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The numbers show that patient access continues to
Improve. Casting a shadow over the results: cost and
payment issues are a growing concern.

A survey by Experian Health
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Better or worse?
When “about the same” isn’t a bad answer

Patient and provider respondents said access “was about the same” at the highest levels since 2022 (68% and 43%, respectively), which may reflect
an overall better experience. How? The improvements of 2024 have likely set a new standard, so there is a raised bar for “better.” Additionally, the
percentage of “worse” sentiment was at its lowest since 2022.

Better Worse Same \
Patient | |
. Patients — 16% Patients — 15% Patients — 68%
I H H B . -
access 1S Providers — 36% Providers — 22% Providers — 43%
(Lowest since 2022) (Highest since 2022) /
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Blog - What is patient access



https://www.experian.com/blogs/healthcare/what-is-patient-access-exploring-the-key-benefits-and-challenges/
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Addressing the No. 1 patient access complaint

Once again, the No. 1 access challenge for patients is their inability to see a practitioner quickly (25%) — but that percentage
decreased for the first time Iin five years (having increased from 15% to 27% between 2020 and 2024). Ironically, the biggest challenge
for providers is getting patients to use the digital access services designed to help remedy this issue.

-

o "\ 27%R 27% 25% Help me, help you!

15% 18% Percentage of providers who say
patients are unsure how to navigate
self-scheduling.

In fact, 37% of providers said “getting

2020 2021 2022 2023 2024 patients to use digital tools” is in their

top 3 patient access challenges.

Additional - . :
i | s experian. health
~. Products - Patient engagement solutions O



https://www.experian.com/healthcare/solutions/patient-engagement-solutions
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What’s important to patients?

postpone or cancel care
\

4 A
If my information hasn’t changed, | shouldn’t have to fill 820/
out paperwork
G J
é Y
An accurate estimate helps me better prepare to pay for 81%
my care costs
\ J
r . . . 1
| would like to schedule appointments anytime, from my 80%
. home or mobile device )
- My medical provider’s ability to tell me what non- -
emergency care my insurance covers, before treatment,
_ IS important to me )
é Y
| would like more digital options for managing my
healthcare
\ J
é Y
Without an accurate estimate of care costs, I'll likely

25 50 75 100
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The good and the bad of access

Patients who say access is better (16%) are getting in to see a practitioner quickly, experience an improved scheduling process, and
find check-in and registration less difficult. Those with a “worse” take on access (15%) have trouble seeing a practitioner quickly and
gaining access to specialists, and they have difficulties scheduling an appointment.

O Why better?

Can’t see practitioner quickly Can see a practitioner quickly
Difficulty scheduling appointments Scheduling process is better

Specialists are hard to access Appointments work with personal schedule

Appointments don’t work with personal schedule Improved check-in and registration
\ Difficulty obtaining authorizations / \ Better access to specialists /

8,
Additional resources: [ 1
- experian. health

— Case study - Transforming patient scheduling with automation



https://www.experian.com/blogs/healthcare/how-iu-health-transformed-patient-scheduling-with-automation/

Troubles from the start

Due to information discrepancies, at least 1 in 5 patients encounter issues even before they see a doctor.




Cost as a barrier to healthcare access

Paying for healthcare is trending in the wrong direction, with more people saying the experience has worsened in the last 12 months
and fewer people saying it has improved. Even the “about the same” crowd shrunk.

Better Percentage of patients who often
struggle to pay for their healthcare.
@ 11% (2025) @ 29% (2025) e 60% (2025) Almost everyone (95%) struggles to
12% (2024) 23% (2024) 65% (2024) pay for healthcare at least occasionally.
- / \_
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Blog — Improving patient collections



https://www.experian.com/blogs/healthcare/top-strategies-to-optimize-patient-collections/

A tale of two payment experiences

The reasons people view the healthcare payment experience as worse than 12 months prior are generally the same as why some
people consider the experience better.

Why worse? (29%) Why better? (11%)

51% Less able to afford care 55% Better able to afford care
39% Don’t understand my insurance coverage 52% Understand my insurance coverage
35% Didn’t understand costs prior to care 38% Understood costs prior to care

12% Not offered payment plans 37% Payment plans make care more affordable
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20% There was an excessive amount of paperwork req@ 349%, Paperwork was completed digitally

/

/Additional resources: \

Case study - Boosting self-pay collections ,:e.xperion heOITh

Products - Patient collections

Y


https://www.experian.com/blogs/healthcare/boost-self-pay-collections-novant-health-cone-healths-patient-collections-success/
https://www.experian.com/healthcare/products/accelerate-patient-collections
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Estimates have along way to go

Estimates have long been a pain point for patients. Not surprisingly, “understanding how much care will cost” came in as patients’
No. 2 access challenge. Compounding the issue, accuracy of estimates fell again, a decline that’s continued since 2022.

More estimates, less accuracy. ﬂistimates are important to patients ...

Say an accurate estimate helps them

The estimate was
81% better prepare {o pay care costs.

R \Y; Im
SEEIEL] ESilmElE accurate to $400

2022 29% /8% |
Say that they are likely to postpone
care without an accurate estimate.

2024 31% 714%

... and providers

2025 41% 1%

Say there’s an urgency to improve
0
_ \ - Cmmmm——
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Additional resources: e.eXpel'ICIn heol.l.h

Products - Price transparency
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https://www.experian.com/healthcare/products/patient-access-registration/healthcare-price-transparency
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Providers see continuing improvement in patient
access, but staffing Issues remain

Providers followed up their rosy outlook in 2024 — when 55% felt access had improved — with 36% saying things are even better now. The pandemic
exposed shortcomings requiring process and technology improvements that now benefit providers and patients, but the stubborn problem of staff

shortages still negatively impacts both.

Why worse? (22%)

Staffing shortage continues, impacting service levels
Lack of thorough staff training is impacting service levels

Limited appointment availability impacts access

Difficulty collecting accurate, comprehensive patient
iInformation at intake

Estimates are inaccurate

Estimates are unavailable for patients /

Why better? (36%)

68% | Telehealth has improved the time to see a provider

530, | mproved insurance identification technology

Automated process speeds up registration and

55% | . . .
improves information accuracy

549 Digital/mobile/self-service tools are meeting patient
expectations

Patient communications now have

o)
>1% J digital/mobile options

/
g18]a1810]a

50% | Patients have more flexible payment options /
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Provider challenges to Improve patient access

Patients say there aren’t enough digital access tools. Providers say patients don’t use them. How to fix that is the No.1 challenge providers are
wrestling with. After that, it's all about the headaches of front-end data collection.

41 Getting patients to use digital access tools (scheduling, registration, \

TOP

payments)
#2 Efficient and timely authorization management
#3 Improving insurance searches (speed, accuracy, completeness)

) Managing multiple solutions to determine eligibility, COB, MBI,
demographics, insurance coverage and financial status

#5 Improving the speed and accuracy of collecting patient information /
Additional resources: Respondents were asked to select the top 3 challenges from options; rankings reflect how .. e o
| : frequently the selection was chosen in top 3. = exper |On® heOITh
W, Product - Patient access curator [ ]



https://www.experian.com/lp/healthcare/patient-access-curator
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Patients dread scheduling an appointment andproviders

are trying to fix that

If the scheduling experience sets the tone for a patient’s expectations of how their healthcare journey will progress, it's no wonder that providers are
working to modernize and streamline the process.

@ Provider problems impacting the scheduling experience

Limited appointment L Lack of digital
0 0) 0
slot availability Long wait times scheduling options

Staffing shortages Inefficient scheduling systems /

\_

@ What providers are doing to improve

Consider self-scheduling

40 ff - h N 0) /1% ..
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Additional resources: 1 ,.experICIn heol.l.h

Products - Patient scheduling software



https://www.experian.com/healthcare/products/payment-tools/online-patient-appointment-scheduling

2
The best case for digital tools and automation:
registration and check-in

Patients like the convenience and providers benefit from the speed and accuracy of automation. It also improves back-end claims and billing,
minimizing denials and helping patients better understand their financial commitment.

/Providers say there’s need

Improving patient for more automation

data collection Providers offering

All providers Patient information errors are a

self-scheduling primary cause of denied claims

Using patient portals

Online preregistration Data collected at registration and
4800 ) check-inis “somewhat” or “not”

Automating insurance accurate
lookup and verification

Automating data entry There’s an urgency to improve or

k83% implement faster, more comprehensive

Insurance verification
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What would patients say about access to
your organization?

Would patients rate access — things like scheduling, registration, check-in, communications, clarity of cost, ease of
payment options — highly at your healthcare organization? Is it a challenge to collect patient data quickly and accurately?
Are your claims and billing teams slowed down by errors at registration? Are information errors leading to denied claims?
Are your patients postponing care because they don’'t know the cost?

Automation and digital enablement — and now, artificial intelligence — can accelerate patient access, make the process

much easier for patients, dramatically improve information accuracy, and mitigate staffing issues by getting data right the
first time.

LEARN MORE >
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https://www.experian.com/healthcare/solutions/patient-engagement-solutions
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This report is based on a survey of 213 healthcare
revenue cycle decision-makers and 1,004 U.S.
adults who received care or oversaw care for a
dependent from January 2024 through February
2025. The survey was conducted Feb. 3-13, 2025.
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Experian Health’'s 2025 Patient Access Survey is
designed to determine perceptions of healthcare
access from both patients and providers and to
identify common and divergent views. Select results
are compared to previous years’ responses.

/

7 g
4
y g
y
4
y g
y
4
y g
4
4
y #
4
/ /

Provider survey participant breakdown:

96%

Participate In
decision-making

Make final
purchase decisions
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We simplify healthcare.

Experian Health

720 Cool Springs Blvd., Suite 200
Franklin, TN 37067

T. 1 888 661 5657
www.experian.com/healthcare

© 2025 Experian Information Solutions, Inc. « All rights reserved

Experian and the Experian trademarks used herein are trademarks or registered
trademarks of Experian Information Solutions, Inc. Other product and company names
mentioned herein are the property of their respective owners.
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