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• Explain the key dynamics driving the evolution of 
a consumer-driven healthcare model 

• Explain the implications of a consumer-driven 
model for healthcare delivery organizations 

• Identify key steps hospital leadership needs to 
take to ensure that their organization is prepared 
to meet the demands of this new model. 
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CONSUMER-DRIVEN HEALTHCARE 

When consumers can systematically compare providers 

on cost, quality, and outcomes for the services they 

need, using information that is accurate, 

understandable, and specific to their situation. 

Assumes: 

• Provider transparency and accountability for delivering 

care across the continuum 

• Consumer access to cost, quality, care and service 

commitments that Providers will guarantee 
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WHAT’S BEHIND THE DRIVE FOR CONSUMER-

DRIVEN HEALTHCARE? (CONT’D) 
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Average Annual Health Insurance Premiums and Worker Contributions for 
Family Coverage, 2004-2014 
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WHAT’S BEHIND THE DRIVE FOR CONSUMER-

DRIVEN HEALTHCARE? 
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SOURCES OF CONSUMER INFORMATION 

Market Sources 

• Vitals.com 

• RateMDs.com 

• Healthgrades 

• Consumer Reports 

• Facebook/social media 

• Leapfrog 

• Truven 

CMS Initiatives 

• Physician Compare 

• Hospital Compare 

• HCAHPS 

• Five-Star Quality Rating 

System 
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EVOLUTION:  PATIENTS        CONSUMERS  

Increasing Burden to 
Pay for Care 

Employee contributions, 
plan design, HSAs/HDHPs 

+ 
More Information and 

Tools to Access It 

Reform in the news, 
social media 

Greater demands for value 

More clinical questions 

Emerging questions re: cost 

 

 
So why should anyone come to your hospital? 
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WHAT CONSUMERS WANT… 

• Access 

• Speed 

• Convenience 

• Price & Quality Transparency 

• Results 

… across the continuum of care 

} Value 
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WHO IS YOUR CONSUMER AND COMPETITION? 

• What’s my market look like? 

• What are their wants and needs? 

• How well are they being fulfilled today? 

• Who is providing the products and services to 

address their wants and needs? 

• How strong are they at performing those services? 
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THE CONSUMER-DRIVEN MODEL IS HERE 
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Source: The Wall Street Journal 



© 2016 Numerof & Associates 15 

Providers/Payers 
Aligned to 

Deliver Value 

Price 
Transparency + + 

Defined 
Services 

Quality 
Commitments/ 

Guarantees 

Economic and 
Clinical Value 

5 KEY STEPS TOWARDS A CONSUMER-DRIVEN 

MODEL 
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• What’s being 
offered? 
• Where? 
• When? 



© 2016 Numerof & Associates 17 

Providers/Payers 
Aligned to 

Deliver Value 

Price 
Transparency + + 

Defined 
Services 

Quality 
Commitments/ 

Guarantees 

Economic and 
Clinical Value 

5 KEY STEPS TOWARDS A CONSUMER-DRIVEN 

MODEL (CONT’D) 

• How do people 
access price 
information? 
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• Quality 
• Clinical 
• Safety 
• Financial 
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Providers/Payers 
Aligned to 
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5 KEY STEPS TOWARDS A CONSUMER-DRIVEN 

MODEL (CONT’D) 

• Alignment 
• Care paths 
• Collaborative 

problem-
solving 
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Providers/Payers 
Aligned to 

Deliver Value 

Price 
Transparency + + 

Defined 
Services 

Quality 
Commitments/ 

Guarantees 

Economic and 
Clinical Value 

5 KEY STEPS TOWARDS A CONSUMER-DRIVEN 

MODEL (CONT’D) 

• Define value in 
consumer-
relevant terms 
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CONSUMER-DRIVEN MODEL - EXAMPLES 

Employers Centers of Excellence, Pacific Business Group on Health 

• Hip and knee replacements 
• Spine surgeries 

Hoag Orthopedics Institute, Irvine, CA 

• Joint replacement 

• Options for 

o commercial payers 

o cash customers  

o self-insured employers 

New Life Bariatric Surgery, Knoxville, TN 

• Bariatric surgeries 
• Cash customers 
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THE ROADMAP TO CONSUMER-DRIVEN 

HEALTHCARE 

23 

Strengthen data 
reporting and 

analytics 

Adopt bundled 
pricing 

Assess implications 
for infrastructure 

development 

Build on 
organizational 

strengths 

Define process and 
outcome measures 

Build capability  
to translate 

information to 
action 
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NEW INVESTMENTS AND DECISIONS TO MAKE… 

Should we provide all the services we do now? 

Should we manage our 
businesses differently? 

Who’s our competition 
now? How will it 

change? 

What alliances 
should we have? 

Are we going to be a destination?  
If so, for what? 

Who is my customer? 
What do they want? 

Ensuring a Successful Transition    | 

Do we have the right 
people doing the 
right jobs? 

Do we acquire or build 
capability? 

What’s the evidence that will help consumers 
choose our hospital system? 
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Economic and clinical value as a  

source of competitive differentiation 

No Outcome = No Income 

Why should anyone come to your 
hospital? 

Ensuring a Successful Transition    | 



STRATEGY DEVELOPMENT & IMPLEMENTATION  |  ORGANIZATIONAL INFRASTRUCTURE  |  ANALYTICS 


