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• Describe the growing trend of healthcare 
consumerism and identify how consumerism is 
impacting the design of healthcare delivery models

• Recognize how the effects of consumerism may 
impact your organization and the need to design 
business strategies accordingly
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Learning Objectives



1. Introduction
2. The Transparent Provider 
3. Retail Medicine 
4. Medical Tourism
5. Information Technology 
6. Consumer Driven Health Plans
7. Social Media 
8. Telemedicine
9. Globalization
10. Vision for the Future
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Agenda



INTRODUCTION
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• Healthcare delivery is less than optimal

• Payment mechanisms in peril

• The consumer as reformer

• Supply vs. demand shift

• Disruptive effect on delivery

• We have to be bold enough to change
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Our Story



• Economy

• Payment

• Delivery system reform

• Physician integration

• Genomic medicine

• Healthcare information technology

• Nursing
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Current Trends & Challenges

Source: FutureScan 2010 by 
Health Administration Press



Improve access to healthcare

Effective management of chronic diseases

Improve quality 

Improve patient safety
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Opportunities Within the 
Healthcare Delivery System



• Globalization of healthcare

• Pervasiveness of technology

• Rise of transparency

• Convenient care models

• Medical tourism

• Social media

• Generational effects
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Forces Driving the Importance of 
Consumers in the Value Chain



• Healthcare institutions and personnel

• Device makers

• Pharmaceutical manufacturers

• Educational institutions

• Alternative providers

• Payers

• Consumers

• Government

© 2010 DIVURGENT. All rights. reserved
9

Stakeholders



• Active participation

• Available information

• Results

• Choice of health plans

• Long term participation in health plan

• Responsible actions
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Porter Says...



When Consumerism Sweeps the Nation

• Easy access to clinical information

• Cost and quality transparency

• Selection of provider

• Provider location

• Provider type

• Role of the payer

Within Turmoil Lies Opportunity
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The Not So Distant Future 



THE TRANSPARENT PROVIDER
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Government Mandate of “Transparency” is Looming

• Everyone is Looking; There is No Place to Hide:

– Verifiable, highly public data is ubiquitous

– Core measures of performance circle the globe

– Third-party rating systems intensify

– The mystery of hospital pricing disappears

– Comparison shopping is the norm
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The Era of the Transparent Provider



The Democratization of Information is Inevitable

• Are you ready for transparency?

– Your website provides intimate details

– Your core measures are appropriate and visible 

– You compete toe-to-toe on quality

– You invite comparison

– Your prices are public information
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Transparent Providers are Fearless



Revamp Your Organization Through Transparency 

• What do consumers want?

– Cost 

– Quality

– Comparative data

– Information from other consumers

– Experiential statistics

– Easy access

– Easy to understand

Overall, what they get from other industries
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Consumers Trust What They Can See



Show Them the Real Stuff

• To Reveal or Not to Reveal?

– Reveal both good and bad scores

– Display employee background information

– Provide aggregate procedures information

– Show statistics for successes and failures

– Costs and coverage, all use friendly

• Your transparent competition
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Becoming Transparent



The Internet has, and will continue 
to, reinvigorate the involvement the 
consumer has in their selection of 
healthcare providers
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Help 
consumers 

make better-
informed 

choices about 
their care

Encourage 
private 

insurers and 
public 

programs to 
reward quality 
and efficiency

Compel 
providers to 

improve 
services by 

benchmarking 
their 

performance 
against others
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Through Transparency, Quality Will Emerge



Consumers who use price alone may end up sacrificing 
service quality

• Some consumers may become so concerned with the price of 
healthcare that they may skip treatments to save money

• Consumers may assume that high price equates to high quality

On the provider side, healthcare providers may attempt to 
reduce the consumer price in order to attract more patients

• In order to offer reduced cost services, they have to increase the 
number of patients seen leading to less time with each and a 
potential overall decrease in quality

© 2010 DIVURGENT. All rights. reserved
19

Price Transparency Must Be Matched 
With Quality



Pennsylvania Healthcare Cost 
Containment Council

California Healthcare Reform

Florida Compare Care 

Massachusetts Healthcare Quality 
and Cost Council
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State-Driven Transparency Efforts



www.FloridaHealthFinder.gov
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The National Quality Forum

• Private not-for-profit

• Incorporated in 1999

• Standardizing measurement 
and reporting

• Projects include:

– Cancer care quality 
measures

– Mammography 
standards

– Surgery performance 
measures

Report Cards

• Hospital Compare

– Medicare collaborative

– Broad support

– www.hospitalcompare.hhs.
gov

• Consumer Checkbook

• Leapfrog Group

• Healthgrades
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Role of the 3rd Party

http://www.hospitalcompared.hh.gov/�
http://www.hospitalcompared.hh.gov/�


• 10 hospitals, 1300 MD’s, 9000 employees

• Fundamentally believe in transparency

• Started with full page ad in 2005

• What did the data reveal?

• Currently reporting 40 quality scores

• What has been the result?

• What about cost?
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A case study - Alegent



• Embrace transparency sooner rather than later
• Providers who hold themselves accountable and 

publicly disclose all experiential results tend to 
become more admired

• Making the commitment to transparency is a huge, 
inevitable step

• To consumers, perception is everything
• The transparent provider will offer comprehensive, 

consumer-friendly data above and beyond any 
reporting requirements
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Strategic Implications



RETAIL MEDICINE
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Many People Can and Do Pay out-of-Pocket 

• The lure of concierge medical practices

– Pay an upfront fee, gain good access

– Get your annual physical and all your questions 
answered

– It’s all about access

• Concierge competitors siphon off the best patients 

• Strategies: compete, co-operate, or ignore

• Your new service mix 
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Concierge Medicine Gains Popularity



• Annual membership fee of between $1,000 and 
$20,000 or more, which may or may not include 
most services

• Number of patients treated, which tends to be far 
less than other physicians

• Features offered

• Whether they accept health insurance

• Relationship to the Medicare program  
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The Concierge Care Difference



• 24 hour access to a 
physician 

• Priority appointments

• Access to referral 
network

• On site laboratories

• Access to medical spa

• Physician side drivers
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What are the Drivers?



Here Comes Wal-Mart 

• The lure of retail medicine

– The spectacular rise of urgent care and walk-in clinics

– A healthcare clinic in every Wal-Mart 

– Prices so transparent they’re posted on the wall

– Conveniently located urgent care retail sites

– Strategic local and regional affiliations 

• Cater to cash paying clients

• It’s not just Wal-Mart

© 2010 DIVURGENT. All rights. reserved
29

Retail Medicine Competes Vigorously
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The Growth of Retail Clinics



• Concierge practices and retail medicine attract a 
valuable demographic

• Can your system offer concierge care or retail 
medicine?

• What would the financial and patient satisfaction 
benefits be?

• What are some of the barriers you face?

• What existing resources can you leverage in this 
emerging delivery vehicle?
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Strategic Implications



MEDICAL TOURISM
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Lower Cost with Equal or Higher Quality Services Abound

• Medical tourism is already institutionalized

– Annual conventions, symposium, and junkets

– Certifying agents, such as Joint Commission 
International

– Approved vendors lists

– Automated to the nth degree

– The economics are compelling

– How will payers play?
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Medical Tourism



Factors Impacting the Growth 
of Medical Tourism

High costs Long waiting 
lists at home

New 
technologies

Alternative 
treatments 
available 
abroad

Skilled 
doctors in 
destination 
countries

Internet 
marketing 
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• Costs are often 50-80% less than the U.S.

• In 2010, 6M Americans will travel as medical tourists

• Heart bypass in Thailand

• Knee replacement in Singapore

• Over 50 countries identify medical tourism as a 
national industry

• $100 billion loss to U.S. providers in ‘10
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Some Economic Facts
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Stakeholders



The most popular destinations for medical 
tourism are:

• Southeast Asia
• Israel and Jordan
• Argentina and Cuba
• Lithuania, Croatia, Greece, and Turkey
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Medical Tourism Knows No Bounds



With Transparency Comes the Urge to Shop Domestically

• Many More Patients are Willing to Travel Domestically

– Some hospitals are simply more expensive than others

– Variations in quality are not synched to variations in 
price

– Personal health records travel well

– Numerous benefits of regional tourism

– Role of the payers?
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Regional Tourism



Healthcare in developing countries has the 
stereotype of being of poorer quality overall 
compared to healthcare at home

Consumers have the perception that low 
cost is correlated with lower quality  

Medical care systems in other countries 
have been regarded by the U.S. as 
inadequate
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Barriers to Medical Tourism



Globalization in Healthcare

• Join them or fight them?

– Partnerships and affiliations are mandatory

– Doctors doing tours of duty 

– Knowledge transfers and brand recognition 

– Invisible partnering

– Adapting cost structures and mix of services to 
compete
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Strategies for Medical Tourism 



• Located in Bangkok, Thailand

• Costs 1/8 of those in the United States

• Joint Commission International Accredited

• Over 1.2 million patients treated per year

• Over 430,000 are international patients from over 
190 different countries

• U.S. $280 million turnover in 2007

• www.bumrungrad.com
• http://www.youtube.com/watch?v=paNRv---Adw
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Bumrungrad Hospital

http://www.bumrungrad.com�
http://www.youtube.com/watch?v=paNRv---Adw�


• Seek relationships with international / regional 
providers

• Prepare for quality and price transparency

• In what areas could you compete regionally, 
nationally, internationally?
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Strategic Implications



CONSUMER DRIVEN HEALTH PLANS
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• Designed to reduce employers’ costs for providing 
health insurance to their employees by offloading 
some of the financial obligations onto the 
employees, while providing the employees wider 
latitude in determining how their healthcare dollars 
are spent
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Consumer Driven Health Plans (CDHP)



• Pricing and Marketing CDHPs is Brave New Territory

– Younger consumer will demand more choices 

– More will opt for high deductible plans… 

– Which leads to good and bad consequences

– What product mix will providers offer?

– Keeping pace with services offered anywhere else
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CDHPs
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The Growth of HAS/HDHP Enrollment 
From March 2005 to January 2009



SOCIAL MEDIA – REALLY?
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Social Networking Sites Usage is Skyrocketing Among 
Hospitals

• Staying Connected to the Audience 

– One more tool for the marketing and PR kit

– Reaches larger audience than ever before

– Keeps consumers updated on trends, news, and 
developments

– Enables detailed targeted marketing
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Healthcare Industry Gets Social
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TELEMEDICINE’S SPECTACULAR FUTURE
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Involves a growing number of applications and 
services that use two-way video, wireless phones, 
email, and other telecommunication technology
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How Do You Define Telemedicine?



The Technology is Here, the Consumer Base is Enormous 

• Everyone Will Partake in Telemedicine on Some Level

– A natural vehicle for techno-savvy youth

– A godsend for home-bound elderly 

– Intel’s healthcare division dives in 

– Remote healthcare monitoring in real time 

– Ubiquitous versus specialized products and services
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Telemedicine’s Future 



Colin Konschak

Colin.Konschak@DIVURGENT.com

757.641.0481
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DISCUSSION
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Colin B. Konschak, RPh, MBA, FACHE, FHIMSS, is an author, speaker, and is a 
founding partner of DIVURGENT, a healthcare management consulting firm. During 
his 15 years in the healthcare sector, he has focused on helping healthcare 
providers understand the shifting healthcare/ technology marketplace and plan 
their organizational and technology direction accordingly. Mr. Konschak has a keen 
understanding of today’s healthcare marketplace and has broad experience in 
healthcare operations, strategic planning, and health information technology. Mr. 
Konschak actively serves the healthcare industry through his involvement in many 
of the industry’s leading associations. His involvement in HIMSS and  ACHE has 
resulted in a Fellowship in both organizations. He is a registered pharmacist, 
possesses an MBA in health services administration, and is a certified Six Sigma 
Black Belt. He is an adjunct professor at Old Dominion University and resides in 
Virginia Beach, Virginia with his wife Millie who is an interventional cardiologist.
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