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Meet
the Patient 
Consumer of the 
Future 

In an increasingly digitally-connected world, 

consumer behavior is forever changing. The 

concept of “patient” is too limited, and we need to 

widen the focus to address the needs and 

expectations of a Future of Health Consumer
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How do we define Future Consumers?

The Future Health consumer experiences an 

present, rapidly-evolving health ecosystem that she 

has both  demanded and create     A cycle of 

reinforcing experiences, all individually tailored, serve 

to roactively and seamlessly change her behavior, 

improve her health, lower her cost of care, and 

strengthen the new the new consumer-centered

omni-present

A consumer’s health ecosystem is comprehensive, 

integrated, and always on; it is no longer made up of 

discrete, episodic experiences

Consumers exert 

pressure on the 

ecosystem to change in 

order to meet their 

needs and preferences

Tailored, personalized, 

predictive, and proactive 

behavioral incentives 

drive better health 

outcomes
Consumer literacy, agency, and self-

determination of care create the foundation 

for a consumer-centric system

demanded and created.

proactively and seamlessly change her behavior, 

consumer-centric system. 
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Diagnose

Treat & 

Manage

How can you live a happier,  
healthier, and longer life?

Examples

● Digital clinical trials

● Gene therapy

● Digital therapeutics

How can you identify disease faster?

Examples
● Remote patient  

monitoring

● Telemedicine

● Genomics

Examples

● Fitness of the future

● Direct primary &  

concierge care

● Sleep management

● Precision nutrition

● Emotional health

● Microbiome

● Machine-assisted  

imaging diagnostics

Prevent

● Chronic disease management

● Personalized medicine

● Alternative care 

How can you improve  
treatment outcomes?

Future of Health 
Consumer

This shift in the consumer mindset is manifested in the 
ways they manage their care and well being
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…and other industries are driving customers’ needs and 
desires in health care
As the world around us changes, customers’ expectations and demands change. Customers’ experience across all industries has driven the expectation for superior, 

high-touch experiences across all interactions 

Personalized 

recommendations

PERSONALIZATION 

EXPECTED

Transparent pricing

up-front; no 

surprises

FINANCIALLY 

PREDICTABLE

Digital express 

deposit & payments

DIGITALLY 

CONNECTED

A ride anywhere, 

anytime arriving 

with a few clicks

CONVENIENCE 

DRIVEN

Verified experiences, 

vouched for by the 

crowd

QUALITY 

VERIFIED

VALUE ADDED 

EXPERIENCES

More than meets the 

transactional eye

REAL-TIME 

NOTIFICATIONS

Push notifications 

providing updates 

on flight status 

OTHER INDUSTRIES HAVE SHAPED HEALTH CARE CUSTOMER EXPECTATIONS
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Future Consumers are better informed, engaged, & connected
Regulatory changes and customers’ experiences in other industries have created a new healthcare consumer, with healthcare-related organizations needing to 

determine how to best meet their needs 

Increased 

tech use

Changes in 

habits & tastes

Real-time access 

to care

Cost 

Transparency

Demand for 

personalization
Omni-

channel

Self-

service
Influence 

on care

Future of Health 
Consumer

patients with a chronic condition said 

they want more resources or clarity to 

help manage their disease2

70%

consumers expect companies to engage with them in 

real time; immediacy appears to be particularly 

important to millennials and Gen Z3

68%

of customers currently use or have 

used a retail clinic1

47%

are more likely to use a provider offering 

remote or telemonitoring devices1

53%

of US consumers said they used tools to 

measure fitness and track health-improvement 

goals5

42%

consumers only engage with marketing messages 

that are customized to their specific interests; 60% 

consumers find communication from healthcare 

organizations irrelevant3,7

72%

consumers interested in using telehealth going 

forward ; 46% of consumers now using telehealth 

to replace cancelled healthcare visits4

76%

of patients visited their provider or insurer’s website 

to research health care costs6

75%

Sources: 1. Accenture. 2. Validic. 3. Salesforce. 4. McKinsey. 5. Deloitte. 6.WebMD. 7. Smart Insights

https://www.accenture.com/_acnmedia/pdf-94/accenture-2019-digital-health-consumer-survey.pdf
https://validic.com/why-remote-patient-monitoring-is-needed-for-the-future-of-chronic-care-management/
https://www.salesforce.com/blog/2019/11/healthcare-consumer-trends.html
https://www.mckinsey.com/~/media/McKinsey/Industries/Healthcare%20Systems%20and%20Services/Our%20Insights/Telehealth%20A%20quarter%20trillion%20dollar%20post%20COVID%2019%20reality/Telehealth-A-quarter-trilliondollar-post-COVID-19-reality.pdf
https://www2.deloitte.com/us/en/insights/industry/health-care/consumer-health-trends.html
https://www.webmd.com/health-insurance/news/20191223/demand-for-medical-cost-transparency-spurs-change
https://www.smartinsights.com/ecommerce/consumers-personalized-marketing-engagement/#:~:text=In%20fact%2C%20according%20to%20a,concerned%20about%20their%20data%20privacy.


7 |  Copyright © 2020 Deloitte Development LLC. All rights reserved.

Reimagined Retailers: Taking advantage of their relative proximity to consumers, and creating 
frictionless,  less costly, health experiences

Drug store chains are reaping the fruits of a strategy they laid out over the past several years "to become the center of gravity for consumer healthcare"

Areas of Engagement: 

• Affordability

• Proximity & Convenience

• Consumer insights via remote 

and in-store diagnostics 

• Care navigation / coordination 

• Online and brick and mortar 

engagement and wellness 

New concept stores, HealthHUBs,  focusing on Aetna 

members initially with chronic conditions, staffed with a 

“care concierge” more space for health products (e.g. 

sleep apnea masks), services (e.g. wellness rooms with 

yoga classes, health seminars), in-house blood labs, 

allowing for near-instant results for tests for cholesterol 

levels, blood glucose, strep throat, mononucleosis, flu, 

adenovirus (associated with pinkeye), and A1c. Providing 

bundles of products called “surgery recovery in a box.”

Launched a free “telenutrition” 

service through its Kroger Health 

arm, provides guidance in 

selecting and preparing healthy 

fresh and nonperishable foods. 

offering is part of their “Food as 

Medicine” platform, aimed at 

promoting better nutrition and 

smarter food choices to foster 

overall wellness

Walmart Health clinics offer expansive services 

including primary care, dental exams, X-rays, hearing 

services and mental health counseling offered at low 

set flat fee close to price of deductible. Its clinics are 

doctor-led versus other similar clinics, which tend to 

rely on nurse practitioners or medical assistants, and 

has a ready-made audience of customers who already 

consider the locations convenient and go there to shop.

Plans to partner with VillageMD to open 

doctors’ offices in more than 500 stores over 

the next few years, with the VillageMD

clinics taking up about a quarter of the 

space in an average Walgreens store. Also 

pivoting to the lucrative #fitfam economy 

with meal planning and weight loss 

guidance via Jenny Craig.

Examples:

GeekSquad “CTO for your 

home” offerings to help set 

up medical equipment at 

home, while also curates 

digital health technologies 

and guides consumers 

interested in wearable 

medical alert devices and 

other health-related 

technology solutions.

Spun out of Alphabet subsidiary Sidewalk Labs in 

2017, has since opened clinics to primarily serve 

Medicaid and dual-eligible patients, offering 

them primary care, behavioral health, and 

substance abuse treatment services. Company 

also considers other health needs outside of the 

clinic, by helping patients get access to 

transportation, housing and healthy food.
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Consumer-Focused Disrupters: Changing the game with 
the direct attention to specific consumer health needs

Key Areas of Engagement: 

• Focused on specialized, direct to 

consumer product or service 

• Positioned as fast, direct, and/or 

more affordable than the current 

offerings  

• Are in the business of “cutting out 

the middleman” and reducing 

friction 

Genetic insights helping consumers 

take action on their health, with 

76% of users reporting making 

healthier choices, 55% eating 

healthier, 51% setting healthy goals, 

and 45% reporting increased 

exercise.

Lab tests easy with 30+ at-home 

kits — from fertility to food 

sensitivity tests — ordered by the 

consumer, offering simple sample 

collection, free shipping, and 

physician-reviewed results and 

insights sent to consumer’s device 

in just days

Examples:

The fertility hormone test consumers 

can take at home as an alternative to 

fertility clinic’s simple blood tests 

which not everyone can afford, and 

which have results that can be tricky to 

decipher.

$237 million in revenue behavior 

change weight-loss disrupter using AI, 

evidence-based guidelines of 

physiology, psychology and cognitive 

behavioral therapy to create better 

results. Now partnering with Eversana

on a program to improve therapy 

adherence 

Nest thermostat learns 

temperatures preferences, turns 

itself down when away and can be 

controlled remotely. Acquired 

Senosis to turn smartphones into 

monitoring devices that collect 

health metrics and critical health 

information

Allows consumers to stream 

cycling, running, strength, HIIT, 

yoga, and meditation classes 

taught by the world's best 

instructors. Integrates hardware, 

software, brand, experiences, and 

retail to create new ways for 

consumers to engage in fitness.

Trendy styles, home try-on 

convenience, and low price 

points are attractive to 

consumers, especially for 

younger demographics, while 

Warby Parker’s brick and 

mortar retail stores across the 

country further encroach on 

local optometrists’ potential 

patients

Focused on helping 

consumers repair, 

regenerate and prime 

mind and body for peak 

performance. WHOOP 

measures not only how 

long you sleep, but the 

time spent in recovery. 

Now used to anticipate 

COVID infection. 
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Given the disruptive engagement unleashed by consumer tech companies, 
consumers have reframed their expectations of health 
The mindset of consumers as reflected across the themes inform how healthcare incumbents need to adjust and 

reposition their roles, offerings, and frankly, mindset

• It is not just 

about chronic 

or acute

• It is about 

always on 

• Do you get it 

and what are 

you bringing to 

the table?

• Wellcare > 

healthcare

Data Comes Together Let’s Get Personal 
Show Me 

the Money 
Smart Wellness 

Last mile…down to 

last inch 

Delightful 

“experience”

• It is my data

• I want to know 

what you 

know 

• I want to have 

access and use 

when I see fit

• Don’t tell me it 

is hard

• Let’s play 

forward, tell 

me what to 

expect 

• Let’s plan 

together

• Help me 

understand 

how I can add 

to the picture

• If you make it 

obscure, I can 

make it clear: 

goodbye

• Provide me 

options with 

tradeoffs

• My health is 

beyond your 

clinic, meet me 

out here

• The patient will 

see you know

• It’ s not about 

you and your 

forms

• Context shapes 

what makes 

the mode and 

engagement 

steps ring true
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So, what does this 
mean for the 
incumbents?
Re-orient, re-imagine, re-connect  


