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INTRODUCTION:
PUTTING PROVIDERS AT THE FOREFRONT OF DIGITAL ACCESS 

In order to meet patient expectations for modern digital experiences, health systems cannot 
underestimate the role their providers play in making these programs successful—for patients 
and providers alike.

As patients take a more active role in their healthcare decisions, their expectations for convenience, self-service, 
and quality are increasingly influencing health systems’ access strategies. In fact, 81% of hospital and health system 
executives in a recent survey identified improving the patient experience as a high priority for their organization.1 A 
key focus for improving the patient experience is meeting patient demand for digital engagement options. However, 
amid this focus on the patient, it is important not to lose sight of the other side of the patient experience equation: 
the providers who care for them.

To that end, our study of 200 PCPs and specialists sought to uncover provider opinions on the digital access 
initiatives health systems are pursuing to meet patients’ digital experience expectations and opportunities to 
engage providers more effectively. Our ultimate goal is to help health systems collaborate successfully with 
providers on these initiatives by offering insights into where providers would like to be more involved, as well as 
their concerns around key digital access program components, such as find-a-provider profiles, patient ratings & 
reviews, and online scheduling. Throughout this report, we’ve identified several ways that health systems can build 
a successful digital access program that meets the needs of patients and providers alike.

To perform this research, Kyruus engaged an independent research firm that conducted an online survey with 100 
primary care providers (PCPs) and 100 specialists employed by health systems across the US. 

Providers value a strong digital presence, but would benefit from a better understanding of 
their health system’s patient engagement strategy. 9 in 10 providers see their find-a-provider 
profile as very or extremely important to engage patients and providers alike. However, more 
communication is necessary to help providers see their broader role in key digital initiatives, 
especially around new patient acquisition.  

Providers want to be more involved in building their brands, but not without health system 
support. Only half of providers report being fully involved in creating their find-a-provider 
profile, but 91% want to be more involved, either personally or through their staff. Despite this 
interest, many providers lack time or expertise in digital brand awareness and look to health 
systems to handle this work on their behalf. 

There is a considerable opportunity to improve provider satisfaction with their online 
presence by improving data accuracy. 41% of providers are dissatisfied or only somewhat 
satisfied with how their health system’s find-a-provider website represents them. Of dissatisfied 
providers, 43% report concerns around data accuracy and the ability for the profile to 
differentiate their clinical practice.  

Providers see value in online scheduling, but their receptivity falls short of patient demand 
for self-service offerings. 9 out of 10 providers report recognizing the benefits of online 
scheduling, most often as a means of new patient acquisition (42%). Although ½ of those 
without online scheduling are interested in the functionality, providers have concerns about the 
potential impact to their practice operations and scheduling protocols.

Key Findings:

1.   Kaufman Hall, 2019 State of Consumerism in Healthcare. 
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To showcase my academic research, publications, and experience

To display accurate information about my professional experience

To improve my visibility within my network of referring providers

56%

49%

48%

To attract new patients to my practice 41%

To ensure I’m seeing the right patients 38%

To improve patient retention with existing patients 37%

To create an online persona for professional networking 10%33%

PROVIDERS AGREE: A STRONG DIGITAL PRESENCE IS IMPORTANT
 
While providers value a high-quality digital presence, their motivations may differ from the 
primary objectives of a health system’s patient engagement strategy, pointing to a need for 
stronger organizational alignment.
 
Overwhelmingly, providers see having a high-quality find-a-provider profile as important to patient engagement. 
However, the survey findings point to a potential disconnect between provider motivations for involvement in 
digital initiatives and health system focus on consumer engagement. While 9 in 10 providers say a high-quality find-
a-provider profile is important to attract new patients, only 1 in 10 ranked attracting new patients most important. 
In contrast, providers (particularly specialists), see their profile as most important for showcasing research and 
publications (Figure 1). In addition, 94% of providers see room for improvement when it comes to communication 
from their health system around business rationale, rollout plans, and ongoing updates of access initiatives. 
Prioritizing communication around business goals for patient access initiatives, with a focus on aligned incentives, is 
important for engaging providers effectively in these initiatives. 

RECOMMENDATIONS FOR HEALTH SYSTEMS: 
 
Speak your providers’ language. Providers see their find-a-provider profile as a 
powerful platform to showcase their unique skills and build referral relationships. 
By focusing more on the specific benefits that resonate with providers, health 
systems will be more likely to win initial buy-in for digital initiatives.  

Share the patient perspective. When it comes to new efforts aimed at improving 
patient acquisition and ensuring the right patient-provider match, providers may 
need help understanding where they fit in. Share data on patient decision drivers 
(e.g., ratings) to give providers insight into how profiles help patients find them. 

Partner with providers from the beginning. To ensure the success of a new digital 
access initiative, engage providers from planning through execution. By working 
with clinical leadership to design the initiative, set goals, and strategize rollout, 
providers can become true champions of a health system’s digital strategy. 

of providers say a high-quality 
find-a-provider profile is 

important for attracting new 
patients to their practice

of providers list showcasing 
research & publications in the 
top 3 reasons to have a high-
quality find-a-provider profile 

of providers see room for 
improvement with health 

system communication around 
patient access initiatives

90%

56%

94%

Figure 1: Top 3 Ranked Reasons Why Providers Value a High-Quality Find-a-Provider Profile 

Please rank the following reasons for having a high-quality   
find-a-doctor profile in terms of how important they are to you
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I don’t know how to do it myself

I don’t have time to do it myself

Too many applications to log into

42%

36%

35%

My health system should do this on my behalf 34%

My profile is not important to update 28%

My staff should do this on my behalf 22%

I have never been asked to be involved in creating my profile 9%
Providers not fully 
involved in creating their 
find-a-provider profile

*

PROVIDERS WANT TO PARTNER ON DIGITAL STRATEGIES
 
Providers want to play a bigger role in creating and maintaining their online profiles—but not 
without the health system’s support throughout the process.
 
No one knows provider information better than providers themselves. However, only ½ of providers who have a 
find-a-provider profile report being fully involved in the curation and maintenance process. Providers not involved in 
building their find-a-provider profile report interest in being more involved either personally (49%) or through their 
staff (42%), but health systems will need to balance this with the growing number of administrative responsibilities 
providers have taken on. The survey data shows that providers’ lack of involvement stems from two key barriers: 
knowing how to do it and having enough time to do it (Figure 2). To offset this, health systems need to make it easy for 
providers and their trusted delegates to get involved, which will go a long way in fostering  provider satisfaction with 
digital initiatives, and in turn, strengthening the organization’s digital brand.  

RECOMMENDATIONS FOR HEALTH SYSTEMS: 

Build a support system for providers. Establishing a data governance committee 
led by clinical leadership gives providers the support they need to have more 
ownership over their digital presence. As a liaison to providers and their staff, this 
group will help educate providers and streamline workflows for ongoing profile 
maintenance.  

Take the lift out of provider profile maintenance. Consolidate provider data to 
create a single place to update information. This allows health systems to alleviate 
the administrative burdens on providers and enable them to focus on profile 
sections they are uniquely equipped to validate, such as research, publications, 
and clinical expertise. 

Don’t duplicate efforts when publishing data online. Once providers lay the 
groundwork with robust find-a-provider profiles, health systems should leverage 
the data for Google and third party sites. This will allow health systems to engage 
providers efficiently and take responsibility for creating a consistent brand 
wherever patients are looking for care online. 

of providers are somewhat or 
not at all involved in creating 
their online profile on their 

health system’s find-a-provider

of providers want to be 
more involved in creating 

and maintaining their find-a-
provider profile 

of providers think it is very 
or extremely important for 

their health system to manage 
Google and 3rd party profiles

51%

91%

52%

Figure 2: Key Reasons for Provider Non-Involvement in  
Creating & Maintaining their Find-a-Provider Profile 

Which of the following, if any, describes why you are not involved in creating  
 and maintaining your profile on your health system’s find-a-doctor website?
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They are not indicative of clinical quality

Ratings and reviews are irrelevant

I do not trust the verification process

43%

43%

40%

Insufficient response rates can skew results 37%

The sources are not trustworthy 34%

There is no way to edit ratings and reviews 33%

n=70*

Providers who feel patient 
ratings and reviews are not 
important to attracting
patients

*

CONCERNS WITH ONLINE REPUTATION ARE CLEAR—ACCURACY REIGNS SUPREME 
 
Providers see opportunity to improve their online presence, particularly where information 
is inaccurate or fails to differentiate their clinical practice, meaning health systems can foster 
credibility by giving providers greater ownership.

41% of providers are dissatisfied or only somewhat satisfied with how their health system’s find-a-provider website 
represents them. The top reasons? Inaccurate information and lack of differentiation. Relatedly, while 63% of 
providers think patient ratings and reviews are very or extremely important, many worry about the accuracy 
and relevance of reviews (Figure 3). These concerns with reputation are not limited to the health system’s find-a-
provider; in fact, only 53% of providers are satisfied with the accuracy of information about their practice on Google. 
These reservations create more urgency for health systems to take an active role in engaging providers to establish 
the health system’s website as a go-to source for reliable provider information.

of providers are dissatisfied or 
only somewhat satisfied with 

how their health system’s find-
a-provider represents them

of providers are mostly or 
completely satisfied with the 

accuracy of information about 
their practice on Google 

of providers who do not find 
ratings and reviews important 
say they are not indicative of 

clinical quality

41%

53%

43%

Figure 3: Reasons Why Providers Feel Patient Ratings and  
Reviews Are Not Important for Attracting New Patients 

Which are reasons why you think online patient ratings and reviews 
are not important to attracting new patients to your practice?

RECOMMENDATIONS FOR HEALTH SYSTEMS: 

Communicate your digital strategy and the drivers behind it. Providers may have 
reservations around ratings and reviews; however, patients want transparency 
and if they don’t find it on the health system website, they’ll look elsewhere. Gain 
providers’ buy-in by explaining the benefits of search rankings and overall online 
discoverability.  

Put controls in place to ensure data quality. Compared to public websites, health 
systems can offer more reliable data on their own sites due to their standard 
processes to collect, review, and publish provider information. To earn provider 
trust, health systems must create processes to review and approve provider data 
before it’s published. 

Design a plan for ongoing data maintenance. Health systems’ provider networks 
are changing by the day. It’s important to create a simple process for providers 
to keep information up-to-date, using automation where possible. This process 
should account for ad-hoc changes as well as establish regular review cycles with 
providers.

Take a Deeper Look:
Providers who report being fully involved in 
their find-a-provider profile are less likely to 
be dissatisfied or only somewhat satisfied 
with their representation (31%) vs. those 

not fully involved (50%)
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Having to standardize my scheduling template

Patients not clinically appropriate for my practice

Wrong appointment lengths booked

36%

35%

34%

Patients not showing up to appointments 34%

My calendar being over-scheduled by online appointments 34%

33%Patients not having appropriate insurance

32%Limited ability to schedule last-minute appointments

29%Having inadequate time for clinical preparation prior to appointments

6%I do not have any concerns n=200

TO MAKE ONLINE SCHEDULING A REALITY, MEET PROVIDERS WHERE THEY ARE 
 
Online scheduling will require health systems to use a high-touch model for provider 
engagement to address provider concerns about potential negative impact to their schedules 
and practice operations.

While the majority of providers do not have online scheduling today (64%), almost half of those in this segment 
are interested in this functionality. In fact, 9 out of 10 providers see some benefit to allowing patients to schedule 
online, most commonly as a means of new patient acquisition (42%). However, this interest is not without concerns 
about the ways online scheduling may impact provider schedules and practice operations (Figure 4). The research 
indicates that a high-touch approach may be the best way to address these concerns, as 60% of providers says 
in-person visits are their preferred method for health systems to communicate about their access initiatives. This 
individual attention and opportunity to ask questions allows providers to feel more in control of their calendars 
while meeting patient demand for self-service.   

RECOMMENDATIONS FOR HEALTH SYSTEMS: 

Visit provider offices to drive alignment. Every practice is unique, meaning health 
systems must personalize their approach to online scheduling. Sit down with 
providers to understand their concerns and implement measures track these 
metrics (e.g. no-show rate, overbooking) in order to gain long-term trust.  

Start small to scale big. Start with a subset of providers who are champions for 
the initiative to uncover challenges for a broader rollout. Use appointment data 
to inspire confidence across the rest of the organization around no-show rates, 
appointment appropriateness, and overall ROI of online scheduling.  

Take a gradual approach. Let providers know that online scheduling isn’t all or 
nothing and allow them to start with a subset of appointments based on their 
priorities. This approach will deliver immediate benefit while allowing for flexibility 
as providers become more comfortable with the process.

Figure 4: Key Concerns About Online Scheduling 

What concerns, if any, do you have with patients self-scheduling online?

of providers who don’t offer 
online scheduling are at least 

somewhat interested the 
functionality

of providers interested 
in online scheduling are 

specifically interested in new 
patient appointments 

of providers believe enabling 
new patients to book with their 

practice is one of the biggest 
benefits to online scheduling

47%

59%

42%

Take a Deeper Look:
Providers who already have online 

scheduling are most concerned with 
their schedules ending up overbooked 

(44%) compared to those without online 
scheduling (28%)
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REGION (N = 200) PERCENTAGE OF 
PROVIDERS SURVEYED

Midwest 21%

Northeast 22%

South 40%

West 18%

SPECIALTY (N = 100) PERCENTAGE OF 
SPECIALISTS SURVEYED

Cardiac Surgery 6%

Cardiology 7%

Colon and Rectal Surgery 7%

Endocrinology 6%

Gastroenterology 8%

Neurology 9%

Oncology 6%

Ophthalmology 9%

Orthopedic Surgery 6%

Otolaryngology 8%

Rheumatology 10%

Urology 9%

Vascular Surgery 9%

CONCLUSION:
TURNING SURVEY INSIGHTS INTO SUCCESSFUL STRATEGIES 
 
The message is clear: provider engagement is essential to the success of health systems’ digital 
access initiatives and providers want to play a bigger role. 

Out of fear of overburdening their providers or simply insufficient planning around stakeholder engagement, many 
health systems miss crucial opportunities to involve providers in digital access initiatives and maximize the impact of 
these efforts. However, these survey findings show that providers are not only willing participants, but also actually 
desire more communication from their health systems. 

Getting providers involved in curating their digital profiles will likely boost their satisfaction with their online presence, 
especially since their primary concerns are around data accuracy and representation. Improving data accuracy will also 
benefit health systems by making their website a trusted resource for patients who may otherwise search elsewhere.

When it comes to digital efforts about which providers are more hesitant, such as patient ratings and reviews and 
online scheduling, health systems will benefit from sitting down with practices to understand their concerns so they 
can address them proactively and speak providers’ language when communicating their digital strategy. By getting 
providers involved from the get-go, health systems can secure provider buy-in and ultimately improve the way patients 
access care from their health system online. 

SURVEY DETAILS
 
In May 2019 Kyruus engaged an independent research 
firm to survey 100 PCPs & 100 Specialists who: 

• Have been in practice for > 1 year 
• Spend 20+ hours a week seeing patients
• Are employed by a hospital or health system
• Treat patients in ambulatory settings 

About Kyruus:
 
Kyruus delivers industry-defining provider search and 
scheduling solutions that help health systems match 
patients with the right providers across their enterprise-
wide access points. Serving more than 225,000 
providers across leading health systems nationwide, 
the ProviderMatch suite of solutions—for consumers, 
access centers, and care settings—enables a modern 
and consistent patient experience, while optimizing 
provider utilization. The company’s award-winning 
provider data management platform powers each 
of the ProviderMatch solutions and transforms how 
health systems understand and manage their provider 
networks.  
 
To find out why a Better Match Means Better Care, 
visit www.kyruus.com.


