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Most consumers want
better digital health
experiences—can
providers rise to meet
their needs?
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The data: Software provider Redpoint Global's latest survey reveals US health consumers are
still calling out for their healthcare providers to offer digital, more personalized experiences.

* 80% of consumers prefer to use digital channels (like online messaging and virtual
appointments) when communicating with their healthcare providers at least some of the time,
and 44% prefer it a majority of the time.

" 36% expect communications from a provider to match in-person experiences in terms of
relevance, consistency, and outcomes.

* And 29% expect frictionless check-in experiences both online and in-person.

* For context, the survey was conducted in November 2021 of 1,000 US adults.

4 in 5 consumers prefer digital channels for healthcare
communications at least some of the time

29% expect frictionless check-in experiences both
online and in-person

36% of consumers expect digital communications from
a provider to match in-person experiences

Source: RedPoint Global, 2021 INSIDER eMarketer
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Digging deeper into the data: US healthcare consumers will select a provider based on how
well they meet their desire for digital, personalized experiences.

* 66% of respondents said their provider selection was dependent on the provider’s ability to
communicate efficiently and consistently.
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https://www.redpointglobal.com/press-releases/80-of-patients-prefer-to-use-digital-communication-to-interact-with-healthcare-providers-and-brands/

* And 60% of consumers would choose a provider based on how well the provider
understands them, beyond just basic patient data.

And consumers don't just want digital communication—it has to be relevant, timely, and
fruitful.

" 44% of consumers expect their providers to contact them proactively—and 15% would be
more likely to choose a provider that was more proactive.

The bigger picture: Healthcare incumbents still lag on offering strong digital experiences.

* 57% of consumers think retailers and financial services do a better job at providing
personalized, omnichannel experiences than healthcare institutions, per RedPoint.

What's at stake? Consumers are growing less loyal to their providers and more open to
shopping around for healthcare services, and nontraditional/digital health companies are
meeting healthcare consumers’ demands.

For example, CVS Health launched a virtual primary care solution, Aetna Virtual Primary Care,
which offers consumers the convenience of hybrid in-person and virtual care and a continuous
relationship with their preferred provider.

In another example, Teladoc ranked first in consumer satisfaction and number one among
D2C telehealth providers per JD Power’s 2021 Telehealth study.

* Thisis likely because Teladoc takes on whole-person care well, integrating every step of a
patient’s health journey and the quick and easy access consumers have to Teladoc’s providers.

" Teladoc patients can typically connect with doctors within 20 minutes of a request, doctors
are available 24/7, and 92% of Teladoc patients have their medical issues addressed in a
single call.
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https://www.teladochealth.com/newsroom/press/release/teladoc-health-ranks-first-in-consumer-satisfaction-by-j-d-power-2021/
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US Adults' Level of Satisfaction with Select Health
Activities to Manage Their Health, June 2021

% of respondents in each group

Using a smart watch to monitor my health

T0%
Utilizing a patient portal to engage with my healthcare provider

Telemedicine appointments

Utilizing a mobile app to manage my health

Using smart devices, such as a connected blood pressure cuff or a scale, to
manage my health

Using a mobile app to find the lowest price for a prescription

63% 29% (N85

Utilizing email to engage with my healthcare provider
62%

Visiting the website of a prescribed drug for offers or information

Using a hands-free device or voice assistant like Alexa to manage a health
condition

52% £1% SNIS8

Searching the internet to diagnose ailments

M Satisfied W Neutral W Dissatisfied

Note: numbers may not odd up to 100% due to rounding
Source: Mobiquity, "Exploring the Impact of Digital Tools in Healthcare Management and
Fatient Loyalty," July 9, 2021
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