CONSUMERS IN ENGLAND

REVEAL THE
FUTURE OF
HEALTHCARE
Accenture 2019 Digital
Health Consumer Survey

People in England are willing to try non-traditional
healthcare services, where available, and their
expectations for convenience and quality are
redefining how they engage at each stage of care.
England’s health service faces unprecedented
demand from consumers. Taking advantage of nontraditional services, including digital, will be a real
driver in meeting the demands of the population in
order to ease the pressure on the health service.

Traditional healthcare refers
to established types of service
delivery—i.e., doctors and other
professionals in hospitals, clinics,
medical centres or doctors’ offices.

Non-traditional healthcare refers
to other, emerging types of service
delivery—i.e., walk-in or retail
clinics, outpatient surgery hospitals,
virtual health (via the phone, on
video or apps), on-demand services
or digital therapeutics.
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Figure 1. Satisfaction among consumers hinges on:
Transparency about care (e.g., what test will be conducted, and why)

67%
Wait time and speed of appointment

64%
Convenience of the appointment times

62%

Transparency, speed and
convenience satisfy
consumers
Satisfaction among healthcare consumers
hinges on convenience and transparency
about care. In fact, 67 percent of consumers
in England say transparency about care is
“critically important” or “very important” to
their satisfaction with healthcare services.
Also, wait time and speed of appointment is
a top factor in determining satisfaction for
64 percent of those surveyed; 62 percent
cite convenience of the appointment and 60
percent say convenience of location.

Convenience of the location or channel

60%
Responsiveness to follow-up questions outside the appointment (via email or phone)

51%
Whether or not the doctor prescribes medication I expect or request

46%
Efficient operations (e.g., e-billing)

34%
Q: How important are the following factors in determining
your satisfaction with the healthcare services you receive?
“Critically important” and “Very important” responses
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Figure 2. Satisfaction levels of those “very satisfied” and
“extremely satisfied” are comparable across traditional and
non-traditional care

Consumer satisfaction
levels are similar for those
that used non-traditional
services (80 percent)
compared to those that
have used traditional
healthcare services
(89 percent).
Patients believe the quality of
non-traditional care is similar to that
of traditional care. When thinking
about non-traditional healthcare
services they have received, about
half of patients are “very satisfied” or
“extremely satisfied” with the level
of effectiveness, convenience and
transparency of those services.

Non-traditional
Traditional

50%
61%

53%
60%

51%
57%

50%
56%

Convenience of the
location or channel

Effectiveness of the
treatment

Whether or not the doctor
prescribes medication I
expect or request

Transparency
about care

51%
49%

44%
45%

44%
45%

46%
39%

Convenience of
the appointment
times

Responsiveness to
follow-up questions

Efficient
operations

Wait time and speed
of appointment

Q: Thinking about the healthcare services you have used, how satisfied are you with the
quality of those services? “Very satisfied” and “extremely satisfied” responses

Source: Accenture 2019
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Non-traditional healthcare services are gaining popularity
Non-traditional care delivery services are making rapid inroads. One-third of respondents in
England say they have used some form of virtual care and 66 percent say they would consider
using virtual care/digital therapeutics. Walk-in/retail clinics are also popular, with 40 percent of
consumers having used them and 59 percent saying they would consider using them. More than
half (58 percent) would consider using on-demand healthcare services.
Figure 3. Many have used or would consider using
non-traditional healthcare services

Have used
Would consider using

66%
59%
40%

58%

33%
20%

Walk-in or retail
clinic

Virtual care/ digital
therapeutics

On-demand
healthcare
services

Q: Which of the following services have you used? For those options that you
have not already used, which would you consider using in the future?

Source: Accenture 2019
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Figure 4. For certain services or ailments,
consumers are also seeking out non-traditional

Consumers would choose nontraditional for certain needs
If given the choice, consumers would select
non-traditional healthcare for cold/virus
treatment (60 percent vs. 47 percent
selecting traditional care). Interest in nontraditional remains high across several other
services or ailments including physical injury
(56 percent), STD screenings and treatment
(50 percent), and even minor surgery (53
percent) and major surgery (47 percent).

Non-traditional
Traditional

60%
47%

56%
55%

53%
59%

Cold/virus
treatment

Physical
injury

Minor surgery
(e.g., tonsillectomy,
biopsy)

48%
62%

50%
59%

47%
61%

Routine therapy/
mental health

Sexually transmitted
disease (STD) screenings
and treatment

Q: Which services would you seek out at the following providers?
(Non-traditional includes virtual care, on-demand care and clinics.)

Major surgery
(e.g., appendectomy)

Source: Accenture 2019
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If given the choice, consumers
in England would choose virtual
for a variety of services
Some consumers, if given the opportunity, would select
virtual services for having their annual physical exam
(34 percent). More would select virtual services for an
exam for a non-urgent condition (48 percent), a followup appointment (54 percent) and an after-hours
appointment (56 percent).

Interest in virtual care is higher among
consumers with more complex needs
Virtual care has become an appealing channel for consumers with more
complex needs. For example, they would seek out acute mental health
treatment (21 percent, compared to 11 percent of other consumers),
physical injury treatment (21 percent, compared to 13 percent of other
consumers), reproductive health (25 percent compared to 15 percent of
other consumers) and routine cancer screenings (20 percent compared to
9 percent of other consumers).
Figure 6. Consumers with complex
needs seek out virtual care more
often than others

Figure 5. Consumers would select virtual
for a variety of healthcare services
An after-hours appointment

I have major health issues
that affect my daily life
All others (I have some health
issues, few health issues or only
minor, routine health issues)

56%
Have a follow-up appointment

54%
Have an exam for a non-urgent condition

48%

21% 11%
Acute
mental health
treatment

21% 13%

22% 12%

Physical injury such
as sprained ankle,
backaches, etc.

Sexually transmitted
disease (STD)
screenings and
treatment

Have an exam by a specialist doctor for an urgent concern

38%
Have an annual physical exam

34%
Q: Which of the following would you do virtually if given the choice?
“Probably would do virtually” and “definitely would do virtually” responses

25% 15%

Reproductive health
(e.g., birth control exams)

20% 13%

Dermatology

Q: Which services would you seek out at the following
healthcare providers? Answers for virtual care only

20% 9%

Routine cancer
screenings
Source: Accenture 2019
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What would make consumers consider using retail
clinics for more of their medical needs?
In addition to wait times (42 percent) and more convenience (41 percent),
consumers would consider using retail clinics for more of their medical
needs if: they had greater trust in the quality of the service (36 percent), the
clinics were integrated with their current healthcare provider (35 percent)
and they had a better understanding of the service offering (34 percent).
Figure 7. If given the choice, consumers would consider
retail/walk-in/urgent care clinics if they offered:
Shorter wait times

42%
More convenience

41%

Greater trust in the quality of the service

36%

Integration with my current healthcare providers

35%

A better understanding of the service offering

34%
Easier user interface

26%

Ability to form a relationship with a provider over an app or the phone

25%

Q: What would make you consider retail/walk-in/urgent care clinics for more of your medical needs? Choose all that apply.

Source: Accenture 2019
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HEALTHCARE
“IN THE NEW”
Healthcare is evolving at speed—as
are consumer expectations for new
avenues of care delivery. Combining
expectations and ability means the
model for treating the sick will not
only be about bringing patient and
caregiver together, in person, but
about combining digital services,
self-service and virtual care to
address new demands.

NEW DEMANDS.
People expect transparent, convenient and
high-quality care. Healthcare consumers are
more open to non-traditional services and
channels. They also expect digital
capabilities.
NEW MODELS.
If given the choice, consumers are open to
non-traditional care delivered via walk-in or
retail clinics and virtually.
NEW OPPORTUNITIES.
As more consumers show interest in nontraditional care settings, there are new
opportunities for the health service to
consider using digital capabilities and
offering more convenient physical locations.

Source: Accenture 2019
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For more information:
NIAMH MCKENNA
niamh.mckenna@accenture.com

@AccentureHealth

AccentureHealth

Accenture 2019 Digital Health Consumer Survey
Accenture commissioned a seven-country survey of 7,993 consumers aged 18+ to assess their attitudes
toward traditional and non-traditional healthcare service delivery, including walk-in or retail clinics, virtual
health, on-demand services and digital therapeutics. It is the latest in a series of annual health technology
surveys tracking the perspectives of consumers, with a particular focus this year on responsibility for
health and wellness, healthcare service delivery and digital healthcare data. The online survey included
consumers across seven countries: Australia (1,036), England (1,014), Finland (853), Norway (812),
Singapore (925), Spain (1,015) and the United States (2,338). The survey was conducted by Oxford
Economics on behalf of Accenture between November and December 2018.

About Accenture Insight Driven Health
Insight driven health is the foundation of more effective, efficient and affordable healthcare. That's why
the world's leading healthcare providers and health plans choose 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 combine real-world experience, business and clinical insights and
innovative technologies to deliver the power of insight driven health. For more information,
visit: www.accenture.com/insightdrivenhealth
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