
+

CWH Advisors (“CWH”) has served many clients in the 
patient financial engagement and revenue cycle space  
and has long observed major gaps in how patients pay 
for and finance healthcare spending. In order to better 
understand how U.S. consumers shop, save and spend for 
healthcare and wellness, CWH launched the PatientPay™ 
study. The study aims to help clients and others 
accelerate innovation and position their offerings most 
effectively, by exploring current consumer preferences 
and emerging patient financing models. It also set out to 

test consumer and provider interest in a new healthcare 
payment product that would provide unique rewards and 
benefits on a health system-branded card. 

The research included a survey of 1,500 U.S. consumers 
and (15) in-depth interviews with health system, payer, 
pharmacy, fintech and health IT executives. To purchase 
a copy of the complete study, please email henri.cattier@
cwhadvisors.com.

Consumerism
Consumerism in healthcare payments is accelerating. 
Today’s consumers want to take responsibility for 
managing their own health. Yet, most feel they don’t have 
the information, tools and access to do so. This includes 
navigating medical bills and payment choices. Most of the 
time, patients have no upfront pricing information. When 
they are later presented with pricing, it is often incorrect.

The high cost of healthcare, lack of price transparency, 
confusing medical billing processes, and lack of payment 
options can be so daunting that patients often fail to seek 
care and/or delay treatment.
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Consumers
 � Consumers are looking for new payment choices  

and products that provide them with unique  
features and benefits that are specific to their health 
and wellness needs 

 � Consumers expressed a growing preference to pay  
for goods and services with debit, payment plans rather 
than with bank-issued credit cards

 � Younger consumers indicate a willingness to trust 
emerging fintech, payment, wellness and other brands

Providers
 � Providers do not share the consumer’s enthusiasm
 � Patients should not expect to see health system 

co-branded cards
 � Providers are shifting investment into patient 

financial literacy, improving pre-service cost 
estimation, collecting patient responsibility earlier 
in the care journey, and upgrading online and in-
office payments infrastructure

KEY STUDY FINDING

CONSUMERISM FINDINGS

Of all respondents said 
healthcare costs have some 
or significant impact on their 

decision to seek care or 
complete a treatment plan. 

Of respondents aged 18-34 
said healthcare costs have 

an impact on their decision to 
seek care

Consumers delay making a 
payment on a medical bill 

when it is over $200

72% 88% ~4 in
10
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Nearly

of respondents would like 
to see more approaches to 

paying healthcare bills

2/3
As healthcare costs continue to rise, patients are shouldering higher 
out-of-pocket expenses. Consumers are also paying for more healthy 
living and wellness costs that are not covered by traditional insurance 
plans. For all these expenses, consumers are interested in greater 
payment choice, including traditional payment plans and financing 
services offered by emerging Fintechs.

Age-Based Trends and Preferences
Younger consumers have greater economic uncertainty and financial anxiety, and express more interest 
in new healthcare payment and financing solutions including alternatives to credit cards. 

Innovation and Disruption
While digital communications and capabilities are ubiquitous elsewhere, healthcare lags significantly 
behind other industries. Consumers want this to improve, and are even willing to surrender some 
personal healthcare data in exchange for unique offers, discounts and benefits. 

Of respondents aged 18-
34 said said that COVID 

impacted how they pay for 
healthcare compared to 26% 
for 35-54 year olds and only 

5% for 55+ year olds.

22%

Percentage of younger 
consumers are willing to trust 

big tech (Amazon, Apple - 63%) 
and fitness companies (Peloton, 
Orangetheory – 60%) with their 

healthcare data.

High

 AGE-BASED TRENDS FINDINGS

Of respondents aged 55+ use credit 
cards as their primary method of 

payment for healthcare bills – this 
drops to 20% for 18-34 year old 
respondents who also use debit 

cards or new digital wallet options 
57% of the time compared to 19% for 

55+ age group.

56%

Of respondents expressed 
strong interest in a new 

healthcare payments card, and 
would like to see it provide 
unique benefits including 

discounts on drugs and cash 
back to fund an HSA.

43%

INNOVATION & DISRUPTION FINDINGS:

Of Health Savings Account 
(HSA) owners are looking for 
new benefits and better ways 

to finance their healthcare 
expenses; employer-sponsored 

offerings should evolve  
in response.

60%



CWH Advisors is a management consulting firm exclusively working with healthcare organizations to 
accelerate growth, tackle obstacles and strategize new frontiers. CWH understands healthcare and 
its ever-evolving challenges and presents clients with better informed and actionable approaches. 
Comprised of experienced healthcare executives, industry thought-leaders and strategic thinkers  
rather than career consultants, the CWH model provides executive teams with an effective extension  
of their organization. 

To learn more about how CWH Advisors can help your organization, please visit www.cwhadvisors.com 
or email engage@cwhadvisors.com. 
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The Full PatientPay (TM) Study Includes:

 To purchase a copy of the complete study, please email:  henri.cattier@cwhadvisors.com.
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