Meet Today’s Healthcare Team:

PATIENTS +
DOCTORS +
MACHINES
Accenture 2018 Consumer Survey on Digital Health
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Healthcare consumers are more open to using intelligent
technologies, sharing data and allowing a combination of
man and machine to power a new model of healthcare.
Several healthcare technology advancements are converging to deliver significant
benefits to consumers. According to research from Accenture, healthcare
consumers continue to show strong use of digital technology for self-service care
— and the numbers are rising each year. In 2018, 75 percent of US consumers
surveyed said technology is important to managing their health, up from 73
percent in 2016.
Patients are increasingly sophisticated in their use of healthcare technology, and
increasingly open to intelligent technologies taking on elements of their care, such
as medical consultations and monitoring.
In some areas, such as patient portals, healthcare providers are keeping pace
with demand. But when it comes to virtual care, robotics and artificial intelligence
(AI), consumer interest is surpassing what providers currently offer. There
is an opportunity for providers to differentiate themselves by offering new,
technologically advanced services that satisfy consumer interest and expectations.
These services typically help to advance a new model of care in which patients,
doctors and machines work together.
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Consumers are plugged in
Consumers are increasingly using self-service digital health tools that go

Figure 1. Healthcare consumers are increasingly using technology to manage
their health
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Websites continue to be the most commonly used technology, but usage
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solutions like smart scales and wearables and social platforms such as
online communities has nearly doubled in two years (see Figure 1).

Use of health apps and
wearables is rising strongly
Healthcare consumers are showing that they are willing to wear technology
to track their fitness, lifestyle and vital signs.
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Figure 2. Significant increase in use of health apps and wearable devices
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Use of wearables has more than tripled since 2014, from 9 percent to
33 percent. Nearly half (48 percent) of healthcare consumers are using
mobile/tablet apps, compared to just 16 percent in 2014 (see Figure 2).
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Consumers are willing to share
data from wearable devices
Consumers are willing to share their wearable health device data with their doctor
(90 percent) and nurse or other healthcare professional (88 percent).
Compared to 2016, more are now willing to share wearables data with their health
insurance plan (up from 63 percent in 2016 to 72 percent in 2018), and with online
communities or other app users (up from 38 percent in 2016 to 47 in 2018)
(see Figure 3). Consumers have less interest in sharing wearable device data with
their employer (38 percent) or a government agency (41 percent).

Figure 3. Healthcare consumers will share health data from their wearable
devices with a variety of audiences
90% 90%

88%

87

%

2018
76%

72%

72%

47

38%

41%

38%
31%

Your
doctor

Your nurse/
healthcare
professional

Friend or
family
member

2016

63%
%

Your health
insurance
plan

Online
community/
other app users

EARABLE

4

A government
Your
employer department/
agency

Consumers see
wearables as beneficial
for health
Healthcare consumers agree that using wearable health
devices to monitor glucose, heart rate, physical activity,
sleep or weight helps with:
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Lab test results seen as the
most helpful data in EHRs
More than four in 10 survey participants (44 percent) have accessed their EHRs. Their
reasons for accessing them include keeping informed (36 percent) and curiosity
about what is in their EHR (19 percent).

Figure 4. The most helpful information contained in the EHR
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When managing their health, patients also find the EHR
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useful as a way to access information about their prescription
medication history (41 percent) and X-rays or nuclear imaging
results (31 percent) (see Figure 4).
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Healthcare consumers are
taking advantage of virtual,
anytime, anywhere care
Use of virtual care services continues to rise. One-quarter of consumers
surveyed (25 percent) say they have received virtual healthcare services,
up from 21 percent in our 2017 virtual healthcare research (see Figure 5).

Figure 5. More healthcare consumers are accessing
virtual care services

More healthcare consumers are also taking part in remote consultations
(16 percent, up from 12 percent in 2016) and remote monitoring (14 percent,

21%

up from 9 percent in 2016).

25%

Of those who have accessed care virtually, 74 percent were satisfied with the
experience. Nearly half (47 percent) of all respondents would prefer a more
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Regardless of their health status, consumers want these virtual options so they
can receive care on their own terms: there is little difference in the preferences
of those who are chronically ill and those who are not chronically ill.

YES
NO

Source: Accenture 2018

Source: Accenture 2018

Appetite for virtual
care is increasing for
a variety of activities

IRTUA

7

Given the choice, healthcare consumers would use virtual

care for a variety of activities – from e-visits to diagnosis to
group therapy.
Most notably, nearly three-quarters of healthcare

consumers (73 percent) would use virtual care for an afterhours appointment, and about two-thirds (65 percent)
would use it for a follow-up appointment after seeing a
doctor or other healthcare professional in person. More
than six in 10 (62 percent), meanwhile, would discuss a
specific health concern virtually with a doctor or other
healthcare provider (see Figure 6).

Figure 6. Top potential uses of virtual care
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Perceived advantages
of virtual care
More than half (54 percent) of healthcare consumers believe virtual care
reduces medical costs to patients. Consumers also see advantages in
accommodating patients’ schedules (49 percent) and providing timely care
(43 percent) (see Figure 7).

Figure 7. Top advantages of virtual versus in-person healthcare services
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Machines are becoming a welcome
part of the care team
Consumers are more readily adopting technology that automates processes or judgments

Figure 8. Intelligent health technologies consumers are most
likely to use
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Healthcare consumers say they are likely to use a variety of intelligent health technologies,
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including home devices that test blood for a variety of indicators (66 percent), intelligent virtual
health assistants (61 percent) and virtual nurses that monitor their health condition, medications
and vital signs at home (55 percent) (see Figure 8).

Healthcare consumers see
advantages in AI-powered
health services
Patients like the availability, time savings and personalized insights from AI. When asked whether
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Figure 9. Reasons why healthcare consumers will/will not use
an AI-powered virtual doctor
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half (47 percent) say they would use it because it is available whenever they need it.

about how AI works (26 percent) and they do not like to share their data (23 percent) (see Figure 9).
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Figure 10. Consumer likelihood of using health services powered by
intelligent technology to...
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When asked to imagine that their provider has given them access to new AIpowered services, respondents say they are likely to use these services for a
variety of reasons: to get information after hours (67 percent), for help with
navigating healthcare services (63 percent) and for advice about lifestyle
habits (58 percent) (see Figure 10).
Healthcare consumers are increasingly comfortable with robot-assisted
surgery. Respondents were asked to imagine they required spinal surgery
to fix chronic, debilitating back pain from degenerative disc disease. In this
scenario, before they are informed of the benefits, about one in three would
prefer AI-assisted surgery and surgery planning over traditional approaches
(see Figure 11). More than half (56 percent) would prefer AI-assisted surgery
after learning about its benefits (these benefits were based on real clinical
data). Younger people are more open to robot-assisted surgery. Before being
informed of the benefits, 46 percent of those aged 18-44 would prefer it.
According to research by Accenture, robot-assisted surgery is the AI

Figure 11. Consumer preference for robot-assisted surgery
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Next-generation healthcare is here

1.

2.

This research suggests that
emerging technologies are
shifting the composition of
the care team.

Consumers are increasingly
using digital technologies to
manage their own health, they
are adopting virtual care, and
they see the advantages of
harnessing the collective power
of humans and machines.

3.

4.

It is no exaggeration to
describe this as the emergence
of a new era in healthcare.

Patients, machines and doctors
can work together to improve
the accessibility, effectiveness
and affordability of healthcare.
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About Accenture

Accenture commissioned a seven-country survey of
7,905 consumers aged 18+ to assess their attitudes
toward healthcare technology, modernization and service
innovation. It is the latest in a series of annual health
technology surveys tracking the perspectives of consumers
across themes ranging from electronic health records and
health management to virtual health and cybersecurity. The
online survey included consumers across seven countries:
Australia (1,031), England (1,043), Finland (848), Norway
(768), Singapore (957), Spain (957), and the United States
(2,301). The survey was conducted by Longitude on behalf of
Accenture between October 2017 and January 2018. Where
relevant, the survey uses select findings from the Accenture
2016 Consumer Survey on Patient Engagement and the
Accenture 2017 Consumer Survey on Virtual Health.

Accenture is a leading global professional services company,
providing a broad range of services and solutions in strategy,
consulting, digital, technology and operations. Combining
unmatched experience and specialized skills across more
than 40 industries and all business functions – underpinned
by the world’s largest delivery network – Accenture works at
the intersection of business and technology to help clients
improve their performance and create sustainable value
for their stakeholders. With approximately 425,000 people
serving clients in more than 120 countries, Accenture drives
innovation to improve the way the world works and lives.
Visit us at www.accenture.com.
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Accenture for a wide range of insight driven health services
that help them use knowledge in new ways – from the back
office to the doctor’s office. Our committed professionals
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of insight driven health. For more information, visit:
www.accenture.com/insightdrivenhealth.
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