
Today’s purchasing patterns are driven by choice in every industry. The past year has 
created the need to accelerate consumerization in healthcare and the opportunity 
for payers to empower consumers with choice by designing products that create a 
financially-sound, consumer-centric business model. Capitalizing on this shift early 
opens up market expansion opportunities as payers establish a strong foundation in 
their business that embraces consumerism. In this trends sheet, learn more about how 
these consumer trends are impacting the healthcare industry and the opportunities 
they create for health plans.

Health plan products will drive the industry 
forward by empowering choice to meet 
consumer demand.
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The momentum from consumerization in other industries and its acceleration in healthcare over the past year presents 
an opportunity for payers to become innovation drivers – forging the future of product, and with it, their own sustainable 
success. With the right infrastructure in place, health plans can deliver consumer-centric products and create a stronger, 
innovative path forward.

TREND #1: 

Consumers want choice in healthcare
The shift to more individualized shopping has led to an increase in 
demand from large group employers for customization, indicating 
a growing business case for payers to design personalized plan 
options that deliver on the expectation of choice. This trend in 
consumer behavior spans all industries, including healthcare – 
this Dynata study found that 75% of U.S. consumers wish their 
healthcare experiences were more personalized.

TREND #3: 

Consumers have higher expectations of their purchase experience 
Consumers expect convenience, simplicity, and responsiveness 
in their interactions with businesses – including their healthcare 
experiences. A majority of health plans surveyed selected “improve 
member/customer experience” as a primary goal over the next 
year. While payers already understand the importance of their 
member experience, many have manual systems or a disconnected 
infrastructure that keeps them from meeting this customer 
satisfaction goal.

TREND #2: 

Rapid market responsiveness and on-demand capabilities
Employers are looking to provide exceptional health and wellness 
experiences for their employees. As a result, payer large group 
accounts require a high level of responsiveness from the plan 
when designing their health benefit packages to meet consumer 
(employee) demand. 

THE OPPORTUNITY: 
Payers can modernize healthcare 
by creating products that meet the 
demand for more choice.

THE OPPORTUNITY: 
Product data management 
technology can lay the groundwork 
for better satisfaction ratings – 
from ID card timeliness to claims 
and customer service. Exceptional 
member experiences should begin 
with the first interactions with you.

THE OPPORTUNITY: 
Payers can disrupt the status quo by 
offering on-demand customizations 
with agility and accuracy, resulting in 
long-term, sustainable growth.
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