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The Plan for Today

• Survey Findings & Results
• Rebound Discussion
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COVID-19
Healthcare Consumer Survey
April 2020

Download the report: http://geonetric.com/survey-medicom



COVID-19 has affected consumers’ health decisions and plans.

COVID-19 Healthcare Consumer Survey, Geonetric, April 2020. Survey conducted April 3, 2020.

10%

12%

27%

31%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

Had change in your health insurance

Seen new or different healthcare provider

Had a telephone, video, or online visit with
a healthcare provider

Decided not to seek care for an illness,
injury, or other health concern

Because of COVID-19, have you …

18%

44%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

Canceled or postponed a scheduled
surgery or other medical procedure

Canceled or postponed a
scheduled appointment

Because of COVID-19, has your healthcare provider ...

% of Respondents Who Selected Yes



PwC’s Health Research Institute (HRI), https://www.pwc.com/us/en/library/covid-19/pdf/pwc-us-health-covid-19-survey-healthcare-providers_5-11.pdf
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If I needed medical care right now for 
something other than COVID-19 symptoms ... 

I know what to expect before, during, and after my visit.

Strongly Agree Agree Neutral Disagree Strongly Disagree

Many consumers are uncertain about 
non-COVID-19 care options.

COVID-19 Healthcare Consumer Survey, Geonetric, April 2020. Survey conducted April 3, 2020.
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If I needed medical care right now for 
something other than COVID-19 symptoms ... 

There are safe ways for me to get the healthcare I need.

Strongly Agree Agree Neutral Disagree Strongly Disagree
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Agree or 
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60%
Agree or 
Strongly Agree



Morning Consult, https://morningconsult.com/2020/05/04/coronavirus-health-care-providers-polling/



Harvard University & Phreesia: The number of visits to ambulatory practices declined nearly 60 percent 
by early April. Since that time a rebound has occurred, but the number of visits is still roughly one-third 

lower than what was seen before the pandemic.

Harvard University and Phreesia, https://www.commonwealthfund.org/publications/2020/apr/impact-covid-19-outpatient-visits



Harvard University & Phreesia: The decline among in-person visits is steeper than the decline among 
visits of any type (telemedicine and in-person).

Harvard University and Phreesia, https://www.commonwealthfund.org/publications/2020/apr/impact-covid-19-outpatient-visits



Harvard University & Phreesia: The decline in visits was generally larger among surgical and procedural 
specialties and smaller in other specialties such as adult primary care, obstetrics/gynecology, oncology, 

and behavioral health.

Harvard University and Phreesia, https://www.commonwealthfund.org/publications/2020/apr/impact-covid-19-outpatient-visits
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Thinking about COVID-19 information you’ve received from your local healthcare providers, 
do you agree or disagree with each of these statements?

I have received adequate information.

Strongly Agree Agree Neutral Disagree Strongly Disagree

53%
Agree or 
Strongly Agree

47%
Neutral, Disagree,
Strongly Disagree

A slim majority feel they’ve received 
adequate information from local providers.

COVID-19 Healthcare Consumer Survey, Geonetric, April 2020. Survey conducted April 3, 2020.
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Thinking about COVID-19 information you’ve received from your local healthcare providers, 
do you agree or disagree with each of these statements?

I would like to receive information more frequently.

Strongly Agree Agree Neutral Disagree Strongly Disagree

57%
Agree or 
Strongly Agree

Most consumers would like information more frequently.

COVID-19 Healthcare Consumer Survey, Geonetric, April 2020. Survey conducted April 3, 2020.
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What are the top 3 topics you most want to hear about from your local healthcare provider?

% Rank 1 % Rank 2 % Rank 3

Top COVID-19 topics: 
Treatment, testing, and prevention

No significant differences found across age groups or regions

COVID-19 Healthcare Consumer Survey, Geonetric, April 2020. Survey conducted April 3, 2020.
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When learning about COVID-19, which of these formats do you prefer?

% of Respondents Who Selected Format

Preferred formats: Short articles, videos, and graphics

Short news articles were most 
frequently selected across all 
age groups and regions.

COVID-19 Healthcare Consumer Survey, Geonetric, April 2020. Survey conducted April 3, 2020.



Age groups have substantial differences in preferred format.
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When learning about COVID-19, which of these formats do you prefer?

% of Respondents 18-44 % of Respondents 45+

*Differences across age groups 
for shorter articles, infographics, 
and longer articles are not 
statistically significant.

COVID-19 Healthcare Consumer Survey, Geonetric, April 2020. Survey conducted April 3, 2020.
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How has your trust in your local hospital or health system changed the past month?

Strongly Increased Increased Stayed the Same Decreased Strongly Decreased

33%
Increased or 
Strongly Increased

Overall, trust in local hospitals or health systems has 
increased.

COVID-19 Healthcare Consumer Survey, Geonetric, April 2020. Survey conducted April 3, 2020.



How to Rebound

Find more resources at:
https://www.geonetric.com/covid-19/
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The Foundation Has Shifted

• Consumer perception has changed
• Consumer expectations have change
• Your organization has changed
• You competition has changed
• Everything requires re-evaluation
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Trust In Healthcare Has Grown

*NRC Health
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Whatever Stage You’re at…

• Encourage consumers to seek urgent and emergency care
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Emergency Care Messaging: Cape Cod Healthcare
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Declining Threat

• Thanking workers
• Cementing community 

bonds
• Guidance on accessing 

care today
• Planting seeds about 

future re-opening
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Care option 
guidance: 
Billings Clinic
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Care option 
guidance: 
UNC Health
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Telemedicine: 
Adventist 
HealthCare



“Where should we put 
content about COVID-19?”
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Transitioning

• Build 
confidence
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Service Lines

• Promoting revenue generating services
• Promote today what you’re able to safely deliver today
• Take a patient-centered approach to prioritization
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A “W” shaped recovery
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A Process Embracing Uncertainty

“This Geonetric building re-entry plan takes a phased approach and 
gives approximate dates, because that’s the level of certainty we’re all 
craving right now. To be clear, the dates included in each stage 
reflect our current knowledge and expectations; the reality is that the 
dates almost certainly are wrong. At the very least, they’re going to 
change. We’re agile, and our approach to re-opening the office will 
follow those values…“
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A Process Embracing Uncertainty

• Plan in short cycles
– Start weekly

– Make sure that the goals and objectives of each initiative are clear

– Review the week that passed, plan the week ahead

– Focus on important items over urgent items

– Let the data drive your decisions…
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A Process Embracing Uncertainty

• You need a dashboard
– State of community re-opening/Government guidance and restrictions

– Organizational readiness to deliver services now and in the near future

– Consumer perception of the organization/brand

– Consumer readiness to schedule/reschedule services

– Well-being of staff

– State of competitors
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A Process Embracing Uncertainty

• Daily Stand-up
– Short team status meetings

• What got done yesterday?

• What obstacles are preventing progress?

• What’s the plan for today?

– No work gets done that isn’t discussed in these meetings!
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Employee 
Communications

Source: University of Iowa Healthcare



Change is the only constant



Questions?
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Thanks for attending today’s webinar!


