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Business Model Disruption 
with the convergence of industries and an 

increased focus on the patient

New Economic Reality 
Price pressures and outcome-based 

reimbursements

Patient Empowerment 
due to digitally native customers and 

consumerization of healthcare

Product changes 
Scientific breakthroughs, personalised 

medicine and rise of generics

Market evolution
Ageing world population and emerging 

markets gaining market share
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Products HCPs Commerce

Services

HCPs

Payers Health 

Systems

Government

Today

Tomorrow

Value propositions focus on clinical 
attributes of products versus 
competitors’ and physician 
prescribers

Value propositions focus on delivering 
outcomes-based health & therapy 
management services enabled through 
connected devices, sensors, services, 
social engagement, and broadly  
‘aware’ solutions
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Healthcare Tomorrow

https://www.youtube.com/watch?v=C4LbAUa4ZwY
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Insight

Much of this 

investment (but not all) 

is aligned to what

patients’ value

Patient services are 

delivering value today 

with a significant 

increase in focus and 

investment expected 

over the 

next two years

Companies are 

going big with 

investments in 

digital engagement 

technologies 

and supporting 

analytics
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Patient Expectation
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Yes No

76% 
of patients believe that 

Pharma have a 

responsibility to provide 

services that complement 

their products.

67%

Doctors are 
one of the 
primary 
sources of 
information  
for the 
majority of 
patients…

but digital 
channels are a 
close second at

57%

(62% for 18-30 year olds).

1st

choice 2nd

choice
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0% 10% 20% 30% 40% 50% 60% 70% 80%

 Medication delivery/support

 Reward/incentive programs

 Billing and coding assistance

 Nursing support services

 Affordability and reimbursement support;…

 Remote monitoring

 Co-pay assistance programs

 Adherence program management

 Health coach/counselor

 Engagement insight development

 Transportation arrangements

 Benefit coverage and access support…

Now In 2 years

Base = Total sample n=203

Increase
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Patient Services Growth 1 – 12 
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Base = Total sample n=203

Increase
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0% 20% 40% 60% 80%

 Medication/treatment reconciliation

 Patient disease education

 Patient segmentation and insight

 Patient experience management

 Patient community support

 Wellness information and health management tools

 Patient risk assessment

 Call center support

 Service outcome capture

 Nurse/Physician/Patient access portal

 Patient navigation

 Patient outreach, reminders, and scheduling

Now In 2 years
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Patient Services Growth 13 – 24 
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They journey we are on

Connected 

Services

Integrated 

Services

Foundation

Services

Time
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Drug/ treatment 

provided to cure 

specific patients 

conditions

Extend product, with the 

coupling of digital 

services

Integrated services in an 

ecosystem capturing 

data from different 

sources and allowing 

sharing and feedback to 

improve patients’ 

outcomes and health 

provider effectiveness

2

1

3

65%
of all patients 
surveyed said pre-
treatment is the 
most frustrating 
period. 

Progress is 
truly life 
changing
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Patient Services in R&D

https://mediaexchange.accenture.com/media/t/1_1h53ly9y
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Integrated Healthcare Model
from Physician to Researcher

Exploit New Data
From wearables and connected devices

Continuous Patient Journey
from Research to Care

Support Reimbursement

It’s Not Just Research
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Impact on Technology
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Thank You
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