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Heat map: Levels of discomfort during the patient healthcare journey
According to a national Experian Health study among 1,000 consumers, top pain points relate to finances

To get the full study, visit www.experian.com/healthcare

Top 5
pain 
points

What will insurance cover?
Has the deductible been met? 
Is a procedure or medication 
covered? Have the maximum 
benefits been reached?

How much will insurance pay? 
Determine if it will cover 
everything, up to a specific 
limit or nothing until a 
deductible is met.

What are the out-of-pocket 
cost? Determine if your 
health insurance requires 
you to pay a portion of 
charges.

Know what you owe.
Avoid being suprised 
by how much is owed 
for services.

Will you have the money    
you need? Make sure you 
have money available to 
pay for services.

Which 
recommended 

healthcare plans 
meet their

needs

What kind of 
insurance 

they need & if 
it will fit their 

needs

If an issue 
arises, whether the 

provider will be 
able to deliver the 
right care & good 

customer
service

Whether insurance 
will cover needed 
care & if they can 

a�ord it

Knowing ahead of time 
what is owed and if 
they are able to pay

Whether insurance will 
cover cost and how 

much they will need to 
pay out of pocket

Understanding
what is owed for
services & what
financial support

is available

Knowing that
the exchange of 

information will be 
safe, kept on file & 
used as needed for 

future care

Understanding 
which medical 

tests & medication 
are appropriate

Understanding 
which medical

tests & medication 
are appropriate

Ensuring care 
billing is handled 

appropriately with 
no mistakes

Ensuring that 
scheduling 

appointments 
with a 

provider goes 
smoothly

Being able to 
self-assess if 
Medicare is 

needed

Being able
to make 

appointments & 
meet paperwork 

requirements Where to go for 
treatment & 

providing proof 
of eligibility

Ensuring
they follow 

recommended 
treatment 

plans

Whether insurance 
will cover needed 
care & if they can 

a�ord it

Whether insurance 
will cover needed 
care & if they can 

a�ord it


