
65% of consumers are willing to 
have a virtual meeting (video 

chat) with their healthcare 
provider 

68% do not mind if their  health 
insurance provider monitors 

their general health/fitness (e.g., 
annual physicals) if it could 
possibly mean a lower rate

TimeTrade recently surveyed 1,064 consumers about their 
perceptions around customer experience and healthcare. The results: 

it's clear there is a need for more self scheduling options for 
healthcare companies to stand out from their competition. The 

following are some of the survey results.

64% report that the most 
important factor when it comes 

to customer service is “the 
healthcare provider is easy to 

reach when I need care”

Millennials (75%) are open to having a virtual meeting (video chat) with 
a physician

87% of consumers 
would be willing to 
schedule an 
appointment (online 
or through a mobile 
device) to meet with 
their healthcare 
provider

60% report scheduling 
a time to meet with 
with the specialist is a 
difficult process to 
manage

48% complain that 
trying to find a time 
that fits into their 
schedule is difficult 

53% say making sure 
insurance covers the 
appointment with the 
specialist is a difficult 
process

61% of baby boomers 
would be willing to 
schedule an appointment 
(online or  through a 
mobile device) into a 
queue for an 
appointment at a local 
urgent care

Meeting with healthcare providers

Consumers’ habits around health insurance

How consumers feel about customer 
experience and healthcare

67% of consumers 
would like to hear from 
their health insurance 
agent during the time 
of their policy renewal

53% report the reason is 
because they don’t want 
to have to go through a 
call center menu with 
the insurance company
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When they have a 
question, 73% of 
consumers call the health 
insurance company 
directly versus asking 
their employer
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