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In addition to market changes, regulatory pressures are also making patient-centric financial communications 
a necessity. Several states are implementing price transparency regulations, and a federal requirement 
is right around the corner. To meet these standards, organizations will need effective tools that reliably 
determine and share prices with patients in advance of their appointments.

So where do organizations go from here? 
It’s clear that patient portals are not the answer. But how can organizations do a better job of giving patients 
the convenience they seek? Here are four best practices to consider.

1. Evaluate your organization’s digital tools.

The first step is to take a hard look at the digital solutions you currently provide and compare them to those 
available from other industries, such as travel, retail, and financial services. Consumers want a digital, retail-
like shopping experience where they can search local providers, compare reviews and costs, schedule their 
treatment, and even pay – all in one intuitive place.

Don’t be fooled into thinking that only younger people want these tools. Research shows that more and more 
older adults are embracing mobile activities like online banking. In fact, The Harris Poll found that 80% of 
Baby Boomers (individuals between 56-76 years old) “wish there was a single place to shop for and purchase 
care.” 

Digital tools designed to improve access and transparency while making it easier to pay create more 
engaged consumers and provide a better patient experience. Achieving this dual dynamic requires digital 
tools are part of a comprehensive end-to-end solution.  

2. Streamline access to shoppable services

These are elective procedures and screening tests that an individual can schedule in advance and include 
things like planned joint replacements, colonoscopies, and mammograms. Healthcare organizations offer 
standardized pricing for these services, allowing patients to shop around for the best price, location, and 
experience. 

When patients are able to use a digital tool to research a service, set an appointment, and make a payment, 
it can drive patient satisfaction and increase the chances the individual will choose to have the procedure 
with the organization supplying the tool. With 67% of consumers stating they would “shop for healthcare 
entirely online, like any other products and services,” streamlining access to shoppable services will drive 
engagement and revenue. 

3. Adopt tools that help people understand their care costs.

More than half of consumers surveyed for The Harris Poll said they have “avoided seeking care because they 
weren’t sure what the price would be.” The biggest hurdle to accessing care is price transparency, resulting in 
patients not getting the treatment they need and in poor revenue management for a practice. 

Patients are more likely to pay their portion up front when they understand what they owe and feel confident 
that the cost information provided has taken into consideration their current insurance, deductibles, and 
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