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What the heck is consumer centric care?  What problem is it 
supposed to solve? 

Blendon, R. J., Benson, J. M., & Hero, J. O. (2014). Public trust in physicians—US medicine in international perspective. New England Journal of Medicine, 371(17), 1570-1572.



What do we want? Holy grail health care?



How does the health care sector produce health? 

(1) Research
(2) Diagnosis (warning)
(3) Treatment (prevention)



Impediments to ideal

(1) Ignorance (Knowledge limitations)
• Diagnosis is hard
• What treatment to use?

(2) Implementation 
(Adherence/Coordination/Errors) 
(3) Access



Barriers to health care access
Barrier Type Examples

Cost and Coverage Worry they will have to pay more than they 
expect or than they can afford. 

Information Worry insurance will not cover care.  
Do not know what plan covers.
Do not know where to go with questions.

Access Transportation problems
Cannot get an appointment as soon as 
needed.
Too busy
Could not get away from work or family 
responsibilities.

Provider-related Don’t like doctors. 
Bad experience with care. 
Provider does not communicate well. 
Cultural or language barriers. 



Share of population reporting access issues by age, insurance, and income 
relative to poverty, pre-Medicaid Expansion (2013-2015)

All of Montana 18-64

Uninsured Insured

<200% FPL 200+ FPL <200% FPL 200+ FPL

Did not see Dr. due to cost 0.42 0.25 0.19 0.05

Does not have a personal 
physician

0.54 0.52 0.33 0.25

No checkup in last 2 years 0.54 0.47 0.26 0.20

Overlap – total # access issues 

0 0.20 0.21 0.46 0.63

1 0.28 0.40 0.34 0.24

2 0.35 0.33 0.16 0.12

3 0.18 0.06 0.04 0.01



Share of Montana population who report skipping or delaying care 
due to non-financial barriers, 2014

All of Montana 18-64

Uninsured Insured

<200% FPL 200+ FPL <200% FPL 200+ FPL

Access 0.13 0.10 0.15 0.09

Transportation 0.04 0.01 0.07 0.00

Other 0.11 0.09 0.08 0.05

Total 0.28 0.21 0.30 0.14





Research is confusing.



Adherence



Coordination

23 percent of respondents with chronic conditions saw four or more doctors 
over the last year

Among this group:
• 46 percent said they were taking four or more prescription drugs on a 

regular basis
• 30 percent reported a coordination problem with test or records



Errors



Is lack of consumer centrism the source of these problems?
Can consumerism/consumer centric care address these problems?

Maybe.  
• Reduce non-cost access barriers

• telemedicine, same day access, fewer cultural/communication 
issues

• Improve quality/outcomes 
• Improve comfort/communication/technology => better 

information, better diagnosis, more effective treatment   
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