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Drivers of Change

Introduction

Healthcare delivery is a changing landscape: between new disruptors, entrenched players 

launching differentiated access points, legislators shaping costs and price transparency, large 

health plans pushing for vertical integration, and more, winning consumer attention is challenging. 

It’s also a moving target, as these changes are continually reshaping consumer expectations and 

causing consumer preferences to evolve. Competing for consumers therefore requires a future-

oriented focus to stay ahead of predicted changes.

Five factors heavily influence patient decisions: cost, access, quality, experience, and reputation. 

Analyzing how market forces are impacting these factors today can help you prepare to compete for 

future consumer preferences.

Five key decision factors influence consumer care decisions.

Consumer Preferences Drivers of Change

Source: ”What do consumers want from orthopedic care?” Advisory Board, January 2020; "Consumer preferences for a primary care clinic,” Advisory Board, December 2019; ”Understanding what 
matters to most cancer patients,” Advisory Board, October 2019; “What Do Consumers Want from Specialty Care?” Advisory Board, June 2015.

Reputation

ExperienceCost

Access
Quality

15% of patients 

ranked positive 

online reviews 

among the

top 3 

reasons
for specialist

selection

Survey of 1,300 

specialty care 

patients in 2015 

Friendly staff 

and patient-

focused care 

was ranked the

#4 

attribute
in choosing a 

new primary 

care clinic

Survey of 1,499 

respondents in 2019

Insurance 

coverage was 

the

#1 

attribute
patients 

prioritized when 

seeking knee 

replacement 

surgery

Survey of 983 knee 

replacement patients 

in 2020 

60%
of top 10 

attributes 

for choosing a 

new primary 

care clinic were 

access-related

Survey of 1,499 

respondents in 2019

Clinical quality 

ranked among 

top 4 

features
cancer patients 

prioritize when 

seeking care

Survey of 1,200+ 

cancer patients in 

2019 
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https://www.advisory.com/-/media/project/advisoryboard/shared/research/mic/executive-research-briefings/2018/what-do-comsumers-want-from-orthopedic-care.pdf?rev=972fe473fbfe47e7a2ab14508d2f8a9d&hash=A62A7C660FA8C79506C59FA77D36D7DA
https://www.advisory.com/-/media/project/advisoryboard/shared/research/mic/resources/2019/consumer_preferences_for_a_primary_care_clinic.pdf?rev=2f92cb48baa64ee1b9c836c8062f60d9&hash=2C0A1EFA690FA551DDD0BC38912A9170
https://www.advisory.com/topics/oncology/2019/10/understanding-what-matters-most-to-cancer-patients
https://www.advisory.com/topics/classic/2015/06/what-do-consumers-want-from-specialty-care
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Drivers of Change

Drivers of change

More resources on consumerism

Accessible on advisory.com

VIDEO

Consumerism - and what it means for you

RESEARCH

What health care stakeholders can gain from 

consumer behavior change

SECTION DRIVER CHANGE

01
Ambulatory care options 

continue to expand

Continuous growth in ambulatory options, such as ambulatory surgery 

centers and urgent care facilities, has contributed to the continued uptick 

in utilization of alternative sites of care.

02
Workforce shortages 

hamper care quality and 

timeliness

The healthcare workforce has shifted within the industry, leaving some 

stakeholders better off than others in their ability to attract and maintain 

sufficient staffing ― and consumers.

03
Economic volatility causes 

consumer hesitancy

Unstable economic conditions have led consumers to make stringent 

choices and to value price transparency anew.

04
Healthcare across sectors 

becomes more digitally 

enabled

The pandemic accelerated the use of digital health tools, allowing for the 

expansion of on-demand services like remote patient monitoring and 

virtual visits.

05
Stigma around mental health 

and wellbeing lessens

Increased awareness of mental health challenges is changing consumer 

perceptions of and demands for mental healthcare.

Consumer Preferences Drivers of Change

2023

https://www.advisory.com/Topics/Purchased-Services/2017/01/Consumerism-and-what-it-means-for-you
https://www.advisory.com/Topics/Consumerism/2022/09/consumer-behavior-change
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Drivers of Change

Ambulatory care options continue to expand01

Ambulatory surgery centers (ASCs), urgent care clinics, and direct and concierge primary care sites 

have grown in recent years, both in the number of sites and the scope of services offered.​ This is 

largely the result of disruptors and traditional health systems competing in the ambulatory space, and 

payer pressure to push more care out of the hospital. ​While these sites use cost to help distinguish 

themselves from hospital-based care, most compete with other ambulatory sites on access and 

convenience. 

What’s happening? 

Fifty-one percent of surveyed consumers1 indicated convenience and access ― including facility 

proximity to home and ability to take walk-ins ― as the most important factors in care decision-

making in 2019. This demand continues to spur organizations to invest in access-related 

differentiators, which perpetually heightens consumer expectations for convenience.

Why does this matter today?

11.5x
increase in direct and concierge 

primary care from 2014 to 2021

57%
increase in urgent care 

clinics from 2013 to 2019

7.1%
increase in the number of 

ASCs from 2016 to 2020

Source: “Amazon Care Plans Big U.S. Virtual And In-Person Health Services Expansion,” Forbes, February 2022; “Pediatric urgent care 

facility opens in Opelika’s Tiger Town,” MSN, February 2022; “How Clinics Can Evolve Amid The Increasing Role Of On-Demand Care,” 

Forbes, February 2022; “Tenet continues bet on ambulatory surgery centers to drive long-term growth,” Healthcare Dive, February 2022; 

“Key Steps for Opening the Digital Front Door, Digital Transformation,” Patient Engagement Hit, June 2021; “Walking out of the hospital,” 

McKinsey, September 2020; ”Pandemic boosting healthcare consumerism, CVS Health finds,” Healthcare Finance News, July 2021.

Increase in 

community 

health center use 

from 2020-2021

4%
Increase in local 

pharmacy use 

for care from 

2020-2021

6% Patients increasingly choose convenience

Patient use of routine care from PCPs dropped from 62% 

in 2020 to 56% in 2021 in favor of online resources, 

community health centers, and local pharmacies.

Consumer Preferences Drivers of Change

1. According to a 2021 CVS Health consumer survey. 

2023

https://www.forbes.com/sites/brucejapsen/2022/02/08/amazon-care-plans-big-virtual-and-in-person-expansion/?sh=56c405125898
https://www.wtvm.com/2022/02/10/new-pediatric-urgent-care-facility-opens-opelikas-tiger-town/
https://www.forbes.com/sites/forbesbusinesscouncil/2022/02/01/how-clinics-can-evolve-amid-the-increasing-role-of-on-demand-care/?sh=764e1e2635ff
https://www.healthcaredive.com/news/tenet-buying-ambulatory-surgery-centers-driving-long-term-growth/618533/
https://patientengagementhit.com/news/key-steps-for-opening-the-digital-front-door-digital-transformation
https://www.mckinsey.com/industries/healthcare-systems-and-services/our-insights/walking-out-of-the-hospital-the-continued-rise-of-ambulatory-care-and-how-to-take-advantage-of-it
https://www.healthcarefinancenews.com/news/pandemic-boosting-healthcare-consumerism-cvs-health-finds
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• Consumers: Will prioritize lower cost and more convenient care options, which will likely be 

ambulatory services when clinically appropriate.

• Device companies and suppliers: Will likely adjust their value proposition to appeal to 

freestanding providers, emphasizing their ability to drive surgical efficiency, reduce costs, and 

optimize supply chains.

• Health plans: Will adjust coverage to incentivize ambulatory services over inpatient services, 

both to accommodate consumer preferences and to lower costs. For some plans, this will include 

acquisition of ambulatory assets.

• Health systems: Will likely build, acquire, or partner with ambulatory facilities and enhance 

outpatient strategy to minimize lost revenue, remain competitive, and meet consumer demand.

• Physicians: Will explore emerging site of care options, taking into account their potential for 

higher volumes and more flexible hours.

Source: Advisory Board interviews and analysis. 

Expected stakeholder actions

Potential impacts of industry actions

Impact to stakeholder expected to be:         Positive         Negative         Too soon to tell?—

Consumers will have more care options with more variety in cost and convenience.

Device companies and suppliers will face a more fragmented market with new customers who 

have different purchasing and pricing expectations than hospitals.

Health plans will continue to see lower costs, as more ambulatory options mean more 

opportunities for health plans to incentivize less expensive care sites.

Health systems will lose revenue from profitable services that shift to new settings, but those 

with ambulatory networks stand to gain from volume growth in outpatient services. 

Physicians will see increased diversity of care settings and care model options. 

?

?

Consumer Preferences Drivers of Change

2023
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Workforce shortages hamper care quality 

and timeliness02

The number one concern for hospital CEOs in 2021 was personnel shortages, partly due to provider 

burnout. The primary reasons providers reported leaving their jobs ― for other jobs, different 

industries, or retirement ― were insufficient staffing, workload intensity, emotional toll of their job, and 

feeling unsupported at work. Among the many impacts of the resulting staffing shortages are poorer 

health outcomes for patients and less timely access to care. 

What’s happening?

Why does this matter today?

Source: “2021 Advisory Board hospital turnover and vacancy benchmarks,” Advisory Board, March 2022; “Top Issues Confronting Hospitals in 2021,” American College of Healthcare Executives; “State of the Long Term Care Industry,” AHCA 

NCAL, September 2021; “2022 Frontline Nurse Mental Health & Well-Being Survey,” Trusted Health, July 2022; “Nursing in 2021: Retaining the healthcare workforce when we need it most,” McKinsey, 2021; ”Pandemic boosting healthcare 

consumerism, CVS Health finds,” Healthcare Finance News, July 2021; “healthcare worker burnout at 'crisis levels,' warns Surgeon General,” Advisory Board, May 2022.

Care quality is paramount, but consumers also seek timely and convenient care, and they may switch 

providers when their expectations aren’t met. For example, a 2022 CVS Health survey revealed that 

39% of consumers would go to urgent care instead of another provider in their doctor’s office if they 

weren’t able to see their regular PCP quickly. This means that workforce challenges are having 

market share impacts, since it’s often non-hospital employers who can offer employees more flexibility 

and lower stress ― thereby helping them compete for access-conscious consumers. 

Operational impacts of insufficient staffing

Medical errors and 

adverse events

Timeliness 

of care

Quality 

scores

Risk accuracy 

coding

Patient safety 

and experience

Consumer Preferences Drivers of Change

2023

Potential to lose talent Potential to gain talent (and thus, consumers)

Health plans and 

purchasers
Physician 

practices

Hospitals 

& post-acute care

Life 

sciences

Ambulatory and 

virtual providers
Big Tech 

and Retail

https://www.advisory.com/Topics/Retention-and-Recruitment/2022/01/Hospital-turnover-and-vacancy-benchmarks
https://www.ache.org/learning-center/research/about-the-field/top-issues-confronting-hospitals/top-issues-confronting-hospitals-in-2021
https://www.ahcancal.org/News-and-Communications/Fact-Sheets/FactSheets/Workforce-Survey-September2021.pdf
https://uploads-ssl.webflow.com/62991a992ad4fe937e88efec/62d1ba32d9f1be54b8361503_Trusted%20Health%202022%20Mental%20Health%20Survey.pdf
https://www.mckinsey.com/industries/healthcare-systems-and-services/our-insights/nursing-in-2021-retaining-the-healthcare-workforce-when-we-need-it-most
https://www.healthcarefinancenews.com/news/pandemic-boosting-healthcare-consumerism-cvs-health-finds
https://www.advisory.com/Daily-Briefing/2022/05/25/healthcare-burnout
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Source: Advisory Board interviews and analysis. 

• Consumers: Will seek facilities that have better patient reviews, reputations, and wait times, or 

defer care entirely if they feel that consistent, high-quality providers are unavailable.

• Digital health companies: Will continue to attract providers if they can maintain recruitment, 

strengthening digital workforce solutions. 

• Health systems: Will fight to remain competitive both among employees and consumers. 

Although traditional recruitment and retention efforts remain important, they are no longer 

sufficient in the current environment. To remain a top choice among consumers, health systems

will need to ensure adequate staffing or invest in staffing supplements (ex. automated 

technology) to meet the service demand.

• Physicians: Will continue seeking places of work that offer more flexibility and support ― likely 

at ambulatory and freestanding sites, with Big Tech and Retail providers, or in other sectors of 

the healthcare industry.

Potential impacts of industry actions

Consumers will face worse overall care experiences (including worse outcomes and longer wait 

times) at understaffed facilities, especially for inpatient care.

Digital health companies will continue to see opportunities to recruit healthcare workers and 

heightened demand for automated technology to help alleviate staffing shortages and burnout.

Health systems will continue to lose workers to more flexible, lower stress places of work and 

may have a harder time competing for patients as wait times for shoppable care lengthen and 

quality scores decline. 

Physicians may see expanded employment opportunities ― or, as wait times increase, they 

could see more frustrated and less healthy patients, which can perpetuate burnout cycles. 

—

Impact to stakeholder expected to be:         Positive         Negative         Too soon to tell?—

Expected stakeholder actions

—

Consumer Preferences Drivers of Change

2023

?



pg. 8© 2022 Advisory Board • All rights reserved • advisory.com

Drivers of Change

Economic volatility causes 

consumer hesitancy03

Rising inflation, a looming recession, and slowed investing have compounded to create unstable 

economic conditions. Inflation began to spike in the United States in April of 2021, steadily climbing 

throughout 2022 until the rate peaked at 9.1% in June. Therefore, Americans paid more for almost 

everything, including health services, despite an overall decrease in income for middle-income 

households over the last three years. 

What’s happening? 

Why does this matter today?

Source: ”How Much Has Inflation Increased In 2022? And Are Prices Still Rising?” Forbes, December 2022; “How CHOP's price transparency initiative boosted 

patient satisfaction by 85%—and 5 ways to replicate their success,” Advisory Board, December 2018; “Rising Costs Replace Pandemic Concerns As Top Reason 

Americans Defer Healthcare,” Business Wire, November 2022; ”Americans’ Challenges with Health Care Costs | KFF,” KFF, July 2022; “Paying Out-of-Pocket,” 

JPMorgan Chase Institute, September 2017; “75% of Patients Look at Price Transparency Ahead of Care Access,” Patient Engagement Hit, September 2019.

Consumers face higher out-of-pocket healthcare costs and premiums and more limited healthcare 

benefits under current economic conditions. They’re wary of unexpected costs and trying to manage 

unknowns by looking for advanced pricing info. As a result, they’re more stringent with their care 

decisions today and apt to reward organizations who can give them clear answers on costs, even if 

they aren’t ultimately the lowest cost option. Additionally, some consumers are deferring care due to 

high costs of healthcare services (46%) and higher costs of living overall (43%).

47% of adults reported1

having difficulty affording 

healthcare costs.

Out of pocket healthcare spending 

grew at an annual rate of 4.3% for 

consumers between 2013 and 2016.

75%
Of patients who visited a hospital, clinic, or doctor’s office 

in the past 6 months looked up the cost of 

medical procedures prior to prevent unexpected expenses.

91%
Of consumers want to know their out-of-pocket cost prior 

to treatment ― but 63% of healthcare executives report 

price transparency as a major challenge.

Consumer Preferences Drivers of Change

1. According to a 2022 Kaiser 

Foundation report.

2023

https://www.forbes.com/sites/qai/2022/12/12/how-much-has-inflation-increased-in-2022-and-are-prices-still-rising/?sh=5496df3968aa
https://www.advisory.com/Blog/2018/12/price-transparency
https://www.businesswire.com/news/home/20221107005051/en/
https://www.kff.org/health-costs/issue-brief/americans-challenges-with-health-care-costs/#:~:text=About%20half%20of%20U.S.%20adults%20say%20that%20it,compared%20to%20those%20with%20health%20insurance%20coverage%20%2847%25%29.
https://www.jpmorganchase.com/institute/research/healthcare/report-affording-healthcare#:~:text=Families%20spent%20on%20average%20%24714,annual%20rate%20of%204.3%20percent.
https://patientengagementhit.com/news/75-of-patients-look-at-price-transparency-ahead-of-care-access
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• Consumers: Will delay care or defer entirely to avoid high medical expenses. They will likely put 

pressure on government agencies, health systems and providers, and health plans to lower costs 

and offer intuitive price transparency tools.

• Digital health companies: Will build price transparency tools and will likely face pressure from 

consumers and regulators to enhance their comprehensiveness and user friendliness. 

Additionally, they will expand virtual capabilities as a cheaper alternative to in-person care. 

• Government: Will likely cut corners to reduce spending, but they may eventually provide stimulus 

and relief funding to consumers as pressure mounts.

• Health systems and physicians: Will struggle to maintain patient volumes as consumers forgo 

care. Progressive hospitals will likely expand cheaper inpatient care options, and some may see it 

as a strategic imperative to shift to more ambulatory and virtual services to reduce costs.

Expected stakeholder actions

Consumers will continue to grapple with less affordable care.

Digital health companies will benefit from increased demand for their products and services as 

plans prioritize virtual-first offerings and consumers seek cheaper virtual care options and price 

transparency tools.

Government will face pressure to stimulate the economy and provide relief to struggling 

Americans.

Health systems will be limited in expansion and innovation capabilities due to margin pressures, 

which may lead them to fall short of consumer expectations.

Physicians may face decreasing volumes as patients defer or delay care due to high costs.

Impact to stakeholder expected to be:         Positive         Negative         Too soon to tell?—

Potential impacts of industry actions

Source: Advisory Board interviews and analysis. 

—

—

—

—

Consumer Preferences Drivers of Change

2023
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Healthcare across sectors becomes more 
digitally enabled04

Social distancing necessities and payment parity during the pandemic accelerated the use of digital 

health tools, allowing for the expansion of services like remote patient monitoring and virtual visits. 

While virtual visit utilization has fallen since its peak in Spring 2020, consumers’ increased exposure 

to virtual delivery channels has reset their standard for access and convenience. Today, about 10% of 

outpatient visits occur virtually (as opposed to about 1% pre-2020).

What’s happening? 

Virtual care has led consumers to expect on-

demand access as a normal service, not a 

differentiator. That means those who are trying to 

compete for access ― and convenience-hungry 

consumers ― are trying to push the boundaries 

of virtual and in-person care even further.

Why does this matter today?

Source: “Key Steps for Opening the Digital Front Door, Digital Transformation,” Patient Engagement Hit, June 2021; "Telehealth Now a Permanent Fixture for U.S. Healthcare Delivery," The Chartis
Group, October 2022; “We Believe Series: Future Generations Will Value "Wellness" over "Healthcare“,” ECG Management Consultants, December 2020; “New Survey Finds Patients Are Ready for 
Remote Patient Monitoring,” Health Intelligence, June 2021.

Even [61% of] Baby Boomers, whom health 

professionals previously thought of as unlikely to 

embrace digital health platforms, say they would use 

telehealth for their chronic disease management.

ECG Management Consultants, December 2020

31%
Of respondents said provider 

availability for telehealth and in-

person visits would influence 

their decision to switch 

providers

4 in 5
Consumers said they 

were in favor of remote 

patient monitoring, 

especially for monitoring 

chronic diseases

72%
Of providers indicated that having 

access to virtual visits and 

telehealth would be very or 

somewhat valuable for patient 

communication

Uptake of digital health tools has increased among consumers of all age groups and will continue to 

rise as capabilities expand within chronic and specialty care. 

Consumer Preferences Drivers of Change

2023

https://patientengagementhit.com/news/key-steps-for-opening-the-digital-front-door-digital-transformation
https://www.chartis.com/insights/telehealth-now-permanent-fixture-us-healthcare-delivery
https://www.ecgmc.com/thought-leadership/whitepapers/we-believe-series-future-generations-will-value-wellness-over-healthcare
https://mhealthintelligence.com/news/new-survey-finds-patients-are-ready-for-remote-patient-monitoring#:~:text=According%20to%20the%20survey%20of,sugar%20and%20blood%20oxygen%20levels.
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Expected stakeholder actions

• Select consumer groups: Will seek virtual care when clinically appropriate and will pressure 

providers, health systems, and health plans to expand access to digital health services. This 

includes potentially switching providers for better access.

• Digital health companies: Will continue to grow offerings and will likely aim for a more holistic 

approach to telehealth, likely with a focus on interoperability and asynchronous offerings, to keep 

up with virtual visit demand and to combat disruptions to the continuum of care.

• Health plans: Will continue to incentivize virtual services over in-person services to lower the 

cost of care but will eventually feel the impacts of care fragmentation if they don’t move to 

improve coordination among providers and sites of care.

• Health systems and physicians: Will expand their digital care offerings with variable success, 

depending on the type of investments they make, how much they are willing to invest, and ability 

to integrate those digital offerings into care pathways and clinician workflows.

Consumers will continue to see increased digital care options that optimize convenience, but 

consumers without internet or electronic devices will struggle to access virtual services.

Device companies and suppliers will likely see increased demand for support for virtual and 

on-demand services to keep up with health plan and consumer preferences.

Digital health companies will see rising demand for virtual health services in primary care, 

chronic disease management, specialty care, and follow-up appointments, as well as for more 

affordable remote patient monitoring capabilities.

Health plans will benefit from lower cost virtual services, which are typically less expensive than 

in-person care.

Health systems and physicians will face pressure to expand digital care offerings while they 

may lose revenue from in-person services.

?

Impact to stakeholder expected to be:         Positive         Negative         Too soon to tell?—

Potential impacts of industry actions

Source: Advisory Board interviews and analysis. 

—

Consumer Preferences Drivers of Change

2023
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WELLNESS SERVICES HEALTH PLAN COVERAGE

Stigma around mental health and 
wellbeing lessens05

A recent survey from CNN and KFF1 indicates that 90% of Americans agree the United States is 

experiencing a mental health crisis, and over 30% of U.S. adults report struggling with their mental 

health. The taboo, however, is lessening. In 2019, an APA2 poll found that 87% of American adults 

agreed that having a mental health disorder is nothing to be ashamed of, and 86% said they believe 

that people with mental health disorders can get better. The pandemic further drove conversations 

around the deteriorating state of Americans’ mental health, helping to destigmatize seeking care for 

mental health needs.

What’s happening? 

The poor state of population-level mental health in the U.S. ― paired with the growing societal 

emphasis on mental health and wellbeing ― has led consumers to prioritize mental health and 

wellness services in several ways.

Why does this matter today?

Source: “90% of US adults say mental health is a crisis in the United States,” CNN, October 2022; “The US’ growing mental health crisis, in 6 
charts,” Advisory Board, October 2022; “Great Resignation: Employers are upping pay and benefits to keep workers from resigning. Here are ones 
workers want the most,” Fortune, February 2022; ”Pandemic boosting healthcare consumerism, CVS Health finds,” Healthcare Finance News, July 
2021; “Adults Reporting Symptoms of Anxiety or Depressive Disorder During COVID-19 Pandemic,” KFF, March 2022; “Millennials can't afford 
health insurance, adopt risky alternatives,” CNBC, June 2016; “Survey: Americans becoming more open about mental health,” APA, May 2019.

86% of consumers said their 

primary care physician should 

have familiarity with their mental 

health history.

73% of workers sought mental 

health coverage in 2019, and 

72% say health and wellness 

stipends are critical.

1 in 5 millennials said they cannot 

afford basic healthcare expenses but 

will spend money on wellness 

services like mental healthcare.

PHYSICIAN SUPPORT

While they may be more willing to seek mental healthcare, many consumers are inhibited by costs: 

nearly 30% of consumers3 said they did not visit a mental health specialist due to the cost. This effect 

is magnified in younger segments of the population. One study found that 74% of young adults in the 

U.S. did not seek mental health services during the pandemic due to costliness, despite being the 

most likely age group to report depression.  

Consumer Preferences Drivers of Change

1. Kaiser Family Foundation.

2. American Psychological Association.

3. According to a 2021 CVS Health consumer survey. 

2023

https://www.cnn.com/2022/10/05/health/cnn-kff-mental-health-poll-wellness/index.html
https://www.advisory.com/Daily-Briefing/2022/10/07/mental-health-crisis
https://fortune.com/2022/02/23/employers-increasing-pay-benefits-workers/
https://www.healthcarefinancenews.com/news/pandemic-boosting-healthcare-consumerism-cvs-health-finds
https://www.kff.org/other/state-indicator/adults-reporting-symptoms-of-anxiety-or-depressive-disorder-during-covid-19-pandemic/?currentTimeframe=0&sortModel=%7B%22colId%22:%22Location%22,%22sort%22:%22asc%22%7D
https://www.cnbc.com/2016/06/27/millennials-cant-afford-health-insurance-adopt-risky-alternatives.html
https://www.apa.org/news/press/releases/2019/05/mental-health-survey
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Expected stakeholder actions

• Consumers: Will seek employers and health plans that offer benefits and coverage for mental 

health and wellness services, and providers that offer convenient, affordable, and supportive 

mental health services. 

• Digital health companies: Will expand virtual capabilities for mental healthcare.

• Employers: Will iterate on benefits packages, including more mental health support services and 

better coverage, and invest in more flexible, supportive company cultures to help recruit and 

retain talent. 

• Health plans: Will move to expand coverage of mental healthcare and might eventually include 

non-traditional wellness services like acupuncture and massage therapy.

• Health systems: Will struggle to accommodate the growing demand for mental healthcare, 

including inpatient psychiatric care and outpatient services like therapy. Some will likely adjust 

their services to stay competitive.

• Pharmaceutical companies: Will seek growth opportunities in psychiatric medical solutions. 

They might need to revamp their marketing efforts to establish pharmaceutical solutions as 

holistic and low-risk, high-reward.

Consumers will continue to see a gap between demand for and access to mental healthcare.

Digital health companies will see rising demand for virtual and tech-driven mental healthcare.

Employers will need to establish or expand employee wellness efforts to be desirable among 

employees — an investment that could pay dividends through increased presenteeism and a 

healthier workforce, if interventions are successful.

Health plans will see pressure to meaningfully cover mental health and wellness services.

Health systems will likely see growing demand for mental healthcare that many will struggle to 

meet, and they may see growing demand for more holistic wellness services, especially among 

younger patients.

Pharmaceutical companies may see increased demand for medications for mental health, but 

they may also experience a shift to non-medication solutions like therapy.

Physicians will have more opportunities to join virtual platforms and other tech startups to deliver 

virtual-only mental healthcare services, and they may find their patients are more receptive to 

following referrals to behavioral health services. Some may struggle to access the mental health 

support they need.

—

Impact to stakeholder expected to be:         Positive         Negative         Too soon to tell?—

Potential impacts of industry actions

Source: Advisory Board interviews and analysis. 

—

?

Consumer Preferences Drivers of Change
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?

?

?
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LEGAL CAVEAT

Advisory Board has made efforts to verify the accuracy of the information it provides to members. This report relies on data obtained from many 

sources, however, and Advisory Board cannot guarantee the accuracy of the information provided or any analysis based thereon. In addition, 

Advisory Board is not in the business of giving legal, medical, accounting, or other professional advice, and its reports should not be construed as 

professional advice. In particular, members should not rely on any legal commentary in this report as a basis for action, or assume that any tactics 

described herein would be permitted by applicable law or appropriate for a given member’s situation. Members are advised to consult with 

appropriate professionals concerning legal, medical, tax, or accounting issues, before implementing any of these tactics. Neither Advisory Board 

nor its officers, directors, trustees, employees, and agents shall be liable for any claims, liabilities, or expenses relating to (a) any errors or 

omissions in this report, whether caused by Advisory Board or any of its employees or agents, or sources or other third parties, (b) any 

recommendation or graded ranking by Advisory Board, or (c) failure of member and its employees and agents to abide by the terms set forth herein.

Advisory Board and the “A” logo are registered trademarks of The Advisory Board Company in the United States and other countries. Members are 

not permitted to use these trademarks, or any other trademark, product name, service name, trade name, and logo of Advisory Board without prior 

written consent of Advisory Board. All other trademarks, product names, service names, trade names, and logos used within these pages are the 

property of their respective holders. Use of other company trademarks, product names, service names, trade names, and logos or images of the 

same does not necessarily constitute (a) an endorsement by such company of Advisory Board and its products and services, or (b) an 

endorsement of the company or its products or services by Advisory Board. Advisory Board is not affiliated with any such company.

IMPORTANT: Please read the following.

Advisory Board has prepared this report for the exclusive use of its members. Each member acknowledges and agrees that this report and

the information contained herein (collectively, the “Report”) are confidential and proprietary to Advisory Board. By accepting delivery of this Report, 

each member agrees to abide by the terms as stated herein, including the following:

1. Advisory Board owns all right, title, and interest in and to this Report. Except as stated herein, no right, license, permission, or interest of any 

kind in this Report is intended to be given, transferred to, or acquired by a member. Each member is authorized to use this Report only to the 

extent expressly authorized herein.

2. Each member shall not sell, license, republish, or post online or otherwise this Report, in part or in whole. Each member shall not disseminate 

or permit the use of, and shall take reasonable precautions to prevent such dissemination or use of, this Report by (a) any of its employees and 

agents (except as stated below), or (b) any third party.

3. Each member may make this Report available solely to those of its employees and agents who (a) are registered for the workshop or 

membership program of which this Report is a part, (b) require access to this Report in order to learn from the information described herein, 

and (c) agree not to disclose this Report to other employees or agents or any third party. Each member shall use, and shall ensure that its 

employees and agents use, this Report for its internal use only. Each member may make a limited number of copies, solely as adequate for 

use by its employees and agents in accordance with the terms herein.

4. Each member shall not remove from this Report any confidential markings, copyright notices, and/or other similar indicia herein.

5. Each member is responsible for any breach of its obligations as stated herein by any of its employees or agents.

6. If a member is unwilling to abide by any of the foregoing obligations, then such member shall promptly return this Report and all copies thereof 

to Advisory Board.

Drivers of Change

Project directors

Emily Heuser

heusere@advisory.com

Kaci Plattenburg

plattenburgk@advisory.com

Research team
Ellie Wiles

Madeline Vogel

Consumer Preferences Drivers of Change

2023

mailto:heusere@advisory.com
mailto:BrooksK@advisory.com


655 New York Avenue NW, Washington DC 20001

202-266-5600 │ advisory.com


