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Survey Profile

White (not Hispanic) 61%

Hispanic 17%

Black (not Hispanic) 12%

Age Race/Ethnicity Gender

47%
Male

52%
Female

Married 45%

Not married 55%

Region

Less than $50,000 29%

$50,000-$74,999 16%

$75,000-$99,999 13%

$100,000+ 39%

HH Income

18-34 29%

35-44 17%

45-54 16%

55-64 17%

65+ 22%

Yes 59%

No 41%

High school graduate or less 33%

Some college, but no degree 32%

Bachelor's degree or higher 35%

Education

Yes 36%

No 64%

Employment 

Marital Status

Children in HH

24%
West

21%
Midwest

17%
Northeast

38%
South

Urban 29%

Suburban 50%

Rural 21%

Urbanicity

2022 BDO Patient Experience Survey was conducted online within the 
United States between October 3 and October 5, 2022, among 3,037 adults 
aged 18 and over. 
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Key Findings
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Patient Access
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92% of Americans have some form of health insurance.
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 Americans age 65+ are significantly more likely to have health insurance compared to other age 
groups.

 Americans with an annual household income of $50k+ are significantly more likely to have health 
insurance coverage than Americans with a HHI of less than $50k.

 Americans who live in urban and suburban areas are significantly more likely than rural Americans 
to have health insurance coverage.

A deeper dive into the insured population.
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91% of Americans have a Healthcare Provider for routine medical care.
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 Younger Americans (ages 18-44) are significantly less likely to have a healthcare provider they 
typically see for routine medical care compared to their older counterparts, but particularly 
those age 65+.

 Americans with an annual household income of under $50k are the least likely to have a 
healthcare provider they typically see for routine medical care.

 Suburban Americans are more likely than rural Americans to have a healthcare provider they 
typically see for routine medical care.

Of those 91% of Americans…
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Here’s where most Americans go for their routine medical care.

BASE: ALL QUALIFIED RESPONDENTS (n=3,037)
Q3. Where do you typically go for routine medical care (e.g., non-emergency medical matters)?

Location for Routine Medical Care

Primary care provider’s practice

Specialty provider’s practice

Urgent care/retail clinic

Emergency room

73%

7%

7%

4%

There is clearly an income-related disparity among Americans when it comes to routine medical care.

 Americans with an annual HHI of less than $50k are significantly less likely than those with a HHI of $50k or 
more to have health insurance coverage and to visit a primary care provider’s practice for routine medical 
care.

 They are also more likely to end up at urgent care, a retail clinic, or the ER for routine medical care than 
those with an annual HHI of $100k+.
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Delayed Care



13

In the past 12 months, over half of Americans delayed seeking routine medical 
care. Among those who have, the top cited reasons are the long wait time for an 
appointment and not having the time due to work or personal reasons.

58%
of Americans

Delayed Seeking Routine Medical 
Care in the Past 12 Months

Reasons Why Seeking Routine Medical Care was Delayed

BASE: ALL QUALIFIED RESPONDENTS (n=3,037)
BASE: DELAYED SEEKING ROUTINE MEDICAL CARE (n=1,806)
Q8. For which of the following reasons, if any, did you delay seeking routine medical care (e.g., non-emergency medical matters) in the past 12 months? Please select all that apply.

The wait time for an appointment was too long

I didn’t have time (e.g., was too busy at work/in my personal life)

I couldn’t afford to seek care, out-of-pocket costs were too high

The process of setting up the appointment was too difficult

The HCP could not provide the care that I needed

I couldn’t afford to seek care because I didn’t have insurance

I did not have transportation and telehealth was not an option

I did not know where to seek care

Didn’t feel safe going in person, didn’t know if telehealth was an option

Another reason

40%

34%

30%

24%

20%

19%

17%

16%

14%

3%

Among Those Who Have Delayed Seeking Routine Medical Care in the Past 12 Months
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 While the wait time for an appointment is cited as the top reason for delaying care across all 
age groups, those age 18-34 are much more likely than older adults to mention lack of 
insurance, lack of transportation or not knowing where to seek care.

 Reasons for delays in seeking medical care are largely consistent across all income levels. Those 
with household incomes of 100k+ who delayed care are more likely than their counterparts to 
say it was due to difficulty setting up the appointment.

 Americans living in urban areas who delayed routine medical care are more likely than their 
suburban and rural counterparts to cite difficulty setting up appointments and not feeling safe 
to go in-person and not knowing about telehealth as an option.

Reasons why seeking medical care was delayed, by demographic.



15

Cost Transparency
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69% of Americans have tried to obtain cost estimates for their care.
Here’s where patients go to easily obtain them.
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 Among those who have tried to obtain cost estimates for medical care, Americans under age 65 
are more likely to use online patient portals and those under age 55 are more likely to utilize 
the healthcare provider’s or facility’s website.

 Among those who have tried to obtain cost estimates for medical care, Americans with an 
annual HHI of $100k+ are significantly more likely to look on their healthcare provider’s website 
compared to those with an annual HHI of less than $75k.

 Among those who have tried to obtain cost estimates for medical care, urban Americans are 
significantly more likely to easily obtain cost estimates by reaching out to their insurance 
provider, looking at online patient portal and looking on healthcare provider’s website.

Obtaining cost estimates, by demographic.
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Portal to Care
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Over eight in ten Americans (81%) have used online patient portals. Among those 
who have used them, a large majority find them helpful.

BASE: ALL QUALIFIED RESPONDENTS (n=3,037)
BASE: USE PATIENT PORTALS (n=2,467)
Q4. In general, how helpful do you find online patient portals?

Online Patient Portal Usage Helpfulness of Online Patient Portals

81%
of Americans

4% 9% 45% 42%

Not helpful at all Not very helpful Somewhat helpful Very helpful

Among Those Who Use Patient Portals

Very/Somewhat Helpful
87%
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 Not surprisingly, the incidence of using online patient portals is notably higher among younger 
Americans, particularly those 18-54.

 Americans in households netting six figures or more annually are by far the most likely to use 
online patient portals.

 Americans in urban and suburban areas are significantly more likely to use online patient portals 
compared to those living in rural areas.

Who is most likely to use patient portals?
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Patient Frustrations
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79% of Americans encountered frustrations when seeking care. Here are their top 
frustrations:
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 When seeking routine medical care, younger Americans (age 18-44) are much more likely than 
those age 55+ to experience frustration, particularly around finding a HCP who meets their 
needs, treats their condition, and verifies coverage.

 Americans with annual household incomes of $100k+ are more likely to experience frustration 
when seeking routine medical care than Americans with household incomes of less than $50k.

 Urban Americans are much more likely to experience frustration when seeking routine care -
finding the right HCP to treat or diagnose their condition appears to be particularly challenging 
for them, perhaps due to a lot of choices available.

Patient frustrations before the appointment.
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69% of Americans encountered frustrations at routine care appointments. Here are 
their top frustrations:
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 Younger Americans are significantly more likely to experience frustration during routine 
appointments, and much more often complain that the healthcare provider does not pay enough 
attention to them or is not familiar with their issue/condition.

 Overall, Americans with a household income of $50k-$74.9k and $100k+ are more likely to 
experience frustration at routine visits than their counterparts. Wait time appears to be much 
more of an issue for those with incomes of $50k+. 

 Urban Americans are the most likely to experience frustration during routine visits and are more 
likely to complain about the healthcare provider not paying enough attention to them or not 
being familiar with their issue/condition.

Patient frustrations during the appointment.
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Approximately two-thirds of Americans experience frustration when 
communicating with a Healthcare Provider. Frustration is most likely to occur 
when speaking over the phone to an automated response system.

BASE: ALL QUALIFIED RESPONDENTS (n=3,037)
Q7. Have you experienced frustration when trying to communicate with a Healthcare Provider in the following ways (e.g., trouble getting through/into, navigating the menu on the

phone line)? Please select all that apply.

64%
of Americans

Experience Frustration When 
Communicating with a HCP

Specific Frustrations When Communicating with a HCP

Speaking over the phone to an automated 
response system

Speaking over the phone to a live person 
(e.g., receptionist, nurse, physician)

Speaking live in person

Communicating through the online 
patient portal

33%

26%

22%

20%
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 Younger Americans ages 18-34 are much more likely to report being frustrated when 
communicating with a healthcare provider over the phone, in person, or through the online 
portal compared to those age 55+. 

 Americans with a household income of $100k+ are more likely to be frustrated when speaking 
over the phone, with an automated response system or a live person, as well as through an 
online patient portal compared to those with a household income of less than $50k. 

 Urban Americans are significantly more likely to be frustrated speaking to a live person, over 
the phone or in person, than their suburban and rural counterparts. 

Specific frustrations when communicating with a Healthcare Provider.
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Patient Preferences
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Roughly three in ten Americans indicate that their Healthcare Providers make it 
easier for them to receive care by offering telehealth appointments, proactively 
reaching out to schedule appointments, and offering a walk-in appointment 
option.

BASE: ALL QUALIFIED RESPONDENTS (n=3,037)
Q9. Which of the following does your Healthcare Provider(s) do, if anything, to make it easier for you to receive care? Please select all that apply.

Ways in Which HCPs Make it Easier for Patients to Receive Care

32%
29%

27%

23%

18%

9%

Offers telehealth
appointments

Reaches out to me to
schedule appointments

proactively

Offers walk-in
appointments

Implements online/ self-
service scheduling

Offers expanded hours Deploys mobile clinics
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 Americans under the age of 55 are more likely than those age 55+ to report that their 
healthcare providers offer walk-in appointments, implement online/self-service scheduling, 
expanded hours, and deploy mobile clinics.

 Americans with an annual HHI of $100k+ are more likely than those with an annual HHI of less 
than $75k to report that their healthcare providers make it easier for them to receive care by 
offering telehealth visits, expanded hours and implementing online/self-service scheduling.

 Overall, urban Americans are more likely than others to report their healthcare providers 
offering ways to make it easier for them to receive care, particularly reaching out to schedule 
visits, implementing online scheduling and/or expanded hours and deploying mobile clinics.

How do Healthcare Providers make it easier for Americans to receive care?
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69% of Americans have a Primary Care Physician (PCP) and around four in five are 
likely to recommend their PCP to family and friends.

BASE: ALL QUALIFIED RESPONDENTS (n=3,037)
Q10. Thinking about your primary care provider, how likely would you be to recommend them to family and friends?

Have a Primary Care Physician Likelihood to Recommend PCP to 
Family and Friends

69%
of Americans

Very likely

Somewhat likely

Not very likely

Not at all likely

44%

38%

8%

4%

NET
Likely to 

Recommend

82%
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 Americans ages 65+ are more likely to say they would recommend their PCP than those ages 18-
34. 

 Americans with an annual household income of $100k+ are significantly more likely than all 
other income groups to be likely to recommend their PCP to family and friends.

 There seems to be a strong consensus among all urbanicities when it comes to the likelihood of 
recommending their PCP to family and friends.

Does age, household income or urbanicity affect who would recommend their 
Primary Care Physician?
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Patient Access in Action
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Increasing Revenue by $94 Million Through Patient Access 
Transformation

CHALLENGE
An integrated delivery network was experiencing with long wait times for appointments, a decrease in provider productivity 
and loss of market share to competitive health systems.

APPROACH
BDO addressed the organization’s challenges in the following 
ways:

► Expanded and accelerated direct self-service scheduling 
capabilities through the organization’s patient portal and 
consumer-facing website

► Built a more efficient administrative staffing model based on 
automation to facilitate practice growth and reduce 
administrative burden on staff

► Addressed physician moral injury to reduce physician 
turnover

► Improved asset utilization

RESULT
After one year of engaging BDO:

► Revenue to system increased by $94 million

► Professional revenue from new patient appointments 
increased by $12 million

► Scheduling lag decreased by 60%

► The number of no shows decreased by 50%

► Call center costs decreased by $3.4 million

In addition, since this engagement has been completed, operational efficiency has 
improved by 10% across team and client productivity and the organization’s bump rate has 
decreased by 50% as a result of cleaner schedules, which reduced provider- initiated 
cancellations.
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Improving Patient Satisfaction Through Referral 
Management Strategy Optimization

CHALLENGE
An academic medical center was experiencing referral leakage to competitive health systems due to long wait times.

APPROACH

To enhance the patient referral experience, BDO:

► Built the foundation to support high-quality integrated 
and coordinated patient care access

► Implemented consistent streamlined referral workflows, 
supported by optimized Epic functionality

► Implemented a cross-entity governance structure 

► Developed a future state roadmap with supporting 
recommendations

RESULT

► Optimized 85 referral order composers 
cross- entity with department 
collaboration

► Deactivated 158 unused work queues

► Removed over 25,000 erroneous referrals 
from work queues

► Automatically authorized 14,200+ referrals via 
rule issue identification and correction
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Has your organization been thinking about the patient experience? 
Download these checklists and insights  www.bdo.com/healthcare  

https://www.bdo.com/industries/healthcare/overview
https://www.bdo.com/insights/industries/healthcare/optimizing-patient-access-a-checklist
https://www.bdo.com/insights/industries/healthcare/8-ways-to-get-the-most-out-of-your-ehr-system
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Q&A
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Thank You!



About BDO USA 

At BDO, our purpose is helping people thrive, every day. 
Together, we are focused on delivering exceptional and 
sustainable outcomes — for our people, our clients and our 
communities. Across the U.S., and in over 160 countries through 
our global organization, BDO professionals provide assurance, 
tax and advisory services for a diverse range of clients.  

BDO is the brand name for the BDO network and for each of the 
BDO Member Firms. BDO USA, LLP, a Delaware limited liability 
partnership, is the U.S. member of BDO International Limited, 
a UK company limited by guarantee, and forms part of the 
international BDO network of independent member firms.

www.bdo.com

Material discussed is meant to provide general information and should not be acted on without professional advice tailored to your needs.

© 2022 BDO USA, LLP. All rights reserved.
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