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Introduction

Source: Advisory Board research and analysis.

In the past decade, ambulatory care options have drastically expanded in number and diversity, offering consumers a 
growing network of alternatives to mainstream primary care offices and emergency departments. As new players 
continue to disrupt the ambulatory care landscape, traditional health care systems face increasing pressure to protect 
their outpatient market share as they compete with the following types of disruptors: 

• Virtual Care Providers 

• Concierge Medicine Practices 
• Urgent Care Clinics

• Retail Care Providers 

While none of these disruptors are new to the health care industry, innovative players in each category have recently 
pushed the boundaries of consumer-centric care, which will further threaten traditional hospitals and health systems as 
they try to retain and grow their patient bases. They do this by meeting consumer demands for convenience and 
delivering on one or more key value drivers:

1. Access
2. Care continuity

3. Digital convenience

4. Price transparency

Virtual care, for instance, uses digital information and communication technologies to increase access to primary and 
specialty care services for busy, cost-conscious consumers. Similarly, the value proposition of urgent care is low-cost, 
on-demand care offered during extended hours and in convenient locations. Retail care settings provide convenient 
hours and locations combined with price transparency and, frequently, an onsite pharmacy. In addition to enhancing 
access, concierge medicine practices differentiate themselves by promising superior consumer service and 
personalized care. 

This brief provides an overview of the major trends, players, and future outlooks in these four categories of disruptors. In 
addition to case studies featuring innovative players in each category, we score and compare alternative care models 
across the four key value drivers.

Element is absent 
in the care model

Element is minimally 
present in the model

Element is 
becoming more 
present in the model

Element is 
commonly found 
in the model

Element is foundational 
to care model’s value 
proposition 

Scorecard legend
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Access Care continuity Digital convenience Price transparency

Concierge medicine practices

Source: Concierge Medicine Today, “Specialty Concierge Medicine Increasing…2015 and Beyond,” May 2014, available at: https://conciergemedicinetoday.org/2015/08/13/trend-specialty-concierge-medicine-
increasing-2015-and-beyond/; Concierge Medicine Today, “Stats and FAQs,” August 2017, available at: https://conciergemedicinetoday.org/stats-faqs/; Medical Group Strategy Council, “Assessing the Case for 
Concierge Medicine,” available at: https://www.advisory.com/research/medical-group-strategy-council/white-papers/2016/assessing-the-case-for-concierge-medicine; Advisory Board research and analysis.

• Concierge medicine practices most commonly 
provide primary care (internal and family medicine).

• Demand for concierge-style services has contributed 
to growth in subscription-based services for different 
patient segments at a range of price points.

In concierge medicine, also known as boutique or retainer-based medicine, patients receive 
more personalized and convenient care, typically in exchange for a periodic fee.

Concierge medicine scorecard

• Concierge care will move in several directions: one 
section of the market will offer “concierge lite” services 
to a wider population at a lower price point, while 
another will focus on a narrow consumer base and 
provide more wraparound, personalized, or 
specialized services. 

• Specialized concierge medicine models will include 
service line-specific offerings, especially in cardiology 
and pediatrics, and population-specific offerings, such 
as programs for chronically ill or elderly patients.   

• In next-generation concierge models, patients will 
select the membership from several levels of service 
and access that best aligns with their preferences.

• Concierge practices will embrace digital technologies, 
including virtual platforms and patient portals, to offer 
more convenient and customizable care.

• MDVIP
• Signature MD
• One Medical Group
• Concierge Choice Physicians 
• Atlas MD
• Iora Health

Major players Innovative players

Of 17,000 doctors 
surveyed nationally

7% 

• ChenMed
• Oak Street Health
• SteadyMD
• Forward
• Sherpaa

9% 

Practice 
concierge 
medicine

Plan to practice 
concierge 
medicine in the 
next few years

Current take Future take

High membership 
fees limit access, 
but more practices 
are offering 
affordable rates and 
some are even 
catering to low-
income patients. 

Progressive 
concierge practices 
go beyond providing 
referrals and 
communicate with 
other providers to 
manage their 
patients’ care. 

Innovative concierge 
medicine practices 
use digital health tools, 
including telehealth 
technologies and 
electronic health 
records, to improve 
ease of access. 

Consumers usually pay a 
set periodic membership 
fee. In select models, the 
annual fee covers all 
services rendered; in most 
models, additional copays 
and fees are required but 
listed up front. 

Yearly growth in 
provision of 
concierge
medicine services 

3%-6%

https://www.advisory.com/
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Case example: ChenMed
Concierge medicine model customizes care delivery for dual-eligible patients

Source: ChenMed website, available at: https://www.chenmed.com/; ChenMed, “Concierge Care for Low-Income Seniors: How High-Touch Care 
Improves Outcomes and Reduces Costs,” September 2017, available at: https://www.chenmed.com/news/report-finds-value-based-care-model-leads-
significant-cost-savings-health-gains-seniors-six; Health Affairs, “Innovations at Miami Practice Show Promise for Treating High-Risk Medicare Patients, 
June 2013, available at: https://www.healthaffairs.org/doi/10.1377/hlthaff.2012.0201; Advisory Board research and analysis.

Concierge primary care practice for moderate- to low-income seniors, primarily in the Southeast 
ChenMedCASE

EXAMPLE

Immediate access
Physicians offer same-day, walk-in 
appointments in addition to scheduled visits. 

ChenMed provides value beyond traditional concierge medicine benefits

ChenMed operates 40+ concierge primary care clinics in the Southeast, specifically for moderate- to low-income 
seniors with complex, chronic conditions. In addition to providing enhanced access to services through same-day 
walk-in appointments, ChenMed offers onsite pharmacies and diagnostic testing, wellness services, door-to-door 
transportation, and more personalized care through increased face-to-face time with providers and customized 
electronic health records. Compared to Medicare beneficiaries in ChenMed’s service areas, ChenMed patients 
average 28% fewer hospital admissions and 34% fewer emergency department visits.1

Why is ChenMed innovative?
Unlike the majority of primary care-focused concierge practices, ChenMed tailors its services to a specific 
patient segment with a demonstrated need for coordinated, convenient, and personalized care. Beyond 
providing the basic benefits of concierge medicine, such as increased physician availability and longer face-to-
face visits, ChenMed emphasizes care coordination and immediate access to medications and diagnostic tests. 

Basic concierge benefits

Increased face-to-face time
Small panel sizes allow for extended face 
time with physicians, improving doctor-
patient relationships. 

Premium customer service
All staff demonstrate commitment to 
delivering high-quality patient experience. 

Transportation services
Courtesy transportation provided to and 
from clinics.

Added benefits at ChenMed

One-stop-shop for all care needs
Labs and pharmacies are available onsite; 
access to wide range of specialists is 
included in membership.

Personalized care 
Proprietary EHR designed to support care 
delivery for chronically ill patients; 
physicians allowed to dispense medications 
at time of patient visit to increase 
compliance. 

1. Based on a 2017 evaluation of 37 ChenMed senior medical care centers in six states. 

Why is ChenMed disruptive?
The ChenMed primary care model has proven to improve population health outcomes, reduce costs, and 
increase patient satisfaction. As ChenMed continues to rapidly expand to new health care markets, the success 
of its operational model will remain a competitive threat to other providers, especially those operating under risk-
based contracts. 

https://www.advisory.com/
https://www.chenmed.com/
https://www.chenmed.com/news/report-finds-value-based-care-model-leads-significant-cost-savings-health-gains-seniors-six
https://www.healthaffairs.org/doi/10.1377/hlthaff.2012.0201
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Case example: SteadyMD
Online concierge practice enhances access, personalizes primary care

Source: SteadyMD website, available at: https://www.steadymd.com/, Advisory Board research and analysis.

Online primary care concierge practice with a focus on delivering customized preventive care
SteadyMDCASE

EXAMPLE

Patient is matched with 
doctor based on medical 
history, personal 
interests, and goals. 

SteadyMD patient’s virtual concierge care experience 

SteadyMD, founded in 2016, provides concierge-level primary care services on an online platform for a small 
monthly fee. Small panel sizes offer the same benefit of increased face-to-face time found in brick-and-mortar 
concierge practices. Combining virtual visits, secure messaging, and data from consumer devices, SteadyMD’s
platform increases patient access and customizes the delivery of preventive care. The company raised $2.5 million 
in capital in March 2018 to fuel its growth, and it currently operates eight online primary care practices. 

Why is SteadyMD innovative?
SteadyMD combines virtual care technology with concierge-style services to offer premium access and 
personalized primary care services to its members. The SteadyMD model takes a segmented approach to care 
delivery, pairing patients with doctors who match their preferences. An integrated digital platform allows patients 
to receive immediate care from dedicated physicians who have a comprehensive understanding of their history, 
needs, and daily health patterns. Additionally, the provider only interacts virtually with patients in the SteadyMD
model. When in-person care is needed, the provider refers the patient to another care provider.

Matching

Why is SteadyMD disruptive?
SteadyMD addresses the common shortfalls of traditional concierge and virtual care practices by making 
concierge services affordable and virtual care more personalized. SteadyMD’s unique model meets the 
consumer demand for convenience and delivers superior customer service, adding pressure on traditional 
primary care providers to rethink their consumer strategies. 

1 2 3 4

Virtual visit Remote Monitoring Care Coordination

Doctor obtains patient’s 
medical records from 
past providers, reviews 
medical and family 
history, and performs 
comprehensive 
screening.

Doctor monitors 
patient’s daily health 
behaviors and patterns 
based on data obtained 
from wearables and 
consumer apps.

Doctor acts as patient’s 
care manager; 
provides referrals for 
in-person consults as 
needed and follows up 
with patients after their 
specialist visits. 

https://www.advisory.com/
https://www.steadymd.com/


advisory.com© 2021 Advisory Board • All rights reserved • WF4184996 8

Implementation resource : Urgent Care Center Pro Forma
This tools has the data you need to determine if there’s urgent care demand in your market and if an 
urgent care investment would be profitable.

Research report: Key Considerations for Investing in Orthopedic Urgent Care
Download the strategic planner’s guide to establishing and operating successful orthopedic urgent 
care services.

Urgent care clinics

Preview resources available with membership

You know your technology. We know your customers. 

Receive deep customer insights, understand disruptive health care 
trends, and stay updated on the future of digital health with our 
research membership for health tech vendors.

Contact us at programinquiries@advisory.com or visit
our website to learn more.

Research report: The Consumer-Oriented Ambulatory Care Network
Learn how to profitably meet consumers’ demands for affordable, accessible care by building a 
competitive, coordinated, and high-performing ambulatory network.

Retail care

Research report: The Consumer-Oriented Ambulatory Network
Learn how concierge care can fit in your larger ambulatory network strategy by appealing to key 
demographic groups.

Expert insight: What is concierge care?
This cheat sheets provides a quick orientation to concierge care models, trends, and best practices.

Concierge medicine

Implementation resource: Telehealth Industry Trends
Download ready-to-present slides covering telehealth technology, adoption, and best practices to help 
frame your next strategy meeting and build a strong foundation for your presentation.

Virtual care

https://www.advisory.com/
https://www.advisory.com/topics/urgent-and-emergency-care/2017/05/urgent-care-center-pro-forma
https://www.advisory.com/topics/classic/2015/09/key-considerations-for-investing-in-orthopedic-urgent-care
mailto:programinquiries@advisory.com
https://www.advisory.com/research/health-care-IT-forum
https://www.advisory.com/topics/patient-and-consumer-experience/2017/05/the-consumer-oriented-ambulatory-network
https://www.advisory.com/topics/patient-and-consumer-experience/2017/05/the-consumer-oriented-ambulatory-network
https://www.advisory.com/topics/classic/2014/07/concierge-care
https://www.advisory.com/topics/telehealth/2018/01/telehealth-industry-trends
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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.

Research Team
Viggy Parr Hampton, MPH

Emily Heuser

Project Director
Aashika Nagarajan

Program Leadership
Jessica Liu

Anna Yakovenko

https://www.advisory.com/


655 New York Avenue NW, Washington DC 20001
202-266-5600 │ advisory.com

Advisory Board helps leaders and future leaders in the 
health care industry work smarter and faster by providing 
provocative insights, actionable strategies, and practical 
tools to support execution.

With more than 40 years of experience, a team of nearly 
200 experts, and a network of over 4,500 member 
organizations, we spend more time researching the now 
and predicting the next than anyone else in the health 
care industry.

We know that together we can change the business of 
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