
HEALTH 
“CARE”

OPTUS FUTURE OF BUSINESS REPORT 2014 
HEALTHCARE OPINION PAPER

HOW TO IMPROVE THE HEALTHCARE 
EXPERIENCE FOR A NEW ERA

Consumers are generally very loyal to their GP, local 
hospital and other healthcare organisations, but that 
loyalty may be tested as competition in the industry 
increases in the future.

“The increasing number of practitioners, greater use 
of technology and empowerment of consumers means 
that previously protected segments of the industry 
will begin to be more exposed to competition,” says 
David Lau, Optus Business Industry Lead. “And that 
means customer experience will become much more 
important.”

Healthcare is a highly fractured industry but competition 
is already strong in some segments, such as pharmacy 
and optometry. 

“A pharmacy has to offer a great price or a great customer 
experience. If not, the next time the consumer is just as 
likely to go somewhere else,” Lau says.

Government initiatives are increasingly linking customer 
experience metrics into their payment models, of which 
Consumer Directed Care in the community care space 
can be seen as an illustrative example.



HOW CONSUMERS RATE THE HEALTH SECTOR

Consumers rate healthcare as the top sector for delivering customer 
experience, according to the Optus Future of Business Report 2014. 
They’re 30 per cent more likely to recommend a healthcare provider 
than the average business, and 12 per cent more likely to remain a 
loyal customer.

“The level of care from a practitioner or health service generally has 
to be pretty terrible for consumers to go somewhere else,” he says. 
“Most people really want to believe that they’re receiving the best 
possible care.”

“By and large, the demand for healthcare exceeds its supply.” 
However, that’s about to change, and our report reveals that many 
health organisations may not be well prepared for that change.

HOW PREPARED ARE PROVIDERS FOR INCREASED COMPETITION?

“The number of practitioners is increasing because demand has 
fuelled a greater number of healthcare-related university places 
over the past decade, and Australia’s strong economy has attracted 
overseas professionals under the skilled migration program,”  
Lau says.

“Technology is increasing competition by empowering consumers 
with more knowledge to make informed decisions and by enabling 
more efficient or remote delivery of healthcare, which has the 
potential to threaten local healthcare markets. Empowered 
consumers, along with advocacy groups and online communities, 
means patients are much more willing to challenge clinical decision-
making than they used to be.”

The Future of Business report reveals how consumer expectations 
are rising. For example, while 30 per cent of healthcare customers 
expect a flexible, personalised experience now, that figure is set to 
rise to 64 per cent within two years.

How prepared are healthcare providers for the increases in 
competition and consumer expectations? Many organisations have 
room for improvement, according to our report. The majority have 
not embraced the customer-focused practices of more competitive 

industries.  For example, health organisations are 36 per cent less 
likely than retail companies to have a formal customer experience 
strategy. They’re 31 per cent less likely than financial institutions to 
make IT investments to enhance customer experience.

Customer experience is a comparatively low priority for health 
organisations. “You can see that just by looking at the typically long 
waiting times and crowded waiting rooms in many clinics,” Lau says. 

HOW HEALTHCARE LEADERS ARE IMPROVING THEIR SERVICES 

The more competitive health sectors are undergoing structural 
change – with the emergence, for example, of supermarket-style 
chains such as discount pharmacists and optometrists.

“Discount chains can maximise volume with highly standardised 
processes,” says Lau. “If you can’t compete on price with these 
providers, you need to offer an exceptional customer experience and 
probably additional services too.”

For example, pharmacists are finding new ways to reduce waiting 
times for, or improve the convenience of, picking up prescriptions. 
There’s even a mobile app that allows customers to pre-order a 
prescription and pick it up at their convenience.

“Some GP practices are adding new healthcare services, like 
comprehensive multidisciplinary chronic disease management 
programs” he says.

“As competition increases in other sectors, we’ll see greater segmentation 
in those areas, and practices that continue to be high cost but offer a 
poor customer experience will start to come under threat.”

 Customer experience is important for hospitals too. “Every State has 
compulsory customer experience metrics for its hospitals, and in the 
private system it plays a key role in attracting both customers and 
doctors.

“The public system has the opposite problem – they want to keep 
people out of hospitals, so they’re looking at remote care and 
preventative healthcare initiatives and for these to work you need to 
have long term trusted relationships between patient and provider.”

“TECHNOLOGY IS INCREASING COMPETITION 
BY EMPOWERING CONSUMERS WITH MORE 
KNOWLEDGE TO MAKE INFORMED DECISIONS...”
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In the disability and aged care sectors, the Federal Government’s 
Consumer Directed Care initiative – which gives consumers a greater 
say over the care they receive – is making customer experience a high 
priority for providers. 

RETOOLING FOR A NEW ERA IN HEALTHCARE

The healthcare industry is facing big challenges. Along with greater 
competition, budgets are coming under increasing pressure as the 
nation’s population grows and ages. We explained how ICT can 
deliver the efficiencies needed for organisations to maintain or 
improve core health outcomes in our paper Creating a Healthy Lead.

Technology also plays a key role in improving customer experience, 
through time-saving digital channels and customer-service systems 
for employees.

“If healthcare providers don’t have customer experience as a high 
priority, they need to do something about that now,” Lau says.

See Future of Business Report for more details on how leading 
enterprises are using technology to deliver an outstanding customer 
experience.

CONTINUE THE CONVERSATION 

yesopt.us/davidlau

WHO WE TALKED TO

For the Future of Business Report 2014, we 
surveyed 5,000 consumers, including 546 healthcare 
customers. We also surveyed 550 marketing, IT, 
customer experience, finance and human resources 
executives, including 52 in the health and social 
assistance industry.

WHERE HEALTHCARE NEEDS TO IMPROVE ITS CUSTOMER 
EXPERIENCE PRACTICES

AN UNDERSTANDING OF HOW 
CUSTOMER EXPERIENCE AFFECTS 
REVENUE AND PROFITABILITY

PERCENTAGE OF 
ORGANISATIONS WITH …

HEALTH ALL SECTORS

33%

45%

36%

43%

A DETAILED UNDERSTANDING OF 
CURRENT CUSTOMER EXPERIENCE 
FROM THE CUSTOMER’S POINT 
OF VIEW

55%

60%

A CUSTOMER FEEDBACK PROGRAM 
THAT PROVIDES ACTIONABLE 
INSIGHTS 

26%

32%

A DESCRIPTION OF THE IDEAL 
CUSTOMER EXPERIENCE THE 
ORGANISATION IS AIMING TO 
DELIVER

34%

41%

A FORMAL CUSTOMER EXPERIENCE 
STRATEGY 

3%

9%

DEPARTMENTS THAT ARE VERY 
WELL ALIGNED 

28%

35%

A CUSTOMER EXPERIENCE 
STRATEGY OR CUSTOMER-SPECIFIC 
OUTCOMES THAT HAVE A MAJOR 
INFLUENCE ON TECHNOLOGY 
INVESTMENTS

12%

16%

EMPLOYEES THAT ARE VERY 
WELL EQUIPPED WITH THE RIGHT 
TECHNOLOGY AND TOOLS
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GIVE US 
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To discuss how Optus can help you through 
innovative communications solutions;  
contact your Optus Account Manager  
or call the Optus Business hotline on  
1800 555 937
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