. 
When patients feel like just another number, they will take their 
business elsewhere. They are also likely to share their 
experiences online.

Attracting new patients can mean significant ROI. But how can your 
organization stand out from competitors? 

Change Healthcare conducted a three-year research study on the 
healthcare consumer experience, examining the pain points that 
occur from the moment a patient first needs care. Our results show 
that closing the access gap means delivering:

Your business can attract new consumers when you prioritize 
compassionate care, consumer convenience, and service 
transparency. To learn more, read our white paper, The Journey 
of Finding Care. 

Q: Before choosing a new care provider, who do healthcare  
     consumers consult? 

A: Other consumers. 

81%
of patients are not 
satisfied with their 

healthcare experience1 

Healthcare 
consumers rank

a personalized 
care experience
as their top priority.2 

72%

evaluate potential new 
providers via sites such 
as Google Reviews and 

HealthGrade3

94%

read or post online 
reviews/comments 
about providers3
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About Change Healthcare

Change Healthcare is a leading independent healthcare technology company that 
provides data and analytics-driven solutions to improve clinical, financial and patient 
engagement outcomes in the U.S. healthcare system. We are a key catalyst of a 
value-based healthcare system, accelerating the journey toward improved lives and 
healthier communities.
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High rates of consumer 
dissatisfaction—coupled 
with a clear preference 
for a personalized care 
experience—equals a 
tremendous opportunity 
for healthcare providers

80%
of patients would 
consider switching 

providers for 
convenience alone5

90%
of metropolitan 
areas have highly 
concentrated 
markets4

$1,813
average annual 

out-of-pocket spend 
for individual 
consumer6
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