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Introduction

To understand how Americans today communicate with their healthcare providers,
their opinions on telemedicine and wearable devices, and their experiences with
post-discharge care, Salesforce conducted its “Connected Patient Report.” The survey
was completed online within the United States by Harris Poll on behalf of Salesforce
from June 8-10, 2016, with 2,025 U.S. adults, ages 18 and older, among whom 1,736
have health insurance and a primary care doctor. The report found that people primarily

_ommunic

interact with their physicians through in-person visits, phone calls and emails, but are IEZIE .'

open to virtual care treatment options enabled through technology. The report also
explored how wearable devices may one day impact the patient-doctor experience, with HieclellSg
younger generations more likely to own wearables and more willing to share their health
data with doctors and insurance companies. Finally, the report found that followihg
discharge from a hospital or clinic, insured adults with a primary care provider strongly
believe improvements can be made to their experiences through better communication

with their primary care doctor and throughout their care network.
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[. Doctor-Patient Communication Today

Communication today between doctors Base: All respondents
and patients — activities such as setting up
appointments, getting test results or filling Do you currently have health insurance?
prescriptions — is still traditional in nature Answer: Yes
(in-person meeting or over the phone).
This trend extends to keeping track of
health records, as 62% of insured adults
with a primary care provider rely on their Al
doctors to manage them, and nearly a third
of respondents (29%) keep them in a Millennials (18-34)
home-based physical storage location like a
Generation X (35-54)

folder or shoebox.

\

Baby Boomers (55+)
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[. Doctor-Patient Communication Today

Phone calls are still the primary way to set up doctor appointments

Interestingly, nearly half of adults (48%)
have had the same doctor over the past

10 years, yet 33% feel their doctors would
not recognize them walking down the
street. That said, respondents overall are
very satisfied (91 %) with their primary care
doctor, and if they changed doctors in the
last 10 years nearly half did so it was due to

either one of them moving.
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Base: Have health insurance and a primary care doctor

Which of the following, if any, do you use to communicate with your primary care doctor for
each of the following?

Phone

In-person

Portal

Email

Mail

A

Set up an appointment
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I. Doctor- Patient Com mun ication TOday Reviewing health data still happens primarily in-person

Which of the following, if any, do you use to communicate with your primary care doctor for each of the following?

Look at my current health data (e.g. medical records, lab results)
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o B 2%

MPEON — TeU/SMS [ a0
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[. Doctor-Patient Communication TOday Doctors share test results in-person or over the phone

Which of the following, if any, do you use to communicate with your primary care doctor for each of the following?

Get test results

I /o 1 1%
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[. Doctor-Patient Communication TOday Patients primarily get prescriptions in-person

Which of the following, if any, do you use to communicate with your primary care doctor for each of the following?

Get prescriptions and/or refills
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[. Doctor-Patient Communication TOday Patients check their insurance coverage over the phone

Which of the following, if any, do you use to communicate with your primary care doctor for each of the following?

Check insurance coverage

. I 1%
B H 2%

Phone e Text/SMS 1oy,
. -
E— I 1%
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In-person — R ° Chat/IM ! °
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[. Doctor-Patient Communication Today

Nearly a third keep their records in a home-based physical storage location

How do you currently keep track of your health records? Select all that apply.

Rely on doctor

[ have access to a single
self-service portal provided
by my healthcare and/or
insurance provider

[ use multiple portals or
websites provided by my
healthcare providers

[ have my own electronic
method (e.g. scanning, saving
to desktop or online file
storage like Dropbox)

o
I oo
I L8%
L JGERQ

I
I 160
I 7
I o

-
B s
o
o

Hl %
I 10%
B -2
I 5%

I keep my records in a folder,
shoebox, lockbox, drawer or
other home-based physical
storage option

Other

No one currently
keeps track of my
health records

I
I 1%
0o
I

I 1%
I 1%
I 1%

B
B 2
R 0%
H 0%

If I walked past my primary care doctor while walking down the street, they would recognize me.

Strongly/
Somewhat agree

Strongly/
Somewhat disagree

A
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L Nagr
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[. Doctor-Patient Communication TOday Even with high satisfaction, a majority of patients have changed doctors in the last 10 years

Overall, how satisfied are you with your primary care doctor

I m
Very satisfied/ I ©0% Notatall/ [N 10%
satisfied N 53% not very satisfied [N 12%
I A Hl 2

Have you changed doctors in the past 10 years?

I e
I oo I 409

e R N —
I A I o

Which of the following, if any, are reasons why you changed doctors within the last 10 years?

. 0 %o Il 5%
I 5% - W 4%
Hiheymoved  — Misdiagnos's  m 7o
[ I 5%
I 2% Il 5o
Inconvenient [N 16% Costs B 0%
location [N 12% B 3%
H 30 B 2%
I ©°s 1%
Poor bedside [ 10% Outdated [ 1%
manner I ©% technology W 2%
5o I 1%
| A B Millennials [ ] Gengrauomx [ ] Bfaby Boomers
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[I. Telemedicine and Home Health

Sixty-three percent of insured adults say
their primary care physician provides
virtual care services enabled by technology,
but these are mainly delivered through
legacy technologies such as phone
(53%) or email (28%). Despite this,
mobile engagement is important among
respondents, with 59% saying they would
choose a primary care doctor who offers

a patient mobile app (allowing patients to
make appointments, see bills, view health

data, etc.) over one that does not.

Salesforce Research

What types of virtual care services does your primary care doctor provide? Select all that apply.

WO
Provides any virtual [ e 749
care services NG 5500
I 64 %

|
Phone call with doctor I 60%
ornurse NN /3%
EEEEEE [ 5T%

I 036
Email with doctor R 5%
ornurse NN °3%
EETT | 299%

Communication | 10%
through a healthcare [N 17%
providerappona [l 8%
mobile device M 8%

o
Text with doctor [N 11%
ornurse B 5%

7o
Bl o B 3%
Instant message with I 15% Other B 3%
doctor or nurse I 3% W 3%
B 2% B 2%
W 3% My ori I
. rimary care doctor
Webcam call with [ 8% {jp { » B
doctorornurse W 2% 0es ”Ol P AT N /.57
1 1% virtual carc serecns  p——
B Al B Millennials B Generation X Il Baby Boomers
(18-34) (35-54) (55+)
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[1. Telemedicine and Home Health 59% would choose a primary care doctor who offers a patient app over one who does not

Interestingly, 62% say they strongly or [ strongly/somewhat agree with the following statements:
somewhat agree that they would be open

T'would be open to virtual care I C 2o

to virtual care treatments such as a video . .
treatment options as an alternative [ EGNGGGGEE 64%

conference call, as an alternative to an in- to in-office doctor's visits for NG 669%
office doctor’s visit for non-urgent matters. non-urgent matters e

o . . '
And 529 of Millennials would actually Twould choose a primary care |G 0°
choose a primary care doctor who offers physician who offers home [N 61%
virtual care treatment options over one that care treatment over one that [ ENGIINGNGEEE 61%

does not NG ©0°%

[ would choose a primary care

- I
el
T

appointments, see bills, view health B 5

data, etc.) over one that does not

I'would choose a primary care doctor | -0
who offers virtual care treatment [N 529
options over one that does not [ NG 53%
(e.g. video conference call) [

Iwould choose a primary care I ::0-
doctor who uses data from patient’s [ GG 50%
wearable devices to manage health [N 40%
outcomes over one that does not | KNG 20

does not.

B Al B Millennials B Generation X W Baby Boomers
(18-34) (35-54) (55+)
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[I. Telemedicine and Home Health Convenience is the primary driver to why people would be open to virtual care

Among those open to virtual care, they
report clear reasons for their preferences
around telehealth, with 74% stating it is
more convenient, 52% it is easier for their
schedules and 33% it lessens the risk of

getting sick from other patients.

Salesforce Research

Base: Would be open to virtual care.

Why would you be open to a virtual care treatment option as an alternative to an in-office visit?

I -
" . I e
R
R

I
It's easier for my I 629%
schedule I 57 %
I 0

; |
It lessens the risk of 313;%
. . ol .
getting sick from cher e o
patients N £ 0°-

E—
s more privere M
SMOCPIVES 0

S o
I 0o 5o
I don't like going to the [N 349% It's more beneficial to [ 9%
doctor’s office NNINEGEGEGEEN °7° my medical condition Il 8%
o H oo
N o
It's too far a distance [ 16% Other B 2%
to the doctors office T 16% N o
I ©oo R ©°o
B Al B Millennials B Generation X Il Baby Boomers
(18-34) (35-54) (55+)
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[II. Wearables in Health

Despite lack of broad deployment of
wearables in the healthcare space, 62%
of respondents claim they would choose
a primary care physician who uses data
from their wearable devices to manage
their health outcomes, over one that does
not. Of those insured adults who own a
wearable, 78% would want their doctors
to have access to health data from their
wearable devices, so providers can have

a more up-to-date view of their health
(44%%), be able to see trends in health data
in order to diagnose a condition before it
comes serious or terminal (39%) and to
receive more personalized care (33%).

Salesforce Research

What types of wearable health tracking device to you currently own?

HE | 2
Own awearable |G 39%
tracking device NG 0690
HE | o0

[ EERO
, B U7
Fitness related _ 20%
| RS

o
H | 5%

Consumer related B L%
W 3%

Clinical related (mobile =5(;/%/
(¢}
blood pressure B 5%

monitor, oximeter) W %

I
Idonotowna | 61.%
wearable device  INNE——so
I 30%

I 1%
I 1%

I 1%

Other

B Al [ ] Millennials B Generation X Bl Baby Boomers

(18-34) (35-54) (55+)
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[II. Wearables in Health

78% of wearable owners want their providers to have access to their wearable data

Millennials are willing to go a step further,
with 62% stating they use a wearable
health tracking device given by a healthcare
provider in order to support managing
their health in exchange for access to the
data provided by the device —and 67%
would be very or somewnhat likely to use a
wearable tracking device given to them by
their insurance company in exchange for

better health insurance rates.

A

Salesforce Research

Base: Own a wearable health tracking device.

Why would you want your doctor to have access to data from your wearable device?

Select all that apply.

[ would want my doctor to
have access to data from
my wearable device (total)

So they can have a more
up-to-date view of
my health

To allow my doctor to see
any trends in my health data
that could allow them to
diagnose a condition before
it becomes serious/terminal

To receive more
personalized care

To have all of my health
information in one place

To have the ability to get
a remote diagnosis from
my doctor

W Millennials

&L

I 83%
I 7%
I 74%

I e
I 47%
B 43%
I 43%

I o
B 37%
B 42%
I 1%

I e
I 40%

B 27%
B 29%

B
B 41%

B 27%
B 27%

E
EE 30%
H 1%
H | 17%

B Ceneration X
(35-54)

Other

[ would not want my
doctor to have access
to this data.

[ ] BabyBoomers

(551)

M %
B 3%

B 5%
B 5%

[ R
E 17%
B 25%
B 26%
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III. Wearables in Health 55% of wearable owners wear their devices every day

In the last 12 months, how often did you wear your wearable health tracking device?

I 5 -
Wear it once per I -
month or more (total) I O -
- g8

I
.
Daly  — 0%
I

E——
) EETT | 20%
A few times a week S oo

1
Il 5
7%
Once a week B o
I 1%
M % MW 3%
: B 3% Less than once per | 1%
A few times per month — month 1 4%
M 4% W 4%
B 2% H 3%
W 3% oo I 10
Once per month B 5% [ stopped wearing it B %
I 1% 7%
| A B Millennials [ ] Gengrauomx W Baby Boomers

(55+)
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[II. Wearables in Health

90% of fitness app users want their apps to integrate together

How many apps do you currently use to track your health, nutrition or fitness data?

None

e
I oo
I LU%
I

I, 060
I 0o
B 2o
I

[ ReE0

I 00

N 0% 5ormore
l 6o

Base: Use more than one fitness app.

o %
B 5%
W %
B 2%

I 1%

B 2%
I 1%

I 1%
B 3%
I 1%

How much do you agree or disagree with the following statement: I would like my healthcare/nutrition/fitness apps to be able to
integrate and share data together.

Strongly/
somewhat agree

Strongly/
somewhat disagree

Salesforce Research

. 006
I 9
I 82%
I

H 102
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[II. Wearables in Health

67% of Millennials would give their insurance company their wearable data for better rates

How likely would you be to use each of the following.

A wearable health tracking device given to me by my healthcare provider to support managing my health in exchange for access to all my health data

provided by the device

I 50
L
I a5
I

I 509
Notatall/ I 5520
not very likely N 529%
I

Very/somewhat likely

A wearable health tracking device given to me by my insurance company in exchange for potentially better health insurance rates based on data

provided by the device

I
I 6
I A9%
I A

I
I oo
I 1%
I

Very/somewhat likely

Not at all/
not very likely

| A W Millennials
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B Ceneration X
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W Baby Boomers
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IV. Post-Discharge Care

More than a quarter (26%) of insured Have you or a family member been hospitalized for any length of time within the last two years?
adults with a primary care doctor report
O, ¢)
being hospitalized, or having a family — —
member hospitalized within the last Yes NoO
two years. According to this report, the
complexity around the U.S. healthcare
system emerges after being discharged
from the hospital, with 54% of patients Base: Have been or had a family member hospitalized in last two years.
visiting two or more, and 10% visiting five
or more, healthcare professionals. Post-discharge, how many healthcare professionals did you or your family member visit?
None W 2% 4 M 6%

1 I (0% Sormore I 10%

2 I ©:% Notsure  INEREEEN 7%

3 I 0%

m
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IV. Post-Discharge Care

61% of patients say the post-discharge process can improve

This potentially disconnected set of
caregivers may be the reason why 61% of
those who themselves or family member
had been hospitalized in past two years
say that improvements can be made in the
post-discharge process, including better
communication between their primary
doctor and other members of the care
team; better communication with their
primary care doctor in general (31%); and

more modern technology to manage their

health data across various providers (27%).

Salesforce Research

Base: Have seen any healthcare professionals post-discharge from the hospital or provider.

Post-discharge, did the healthcare professionals have access to your/their current health data
all in one place?

57% 14% 21%
I B
Yes No Don’t know

Base: Have been or had a family member hospitalized in last two years.

Which of the following improvements, if any, could be made to the post-discharge process?

Improvements can be Easier scheduling

made to the process G ©10;  processes for N 2

(sub-total) follow-up visits

Better educational
S T — materiels (e care p— 550
primary care doctor instructions, side
and other members of effects, etc.)
the care team

Better communication

Better communication Other | 1%
with my/their primary | R GGG 10

care doctor

More modern Nothing N 2
technology to manage . O

data across healthcare
providers

m
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V. Methodology

This survey was conducted online within the United States by Harris Poll on behalf of
Salesforce from June 8-10, 2016, among 2,025 U.S. adults ages 18 and older, among
whom 1,736 have health insurance and a primary care doctor. This online survey is not
based on a probability sample, and therefore no estimate of theoretical sampling error
can be calculated. For complete survey methodology, including weighting variables,
please contact Joel Steinfeld at jsteinfeld@salesforce.com.

ey research
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