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Healthcare Satisfaction Hits a Hiccup:

What changed in 2024?
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NPS Changes: Net Promoter Score rose significantly from 2020 to 2023 but dropped in 2024.

Adobe

3 hypotheses as

cause for decline:

= Fragmented process
* |ncreasing complexity
= Aligning expectations
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Perception matters, and customer satisfaction has stalled

Among the least trusted of entities in the health care
ecosystem ...

Operating in one of the
least respected

industries... HEALTH INSURANCE EXECUTIVES VS CONSUMERS

Retail (Costco, Patagonia, Trader Joe’s)

0 of consumers trust their ‘direct
Technology (Apple, Samsung, Amazon) /0 care’ health care providers -
such as doctors and nurses
Automotive (Toyota, Tesla) 90%

p . hink thei 560/ of consumers trust
o executlv?s‘t ink t EI:' ) government
Cable and Internet (Comcast) customers ‘highly trust agencies
[@ o them
Communications (phone service)

Health Insurers

of consumers trust health
24% insurance companies and

pharmaceutical companies,

among the least trusted entities

Accenture So ng Sources: 2024 Accenture Patient Expérience Benchmark Survey, Copyright © 2025 Accenture. Al rights reserved.
American Board of Internal Medicare and NORC Survey



GrowthOS @

Leveraging Agentic & Generative Al

. Overwhelmed Caregiver Chronically Burdened
growthOS.Discover

Find new revenue streams by
addressing lucrative customer

problems
Pain Points
]
F | ’ High Out-of-
growthOS.Validate P : Pocket Costs
Ol ef "do” data by testing . She/Her, 45, Married, He/Him, 38, Eng.aged., Tech- Lack of
different hypotheses with real growthOS.Empower Mother of 3 & savvy, Type-2 Diabetic Comprehensive
customers behavior Elderly Caregiver Coverage & Clarity
on Plan
o Enable teams to reflect
behavioral qualities for growth Healthy Experimenter Cautious Traditionalist Lack of

Accessibility,
Responsiveness &
Support

growthOS.Learn

Dive deep into living growth
methodologies and outputs

She/Her, 28, Single, He/Him, 38, Married,
Digital Marketer & Father & Lawyer

Make and De-Risk Avid Runner
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GenAl/Al Medicare lead +
enrollment growth
CHALLENGE

How to capitalize on the post-Covid shift to Digital
to capture more Seniors during open enrollment.

WHAT WE DID

UX + analytics assessment

* Rapid, agile optimization sprints

* Data-driven experiences

* Measurable ROI, growth, & learnings
* Increased speed to insights

* Democratized data

* Delivered ongoing value

Accenture Song

Let's personalize your plan options.

ppppppppppp your full name

First Name

Get to know our digital educators.

m currently obsessed with the Wunder Train Tight |
o . 50 [mucky
my local studios have provided tans of virtual class content.

RESULTS

+85% +36% +multi-million

leads on digital from
optimization roadmap

@

digital enrollment increase for
high value customers

A

annual value of incremental
enrollments

il
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Aligning Expectations

Building Trust Through First Impressions and Service Excellence

The First Impression: The Power of Great g?‘r;t(:gt:;:z Building
Setting the tone Service loyalty over time
Onboarding - Empathy and respect « Beyond the initial
matters « Proactive problem stage
Transparency at solving - Ease of use
the start « Transparency and

consistency
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Key takeaways

Trust, Empathy
and Respect are
more critical than
ever.

Adobe

Use of PHI for personalization
requires transparency, a clear
value proposition, and data
governance to maintain
compliance

Al is foundational when it
comes to real-time
personalization of experiences

Know your customers,
understand your customers, and
craft a journey just for them
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Related resources

2025 Al and Digital Trends — Healthcare

Os==

ichodise your chach o apporemers

Aland
Digital
Trends

Healthcare

| ®Econsultancy

Adobe

Adobe Solutions for Healthcare and Life Sciences

Explore the features and capabilities of Adobe
solutions for healthcare and life sciences.

can deliver reat-ime expensnces

nicnannel orchestrat
zed — all fro

Adabe unities your dats, content, and
that are perso

Deliver proactive wellness management

Ize HIPAA-ready jou scale con

Personalize health experiences |

Safely use customer data to deliver more
§ Ltmcoome personalized health experiences.

rren panert

rategies with 3 tata-driven appre
vers rezh-ime, unified views of

rgeting and inform content delivery

l-time profiles to make insighi-driven Improvery experiences and 1o
ts, members, and customers

‘gagement behavior data to inform and guide the dellvery of

it

rsonalized Qutreach for provicers and patients 1o Increase

Learn about personskaed health sxpesiences

Healthcare and life science organizations rely on Adobe for
personalized and seamless omnichannel experiences.

431% 1% 50%
ROI from Adobe. Growth from increasing Reduction in content review
audience, conversions, and cycle times.
order value.

¥CVSHealth.

“Having the right data at marketers’ fingertips unlocks creative and
innovative ways to get the right content in front of the right people”

Ben Meck, Exseutive Director, Emterprise Marketing Technolagy

Research Report from Accenture

Whatwe do v  What we think Wi

' Download report

;" The power of trust: Unlocking
patient loyalty in healthcare

3-MINUTE READ  APRIL 30, 2024

In brief

Access, ease of doing business, digital engagement and trust is important to drive loyalty

according to y of nearly 18,000 people in the US who use providers and payer

services.

A seamless and satisfying healthcare experience is more important to people than price.

Download the infographics below to learn more about how trust drives patient retention in

healthcare.
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https://business.adobe.com/resources/reports/healthcare-digital-trends.html
https://business.adobe.com/industries/healthcare-life-sciences.html
https://www.accenture.com/us-en/insights/health/difference-between-loyalty-leaving
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