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OVERVIEW

About Healthfully

Healthfully provides 
enterprise organizations with 
a white-labeled, digital health 
experience platform and 
suite of business solutions 
to engage and empower 
consumers on their health 
and wellness journey. The 
platform encompasses 
Clinical Care, Behavioral 
Health, Insurance, Wellness, 
and Social Determinants of 
Health and blends compelling 
and valuable functions, 
intelligence, and content for 
patients, consumers, and 
communities.

About Digital Healthcare 

Collaborative

The Digital Healthcare 
Collaborative brings together 
thought leaders from health 
systems, pharmaceutical 
manufacturers, solutions 
providers, and health 
insurance companies to 
explore the future of patient/
population experiences 
and engagement with the 
mission to leverage digital to 
improve patient outcomes. 
The Collaborative conducts 
in-depth research to 
inform solution design and 
implementation as part of its 
innovation process.

A prominent objective of healthcare’s pursuit of digital transformation 
is significant improvement of the patient experience. Healthfully, a 
provider of a comprehensive technology platform to engage and 
empower consumers, and the Digital Healthcare Collaborative, a 
group involved in consumer experience research and design, sought 
to capture the present status of progress toward this important aim. 
Current State of Digital Consumer Health Services & Tools: Trends for 
2023 report details results from a survey exploring online consumer 
health services, the digital consumer engagement tools supporting 
these services, and the impact these tools are having on health system 
strategies, with a particular focus on workforce management.

SURVEY METHODOLOGY 

The survey was conducted over a 5-week period In June and early 
July 2022. Online invitations were issued to a set of healthcare leaders 
across the spectrum of management positions. Valid responses were 
obtained from 204 hospital and health system executives. Demographic 
highlights include:

To enrich the findings and deliver 

an even more comprehensive view, 

the report includes information from 

relevant independent studies.

• 25% Vice President through C-suite titles, 75% Director/Manager.

• 14 departments represented, with one-third of respondents from 
medical, quality, and care management specialties. Significant 
participation was also obtained from IT, Nursing, Pharmacy, and 
Operations.

• 51% of the organizations were acute care and 22% critical access 
hospitals.

• Staffed bed sizes ranged from 6 to over 800, with an average of 
165.

• Average of 337 employees per organization.

• The health systems comprised an average of 14 hospitals.
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KEY FINDINGS

Some highlights from the report include:

OBSERVATIONS & ANALYSIS

The survey findings are organized below into 8 themes synthesized from the 

extensive data.  

 1   Expansion Continues for Range of Online Consumer 

      Health Services 

Digital health initiatives span the entire patient journey. Recognizing that providers differ 
in priorities and rates of progress, the survey first ascertained which salient online health 
services are most widely offered today. The average number per health system was 4 
services with portfolios ranging up to 11. As Figure 1 indicates, the top three services were 
general consultations, behavioral health encounters, and patient prescriptions. Remote 
exams and monitoring, urgent care, and lab testing are also seeing strong use.

73%

63% 53%

The number of digital consumer health 
engagement tools in current or planned 
deployment ranges from one to sixteen, 
with an average of seven. The top three 
applications are patient health records, 
online payments, and e-prescriptions.

of respondents named the top objective 
in their digital consumer tools strategy as 
“supporting the digital front door with a 

robust platform allowing seamless integration 
with internal enterprise administrative 

and clinical systems.” 

said cost was the principal barrier to 
digital tools expansion.

believe technology-driven work
flexibility would boost retention

of doctors and nurses.

Satisfaction with current tools  
deployment is fairly high at

 10% extremely satisfied and 

38% satisfied. 

46% identified care access as 
the clear leader. Additional high-scoring 

factors were helping improve patient health 
and wellness, generating higher patient 

satisfaction scores, lowering care costs, and
 promoting patient loyalty.

Asked to select the top three drivers of 
digital adoption, 
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OBSERVATIONS & ANALYSIS

The survey findings are organized below into 8 themes synthesized from the 

1 Growth Plus Reports, The Global Telemedicine Market, July 18, 2022.
2 B. Siwicki, “Most Provider Organizations Boosting Telehealth Investments, Survey Finds,” HealthcareIT News,    
 September 20, 2021.
3 Elsevier Health, Clinician of the Future: Report 2022, March 2022.

FIGURE 1

Figure 1 also reveals that general online consultations, behavioral health consults, and 
remote patient monitoring (RPM) lead the way in services planned within the next 
two years. These services form the backbone of telemedicine today, so their planned 
implementation suggests the perceived long-term attractiveness of the entire category. 
Indeed, 28% strongly believe that most patient consults will be conducted remotely within 
ten years. Also ranking highly on the list of planned services were remote examinations 
and online concierge services, an emerging growth opportunity for many health systems.
 

These results are ratified by several independent studies. A few examples: 

Telemedicine

ONLINE CONSUMER HEALTH SERVICES OFFERED OR PLANNED

Online consultations 20%

20%

15%

12%

17%

16%

13%

15%

20%

10%

8%

6%

50%

49%

45%

35%

13%

40%

34%

13%

37%

26%

12%

11%

0% 40% 80%20% 60% 100%

Behavioral health

Online patient prescribing

Urgent care

Remote examinations

Online patient test/lab orders

Hospital at Home

Remote patient monitoring

Homecare

Online concierge services and enhanced access

Online patient medical supply orders

Other (please specify)

Online Consumer health services

planned in the next two years

Online consumer health services

offered today

The global telemedicine 
market is projected to 
grow at a compound 
annual rate of 18.9%18.9% 

through 2030.1

56%56% of hospitals and 
health systems plan to 
increase telemedicine 
investment during the 

next two years.2

63%63% of physicians 
worldwide expect most 

consultations will be
performed remotely in 

10 years.3
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FIGURE 2

RPM

E-prescribing
Among hospitals designated “Most Wired,” 84% were offering prescription renewals through 
mobile device integration in 2021.9

Consumer interest is strong. Half of individuals in a recent study said they have completed a 
virtual doctor visit. Of those who have used telehealth, most plan to use it again (Figure 2).5

4 Digital Healthcare Collaborative, March 2022, 2022 Digital Healthcare Collaborative Survey. 
5  S. Guttentag, “The State of Telehealth, According to Healthcare Providers and Patients,” GoodRx Health blog   

  post, November 15, 2021.
6 Pivot Point Consulting, Q2 2022 Healthcare IT Trends Report, May 4, 2022.
7 S. Dolan, “The Technology, Devices, and Benefits of Remote Patient Monitoring in the Healthcare Industry,”     
  Insider Intelligence, July 28, 2021.
8 Consumer Technology Association, U.S. Consumer Technology One-Year Industry Forecast, 2018-2023, July 2022.
9 CHIME, Healthcare’s Most Wired: National Trends 2021, December 2021.

Approximately 40%40% of 
health centers say they 

are using remote patient 
monitoring today.6 

Patients utilizing remote 
patient monitoring will 

grow 28%28% between 
2020-24.7

12.6 million12.6 million  connected 
health monitoring 

devices were shipped in 
2021, a figure projected 

to rise to 16.8 million16.8 million 

in 2023.8

Will not use telehealth

Will use 
telehealth
instead of 
in-person
visits

Will use 
telehealth
alongside 
in-person
visits

63%

25%

12%
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 2   Online Services Meeting Most Organizations’ Consumer 

      Experience Goals

Another survey question homed in on how leaders view the success of these technology-enabled services 
in connection with their patient-related goals. Encouragingly, one-third of respondents believe their digital 
consumer health services are improving the patient experience very or extremely well. Forty-eight percent 
consider their efforts to be working moderately well. More work is clearly in order for the one in five 
answering slightly or not well at all. 

Each institution’s progress is influenced by a unique set of characteristics. Regularly monitoring success is 
important to achieving the right mix of online services as well as benchmarking competitive position. 

  3   Diversified Digital Tools Landscape Led by Patient Records, Payments,      
       and E-Prescribing 
The digital health landscape reflects a confluence of core technologies and numerous specific tools targeting 
many applications (Figure 3).10 

HEALTH INFORMATION KNOWLEDGE GENERATION

GEOSPATIAL & ENVIRONMENTAL
KNOWLEDGE INTEGRATORS

PERSONALIZED THERAPEUTICS

DIGITAL HEALTH 

APPLICATIONS

PERSONAL HEALTH DEVICES

IMPLANTABLE DEVICES DIAGNOSTICS

PHARMACEUTICALS IMAGING

SURGICAL TELEMEDICINE

Digitalized records, 
diagnostics, dashboards

Epigenetics, epidemiologic
modeling, AI/ML

Sensors & exposure
integrators

Decision aids, predictive 
analytics, AI/ML

3D printing, genetic 
based tailoring

Mobile assessment, 
monitoring, tailoring

Robotic, remote site,
targeting devices

Remote consults, care 
management & coordination

Tracking, monitoring, 
triggering

Testing, analytics - onsite, 
remote site

Dose, use, titre 
monitoring

Pinpoint assessment
& interpretation

FIGURE 3

10 A. Abernethy, L. Adams, M. Barrett, et al., “The Promise of Digital Health: Then, Now, and the Future,” NAM 

Perspectives, National Academy of Medicine Discussion Paper, June 27, 2022.
11 eMarketer Insider Intelligence, “U.S. Payment Users Will Surpass 100 Million This Year,” March 30, 2021.
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FIGURE 4

Eight other tools listed in Figure 4 saw over one-third of surveyed leaders registering existing or 
planned use. Half or more are committed to online patient education and labs/e-Orders. The strong 
ranking shown in the chart for so many applications attests to patient interest, the maturity curve 
of various technologies, and the manifold components of patient experience improvement.  

 4   Organizations Prioritizing an Integrated Digital Front Door 

The attention being devoted to digital consumer engagement tools represents more than just 
marginal experimentation. These investments have assumed high strategic importance for many 
health systems. Just over half of the survey respondents said digital tool expansion is either the 
most important or a top priority, and 40% considered it a somewhat important mandate (Figure 5)

Patient health record 74%

Health and/or wellness plan 45%

Patient generated records and patient device 34%

ePrescriptions 70%

Televideo 43%

Search for care 29%

Online payments 72%

Secure messaging/texting 44%

Patient wellness record 29%

Online patient education 57%

Patient self registration 42%

Ongoing digital care management/monitoring 21%

Advance analytics and reporting 7%

Lab tests/eOrders 50%

Patient self scheduling 36%

Online health communities 15%

Other (please specify) 2%

DIGITAL CONSUMER ENGAGEMENT TOOLS OFFERED OR PLANNED

6

12 Kalorama, Out-of-Pocket Healthcare Expenditures in the United States, 5th Edition, July 12, 2021.

Responding providers indicated current or planned deployment of anywhere from one to sixteen digital 
tools, with an average of seven. Figure 4 shows three clear leaders at over 70% each: patient health records, 
online payments, and e-prescriptions. Online access to patient records via portals and electronic prescribing 
were early emphases of health information technology development, a head start that contributes to their 
relative prevalence today. Advances in consumer financial technology (“fintech”) in recent years have 
enabled convenient digital payments that are proving popular. As one example, 6.5 million annual new 
mobile wallet users are projected to be created between 2021 and 2025. Offering fintech options helps 
healthcare organizations automate processes and save costs while providing patients many ways to pay for 
growing out-of-pocket healthcare costs. Such spending is anticipated to rise 9.9% annually through 2026.12
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STRATEGIC IMPORTANCE OF DIGITAL CONSUMER ENGAGEMENT TOOLS

A top priority, 
but not the 
most important

The most 
important 
priority

Not important
at all

Somewhat
important

45%

9% 6%

40%

FIGURE 5

What strategic objectives are being pursued? The survey probed six top-level goals that 
are frequently cited in patient experience discussions. With multiple responses permitted, 
respondents ranked them in this order:

Clearly, offering consumers a fully integrated digital front door experience propels health 
system strategy today. Independent evidence supports the case. IDC predicts that 65% of 
patients will engage health services through a digital front door by 2023.13 Fifty-five percent 
of organizations in a recent leadership survey said they are now using a digital front door as 
their first patient contact point.14

13 IDC, Futurescape: Worldwide Health Industry Predictions, 2021. 
14 Center for Connected Health, Top of Mind.

73% 68% 62%

72% 66% 49%

Supporting the digital front door 
with a robust platform allowing 

seamless integration with internal 
enterprise administrative 

and clinical systems. 

Unifying a single brand-experience 
for consumers across the health 
system’s range of care settings, 

partners, and affiliates. 

Ensuring digital front door open 
architecture to allow aggregation 

and integration of patient apps and 
third party devices. 

Establishing one convenient digital 
front door through which 

consumers can choose or be
 guided to appropriate services. 

Offering all relevant functionality 
through one unified consumer 

experience platform. 

Preventing intermediation of the 
patient relationship by direct 

competitors and nontraditional 
consumer health and 

wellness entrants. 
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Taken together, the strategic priorities spotlighted in the Healthfully/DHC survey 
demonstrate the desire for platforms that combat fragmentation of the consumer 
experience, provide necessary “back office” integration, and strengthen an organization’s 
health services.

  5   Improving Patient Access is Chief Stimulus for Expanding Digital Tools

Multiple strong industry forces are fueling the various digital strategies and investments. 
Asked to select the top three drivers of digital adoption, 46% of survey respondents 
identified care access as the clear leader (Figure 6). Four additional factors were named 
by more than one-quarter of those surveyed: helping improve patient health and wellness 
(34%), generating higher patient satisfaction scores (31%), lowering care costs (28%), and 
promoting patient loyalty (26%). 

The two top drivers shown in Figure 6 were buttressed by answers to additional survey 
questions. Eighty-nine percent strongly or somewhat agreed that “telehealth is improving 
patient access to healthcare,” and 83% expressed similar agreement that digital health tools 
will “help empowered patients take better care of their own health.”

FIGURE 6

The strength of the care access driver has been validated in other studies. In one executive 
survey, 79% said improved access is a very high priority, and 36% deemed it the concern 
carrying “the greatest potential to be improved with digital health technology.”15 Consumers 
appear willing to participate: 35% told a CVS Health survey that they are very likely to 
consider a virtual visit if no physical exam is required.”16 

15 Ibid. 
16 CVS Health, 2022 Health Care Insights Study, July 11, 2022.

Improve access to care via telehealth, e-visits, etc. 46%

31%

26%

19%

18%

7%

Improve ability to personalize medical treatment to individual needs

Lower clinician utilization

Drive higher patient satisfaction scores

Identify problems and intervene before they become serious

Other (please specify)

Help patients improve their lifestyles/maintain good health 34%

28%

20%

19%

16%

6%

1%

Acquire new patients

Reduce administrative complexity

Lower the cost of care

Drive new revenue opportunities

Drive patient/customer loyalty to health system

Reduce pressure on workforce

DIGITAL TOOLS - IMPLEMENTATION DRIVER
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The drive to promote wellness stems from clear input from consumers. Almost two-thirds 
of individuals believe digital tools that monitor their health are important.17 In a 2020 study, 
43% of consumers agreed that digital health services increase their focus on wellness and 
prevention.

Finally, patient loyalty and satisfaction rank highly in the Healthfully survey because they 
play an important role in financial health. Hospital Consumer Assessment of Healthcare 
Providers and Systems (HCAHPS) scores affect reimbursement, and the trend toward value-
based care will further reward organizations that generate high satisfaction. Building durable 
loyalty will take concerted effort since one study showed that 36% of consumers were 
“indifferent” to health system brands.19

 6    Overcoming Cost, End User, Integration Challenges is Key 

       to Advancement

Expansion of digital consumer engagement tools faces several headwinds, according to the 
survey. Not surprisingly, given healthcare’s perennial financial pressures, cost headed the list. 
That factor was named by 63% (Figure 7). End user challenges also loom large. The rate of 
technology adoption among targeted populations was a concern for 54% of respondents. 
Another 43% called out issues with limited patient interest in the tools. Government 
data shows that technology barriers are meaningful. An estimated 14% of urban and 19% 
of rural households lack a broadband subscription.20 Rounding out the top five barriers 
were difficulties with system integration - a recurrent theme in this report - and various 
operational challenges.

FIGURE 7

17 Ibid. 
18 Accenture, Digital Health Consumer Survey, 2020.
19 T. Macgibbon, “Why Patient Loyalty In Health Care Matters: Why Now and How to Get Started,” MedCity News,    
  August 23, 2021.
20 American Hospital Association, 2022 Environmental Scan, November 2021.

Cost (ability to buy, maintain) 63%

Difficult integrating with existing tools (including EMR) 47%

Operational challenges (onboarding patients, managing 38%

Difficult to find right product fit (identify best vendor, 24%

Lack of data on efficacy 9%

Patient technology adoption in target population 54%

Patient interest in digital tools 43%

Provider interest in shifting to digital tools 28%

Difficult managing governance within the organization 21%

Other (please specify) 2%

DIGITAL TOOLS - CHALLENGES OF IMPLEMENTATION
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The implications seem clear for providers and technology companies alike. The latter must drive value for 
health systems by offering solutions that optimize ease of integration, implementation, and use. Providers 
will need to find ways to maintain capital allocation to digital transformation while shoring up operational 
finances impacted by the pandemic. One analysis advises health systems to develop “financially scalable 
plans” to avoid the frequent trap of struggling to expand successful technology pilots. It is a critical step, 
because “speed to generate experiences for customers is important, but scale is just as, if not 

more, important.”21

  7  Mixed Leadership Assessment of Current State of Digital Tools Deployment

Current leadership perceptions of progress on digital consumer engagement technology create important 
context for decision-making. The survey offered a decidedly mixed picture. Figure 8 depicts responses on 
two dimensions.

FIGURE 8

The first chart captures how leaders rate the level of use of tools in their organizations, an 
important marker. The relatively early stage and clear upside potential of some of the digital 
applications can be seen in the fact that 57% perceived moderate use, just 15% high, and 
over 1 in 4 low. 

Independent studies reveal considerable variability in usage patterns:

21 J. Bacchetti, M. Hines, M. Shaikh, “How a Health System Can Realize Tangible Benefits From Its Digital Health     
  Strategy,” HFM, September 30, 2021.
22 CHIME, Healthcare’s Most Wired: National Trends 2021.
23 Accenture, Digital Adoption in Healthcare: Reaction or Revolution?, 2021.
24 University of Michigan Institute for Healthcare Policy & Innovation, National Poll on Healthy Aging, February 2022. 

ORANIZATIONAL USAGE TOOLS SATISFACTION WITH DIGITAL TOOLS

Moderate

LowHigh

Satisfied Neither satisfied

nor dissatisfied

Extremely dissatisfied

Extremely Satisfied Dissatisfied

57%

28%

12%

39%

38%

10%

1%

15%

Eighty-three percent of 
health systems reported 
that over one-fourth of 

their patients use portals. 
On the other hand, only 
1717%% of the systems even 
offer location sharing for 

patient assistance.22

A 2021 analysis found 
usage of virtual consults 
and remote monitoring 

increasedincreased over prior 
years. However, 

wearables and mobile 
apps were flat to down.23

Among adults aged 50 
to 80, 2828%% are using, 1616%% 

have used previously, 
and 5656%% have never 

used at least one mobile 
health app.24
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The second chart in Figure 8 presents providers’ overall satisfaction levels with their digital 
tools deployment. A solid 38% are satisfied, and 10% are extremely satisfied. IT leaders were 
particularly likely to register high satisfaction. North of half the respondents remain in the 
neutral to dissatisfied categories, a signal that leaders are not complacent about the pace of 
change. 

Further data analysis revealed that high usage of tools begets greater satisfaction – not 
always the case with technology. Among those who rated their organizational usage as 
high, 48% were extremely satisfied overall. Fostering use appears to be a winning area of 
concentration.

One drag on provider satisfaction appears to derive from mismatches between current tools 
and patient expectations. A recent KLAS survey noted that 67% of patients want online or 
app-based appointment scheduling and 50% want electronic prescription refills. However, 
those capabilities were only available to 37% and 30% of those patients, respectively.25

E-prescribing did score highly in the Healthfully data, but the takeaway is valuable: 
Organizations need to refine their understanding of their patients’ preferences as they make 
choices on rolling out online services and digital tools.

 8  Work management issues an important factor 

Another variable in the digital services and tools equation is workforce management. The 
survey took a bidirectional look at the subject, investigating both how workforce challenges 
affect digital implementation and how digital consumer engagement can help alleviate those 
challenges.

Current workforce situation

The survey first sought to establish workforce concerns presently facing organizations. 
Outpacing other responses by a significant margin were high staff turnover (61%), 
clinician burnout (59%), and lack of staff resources for the work required (54%). Since the 
questionnaire permitted multiple answers, it is likely that most organizations are confronting 
all three issues simultaneously. The strains on healthcare professionals have been well-
documented and have persisted for some time. A few industry statistics quickly sketch the 
contours of the challenges:

25 S. Rodriguez, “Patient Engagement Technology Not Aligned with Patient Expectations,” Patient   

   EngagementHIT, June 1, 2022.
26 K. Hartnett, “Staff Shortages, Deferred Treatment Driving Changes in Care Models,” Modern Healthcare, 
   March 7, 2022.
27 NSI Nursing Solutions, 2021 NSI National Health Care Retention & RN Staffing Report, March 2021.
28 The Physicians Foundation, 2021 Physician Survey, COVID-19 Impact Edition: A Year Later,” August 5, 2021.
29 AMN Healthcare, 2021 Survey of Registered Nurses, October 21, 2021.
30 Elsevier Health, Clinician of the Future: Report 2022, March 2022.

• About 27% of hospitals that report data to the federal government said they were 
experiencing “critical” staff shortages as of February 2022.26

• The average nursing vacancy rate in hospitals was 10% in 2021, and it took 89 days to 
hire an RN.27

• 61% of physicians frequently feel burned out.28

• 51% of nurses worry their job is affecting their health, and 23% say they are somewhat 
or extremely likely to exit nursing.29

• 71% of doctors believe their roles have changed negatively over the past 10 years.30
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31 Ibid. 
32 Advisory Board, “Why Almost Half of U.S. Clinicians are Planning to Leave Their Jobs – and What to Do About     
   It,” Daily Briefing, March 18, 2022. 
33 A. Abernethy et al., NAM Perspectives. 
34 IDC, FutureScape: Worldwide Healthcare Industry 2022, November 2021.

Impact on digital tools implementation 

This state of affairs can impede effective adoption of digital tools and online services. Cross-
tabulation of the Healthfully data exposed several correlations. Organizations with a higher number of 
workforce challenges were more likely to report two negative consequences:

As one surveyed leader framed it, “Implementing something new for staff to learn at this time is 
challenging,” in light of the fatigue and engagement issues. Clinician training is a vital health system 
investment. Physicians and nurses endorse the idea, heavily agreeing in a recent study that being 
trained to use digital health technologies effectively is a key priority.31  A leading consulting firm 
asserts that this education needs to be comprehensive, covering “soft skills, technical/digital skills, 
analytics, and adaptable behaviors.”32 Another aid is “user-centered design,” which encourages end 
user input in development of digital tools and “will be an essential ingredient of any infrastructure 
strategy.”33

So too will effective change management. Noted another Healthfully survey respondent, 
“Engagement tools are beneficial if they can be … incorporated into a facility that is susceptible to 
change.” Establishing the right culture is central to any digital engagement strategy.

The positive role of digital tools in workforce management

Digital consumer engagement programs can yield real benefits for health systems’ workforces. Four 
found expression in the survey:

• Providing a strong foundation for flexible workforce policies. 

• Significantly lower levels of usage for currently available digital tools.

• Greater difficulty implementing digital solutions.

A unified digital consumer health platform delivering services such as telehealth, remote monitoring, 
and mobile communications enables adaptable work structures for clinical and administrative staff. 

Care becomes liberated from limitations on site and synchronicity. Survey respondents were positive 

that such technology-driven flexibility would boost retention of doctors and nurses. Figure 9 shows 

that 53% believe the effects would be strong and another 28% moderate. This endorsement is 

important since forecasts suggest that “by 2025, 50% of healthcare organizations will rely on hybrid 
workplaces and models.”34
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FIGURE 9

• Reducing time spent on routine clinical and administrative duties. Individual respondent 
comments captured this benefit best. One pointed to online patient self-scheduling as 
“extremely helpful” in that “it will decrease the many call and response issues” hospitals 
endure daily. Another observed that digital tools “streamline communication between the 
patient and the workforce. This could lessen the burdens that interrupt the workflow of the 
clinic.” These observations help explain why 16% of the surveyed population listed “reduced 
pressure on the workforce” as a top motivator of their pursuit of digital health.

• Creating a “virtuous circle” between caregivers and digitally supported, engaged patients. 
Again, an individual survey comment described well this mutually reinforcing loop, noting 
that digital tools such as remote monitoring “enhance the awareness of patients to their 
activity and health conditions, which can modify behavior. That is further enhanced when you 
have engaged staff who support and coach the patient.” This cycle also leads to “identifying 
problems and intervening before they become serious,” a driver of implementing digital 
consumer engagement tools cited by 19% of survey respondents.  The overall care relationship 
is strengthened, a continuing wellspring of workforce satisfaction.

• Fostering the goal of personalized medicine. Twenty percent of leaders in the survey 
named “improving the ability to personalize medical treatment to individual needs” as a 
leading motivation for expanding digital health. The tools help deliver this breakthrough 
personalization by permitting “action orchestration,” which enables “the right interventions to 
the right members or patients, through the right channel, at the right time.” 35

35 O. Adigozel and K. Wilson, “Delivering on the Promise of Personalization in Health Care,” Boston Consulting    

   Group blog, April 1, 2022.

EFFECTIVENESS OF FLEXIBLE POLICIES ON PHYSICIAN AND NURSE RETENTION

Not at all effective Slightly effective Moderately effective Very effective Extremely effective

7%

12%

28%

36%

17%
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THE HEALTHFULLY/DHC FINAL TAKE

The Current State of Digital Consumer Health Services & Tools: Trends for 2023 survey 
offers an illuminating snapshot of this important topic. Health systems have implemented 
seven digital tools on average in pursuit of up to eleven significant online services. It is an 
ambitious agenda driven heavily by industry demands to improve patients’ access to care, 
overall wellness, and satisfaction with their providers.

The progress being made is encouraging. But considerable work remains as evidenced by 
the survey’s findings on not-yet-optimal usage levels of digital tools and satisfaction on the 
part of leadership. Cost – ever prominent in the healthcare dialogue – and user technology 
barriers create hurdles to overcome.

The eight themes presented offer guideposts to achieve success. The digital effort must 
be holistic rather than piecemeal. More specifically, optimal end-to-end digital services 
need to be supported by end-to-end digital technology. The relevant yardstick must be: 
Can the complete patient order-to-payment-to-service-delivery process, for a specific 
digital service, be completed digitally without hand-offs to manual processes? Meeting this 
ambitious objective requires a unified, singular platform with robust integration capability 
underpinning a truly convenient digital front door.

At the highest level, Healthfully and DHC agree with those analysts who urge leaders to 
maintain a comprehensive view and reach for significant change. As one concluded, “While 
the pace of change has accelerated, hospitals and health systems must focus on the goal of 
meeting the expectations of increasingly sophisticated healthcare consumers—which cannot 
be met through incremental thinking or small changes.”36

Healthfully’s digital health solutions empower hospitals and 
health systems to deliver the best experience to their patients and 
communities through a unifying, white-label platform. 

Discover how our products and business solutions can unify your 
patient and provider experience across multiple platforms. 

To find out more scan or click the QR code.

36 Kaufman Hall, “Highlights from the 2021 Healthcare Leadership Conference,” Fall 2021.
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