
 

 

�îĊőıƐŪƬşđ 
 7KH�FRURQDYLUXV�SDQGHPLF��&29,'-����KDV�FDXVHG�D�UDSLG�DQG�GUDPDWLF�WUDQVLWLRQ�WR�GLVWDQFHG�KHDOWK�
FDUH� VHUYLFHV�� LQFOXGLQJ� WHOHEHKDYLRUDO� KHDOWK��� $V� SDUW� RI� WKLV� WUDQVLWLRQ�� VWDWH� DQG� IHGHUDO� DJHQFLHV�PDGH�
UHJXODWRU\�DQG�SROLF\�FKDQJHV�WR�DOORZ�JUHDWHU�SURYLGHU�IOH[LELOLW\�LQ�ELOOLQJ�DQG�UHPRWH�VHUYLFH�GHOLYHU\�����7KLV�
LQLWLDO� VKLIW� IURP� LQ-SHUVRQ� EHKDYLRUDO� KHDOWK� VHUYLFHV� WR� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� KDV� SHUVLVWHG�
WKURXJKRXW� WKH�&29,'-���SDQGHPLF�DQG�PD\� OHDG� WR�VXVWDLQHG�FKDQJHV� LQ� WKH�ZD\V�SURYLGHUV�DQG�FOLHQWV�
XVH�EHKDYLRUDO�KHDOWK�VHUYLFHV��� 

 7KLV�VWXG\�VHHNV� WR�JDLQ�D�GHHSHU�XQGHUVWDQGLQJ�RI� WKH�RYHUDOO�H[SHULHQFHV�RI� WKRVH� UHFHLYLQJ��L�H���
FOLHQWV���GLUHFWO\�SURYLGLQJ��L�H���SURYLGHUV���DQG�GLUHFWO\�VXSSRUWLQJ��L�H���DGPLQLVWUDWLYH�VWDII�� WKH�SURYLVLRQ�RI�
WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV�� 7KLV� LQFOXGHV� WKH� LGHQWLILFDWLRQ� RI� VSHFLILF� EDUULHUV� DQG� IDFLOLWDWRUV� DIIHFWLQJ�
RYHUDOO� VDWLVIDFWLRQ�DQG�TXDOLW\�RI� WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�GXULQJ� WKH�&29,'-���SDQGHPLF��6HFRQGO\��
WKLV� VWXG\� DLPV� WR� LQYHVWLJDWH� WKH� RYHUDOO� DWWLWXGHV� DERXW� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� KHOG� E\� JURXSV�
SURYLGLQJ�DQG�UHFHLYLQJ�VHUYLFHV�� 

qĘƤĸŪđƘ 
 7KH�1DWLRQDO� &RXQFLO� IRU�0HQWDO�:HOOEHLQJ� �IRUPHUO\� NQRZQ� DV� WKH� 1DWLRQDO� &RXQFLO� IRU� %HKDYLRUDO�
+HDOWK��� LQ�SDUWQHUVKLS�ZLWK�WKH�%HKDYLRUDO�+HDOWK�:RUNIRUFH�5HVHDUFK�&HQWHU�DW� WKH�8QLYHUVLW\�RI�0LFKLJDQ�
6FKRRO� RI� 3XEOLF� +HDOWK� �%+:5&��� FRQGXFWHG� D� PL[HG� PHWKRGV� VWXG\� ZLWK� D� OLWHUDWXUH� UHYLHZ� DQG� DQ�
HOHFWURQLF�VXUYH\� WKDW�ZDV�GHSOR\HG� WR�PRUH� WKDQ��������EHKDYLRUDO�KHDOWK�VWDNHKROGHUV�VHOHFWHG� IURP� WKH�
1DWLRQDO�&RXQFLO¶V�PDVV�FRPPXQLFDWLRQV�OLVWVHUY��'XH�WR�WKH�PHWKRG�RI�VXUYH\�GLVWULEXWLRQ�DQG�FRQYHQLHQFH�
VDPSOLQJ��D�UHVSRQVH�UDWH�ZDV�QRW�FDOFXODWHG��DQG�WKLV�LV�QRW�D�QDWLRQDOO\�UHSUHVHQWDWLYH�VDPSOH��7KH�VXUYH\�
LQLWLDOO\� UHFHLYHG� ����� UHVSRQVHV� DQG� WKH� ILQDO� GDWD� FOHDQLQJ� UHVXOWHG� LQ� D� ILQDO� DQDO\]HG� VDPSOH� RI� ����
SDUWLFLSDQWV� 

eĘǊ�FĽşđĽşıƘ 
 2YHUDOO�� WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�ZHUH�ZHOO-UHFHLYHG�DFURVV�DOO� WKUHH�JURXSV��SURYLGHUV��FOLHQWV��
DQG� DGPLQLVWUDWLYH� VWDII��� 2I� WKRVH� VXUYH\HG�� ������ �Q ���� RI� DGPLQLVWUDWLYH� VWDII�� ������ �Q ����� RI�
SURYLGHUV�� DQG� ������ �Q ����� RI� FOLHQWV� UHSRUWHG� WKHLU� H[SHULHQFHV� ZLWK� WKHVH� VHUYLFHV� DV� DOO� SRVLWLYH� RU�
PRVWO\�SRVLWLYH�ZLWKLQ�WKH�ODVW�PRQWK��7KH�UDSLG�DQG�H[SORVLYH�VKLIW�WR�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�LQ�UHFHQW�
PRQWKV� PDNHV� GUDZLQJ� FRPSDULVRQV� IURP� EHIRUH� &29,'-��� GLIILFXOW�� EHFDXVH� RQO\� D� IUDFWLRQ� RI� ERWK�
SURYLGHUV�DQG�FOLHQWV�ZHUH�HQJDJHG�LQ�WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�EHIRUH�WKH�SDQGHPLF� 

 $GPLQLVWUDWLYH� VWDII� IDFLOLWDWRUV� LQFOXGHG� LQFUHDVHG� DFFHVVLELOLW\�� LQFUHDVHG� IOH[LELOLW\�� DQG� EHWWHU� WLPH�
PDQDJHPHQW��6WDII�DOVR�QRWHG�PRUH�FOLHQWV�FRPSOHWLQJ�SURJUDPV�RU�DGKHULQJ� WR�FRXUW-RUGHUHG�WUHDWPHQW�DV�
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RWKHU� SRVLWLYH� HIIHFWV�� $GPLQLVWUDWLYH� VWDII� EDUULHUV� LQFOXGHG� IHDUV� RI� RYHUZRUN� DQG� EXUQRXW� IURP� LQFUHDVLQJ�
FDVHORDGV�� WKH�QHHG� IRU� DVVLVWDQFH� LQ�JHWWLQJ� FOLHQWV�EHWWHU� WHFKQRORJ\�� FRQFHUQV� WKDW� WHOHEHKDYLRUDO� KHDOWK�
PD\�QRW� EH� DV� HIIHFWLYH� DV� LQ-SHUVRQ� WUHDWPHQW� �DOWKRXJK� WKLV� DSSHDUV� WR� EH� D�PLQRULW\� LQ� WKH�JURXS�ZKHQ�
FRPSDUHG� WR� TXDQWLWDWLYH� GDWD��� DQG� WKDW� WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV�PD\� QRW� EH� DV� HIIHFWLYH� IRU� VRPH�
SRSXODWLRQV��H�J���FKLOGUHQ��SHRSOH�ZLWK�VHYHUH�PHQWDO�LOOQHVV��� 

 3URYLGHU� IDFLOLWDWRUV� LQFOXGHG� WKH� LQFUHDVHG�DFFHVV� WR�DQG�HQJDJHPHQW�RI� FOLHQWV�� UHGXFHG�ZDLW� OLVWV��
OHVV�WUDYHO�DQG�FRPPXWH�WLPH��LQFUHDVHG�IOH[LELOLW\�LQ�PHHWLQJ�FOLHQW�QHHGV��DQG�WKH�HQMR\PHQW�RI�ZRUNLQJ�IURP�
KRPH�DW� OHDVW�VRPH�RI� WKH� WLPH��7KRVH�ZRUNLQJ�ZLWK�FKLOGUHQ�DOVR�QRWHG� LQFUHDVHG�RSSRUWXQLWLHV� WR�HQJDJH�
SDUHQWV�LQ�WUHDWPHQW��3URYLGHU�EDUULHUV�LQFOXGHG�LQVXIILFLHQW�WHFKQRORJLFDO�HTXLSPHQW�RU�FRQQHFWLYLW\�RQ�HLWKHU�
WKH�SURYLGHU�RU�FOLHQW�VLGH��ODFN�RI�SULYDWH�VSDFH�IRU�FOLHQWV��LQFUHDVHG�EXUQRXW�RI�FOLQLFLDQV�GXH�WR�GHFUHDVLQJ�
QR-VKRZ� UDWHV� DQG� LQFUHDVLQJ� FDVHORDG� QXPEHUV�� GLIILFXOWLHV� ZLWK� UHLPEXUVHPHQW� WKURXJK� LQVXUDQFH�� DQG�
XQFHUWDLQW\� LI� UHLPEXUVHPHQW� ZLOO� FRQWLQXH� SDVW� WKH� SDQGHPLF�� 6RPH� DOVR� FLWHG� WKDW� LW� ZDV� KDUGHU� WR� UHDG�
VSRQWDQHRXV�ERG\�RU�IDFLDO� ODQJXDJH�ZKHQ�ZRUNLQJ�DXGLRYLVXDOO\�RU�DXGLR-RQO\�DQG�IHOW�D�ODFN�RI�FRQQHFWLRQ�
WR�FROOHDJXHV� 

 &OLHQWV¶�PRVW� RIWHQ� FLWHG� IDFLOLWDWRUV� LQFOXGHG� WKH� ODFN�RI� WUDYHO� DQG� UHODWHG� WLPH�DQG�H[SHQVH�FRVWV��
2WKHUV� LQFOXGHG� WKH� FRQYHQLHQFH�� LQFUHDVHG� DFFHVVLELOLW\� �HLWKHU� GXH� WR� V\PSWRP� LQWHUIHUHQFH� RU� H[WHUQDO�
FRQIOLFWLQJ�GHPDQGV�RQ�WLPH���EHLQJ�DEOH�WR�NHHS�SURYLGHUV�HYHQ�LI�WKH\�RU�WKH�SURYLGHU�PRYH��DQG�EHLQJ�PRUH�
FRPIRUWDEOH� LQ� WKHLU� RZQ� KRPHV�� &OLHQWV¶� ELJJHVW� EDUULHUV� LQFOXGHG� LQVXIILFLHQW� WHFKQRORJLFDO� HTXLSPHQW� RU�
FRQQHFWLYLW\�� ODFN� RI� SULYDWH� VSDFH�� GLIILFXOWLHV� ZLWK� JHWWLQJ� DSSRLQWPHQWV� GXH� WR� LQFUHDVHG� GHPDQG� IRU�
SURYLGHUV�� DQG� LQVXUDQFH� UHLPEXUVHPHQW� FRQFHUQV� RU� WKH� FRVW� UHODWHG� WR� UHFHLYLQJ� WUHDWPHQW� LI� LQVXUDQFH�
ZRXOG�QRW�UHLPEXUVH��UHLPEXUVH�SDUWLDOO\��RU�UHLPEXUVH�IXOO\�IRU�WHOHKHDOWK�� 

 ŪşĊŔƬƘĽŪşƘ�ɽ�¡ŪŔĽĊǊ� ŪşƘĽđĘƐîƤĽŪşƘ 
 �7KLV� VWXG\� H[SORUHG� RYHUDOO� H[SHULHQFHV� RI� FOLHQWV�� SURYLGHUV�� DQG� DGPLQLVWUDWLYH� VWDII� ZLWK�
WHOHEHKDYLRUDO� KHDOWK� VHUYLFHV� DQG� VRXJKW� WR� LGHQWLI\� EDUULHUV� DQG� IDFLOLWDWRUV� WR� VDWLVIDFWLRQ� ZLWKLQ� DQG�
EHWZHHQ� WKHVH� JURXSV�� %RWK� WKH� VXUYH\� DQG� WKH� H[LVWLQJ� OLWHUDWXUH� VKRZ� WKDW� RYHUDOO� VDWLVIDFWLRQ� ZLWK�
WHOHEHKDYLRUDO�KHDOWK�VHUYLFHV�LV�JHQHUDOO\�KLJK�DFURVV�DOO�JURXSV��6SHFLILF�EDUULHUV�DQG�IDFLOLWDWRUV�H[LVW�ERWK�
ZLWKLQ�DQG�EHWZHHQ�JURXSV��ZLWK�FRPPRQ�WKUHDGV�EHLQJ�ODFN�RI�WUDYHO�DQG�UHODWHG�FRVWV�DV�D�IDFLOLWDWRU��ZKLOH�
ODFN� RI� SULYDWH� VSDFH�� ODFN� RI� VWDEOH� RU� DGHTXDWH� WHFKQRORJ\�� DQG� XQFHUWDLQW\� RYHU� IXWXUH� UHJXODWLRQ�
UHTXLUHPHQWV� DQG� UHLPEXUVHPHQW� UHPDLQHG� FRPPRQ� EDUULHUV�� � $� SDUWLFXODU� EHQHILW� RI� WHOHEHKDYLRUDO� KHDOWK�
QRWHG�E\�SURYLGHUV�DQG�DGPLQLVWUDWLYH�VWDII�ZDV�WKH� LQFUHDVHG�DFFHVV�WR�QHZ�DQG�XQGHUVHUYHG�SRSXODWLRQV��
ZLWK�ORZHU�EDUULHUV�WR�FDUH�IRU�WKHVH�JURXSV� 

 ,Q� RUGHU� WR�HQVXUH�DGHTXDWH�DFFHVV� WR� FDUH�H[LVWV� IRU� DOO� WKRVH� LQ�QHHG�� IXWXUH�SROLF\�DFWLRQ� VKRXOG�
FRQWLQXH�WR�H[SORUH�ZD\V�WR�KHOS�DPHOLRUDWH�WKH�DOUHDG\�VHYHUH�ZRUNIRUFH�VKRUWDJHV�LQ�WKH�EHKDYLRUDO�KHDOWK�
VSDFH��(IIRUWV�VKRXOG�DOVR�EH�PDGH�WR�HQVXUH�WKDW�WKH�ORZHUHG�EDUULHUV�WR�WUHDWPHQW�DQG�LQFUHDVHG�DFFHVV�IRU�
FOLHQWV� UHVXOWLQJ� IURP� WKH� H[SDQVLRQ� RI� WHOHEHKDYLRUDO� KHDOWK� DQG� RWKHU� IDFWRUV� UHPDLQ� DV� ORZ� DV� SRVVLEOH��
/RQJ-WHUP�VROXWLRQV��UHJXODWRU\�JXLGDQFH��DQG�UHDVVXUDQFH�RI�WKH�FRQWLQXDWLRQ�RI�IDLU�ILQDQFLDO�UHLPEXUVHPHQW�
ZLOO�EH�HVVHQWLDO�DVSHFWV�WR�ERWK�HQVXULQJ�DFFHVV�WR�FOLHQWV�ZKLOH�DOVR�SURWHFWLQJ�DQG�H[SDQGLQJ�WKH�EHKDYLRUDO�
KHDOWK�FDUH�ZRUNIRUFH�WR�DGGUHVV�WKH�FXUUHQW�VHYHUH�VKRUWDJHV�� 

�ĊőşŪǄŔĘđıĘŝĘşƤƘ 
 7KLV�VWXG\�ZDV�VXSSRUWHG�E\� WKH�+HDOWK�5HVRXUFHV�DQG�6HUYLFHV�$GPLQLVWUDWLRQ��+56$��RI� WKH�8�6��
'HSDUWPHQW�RI�+HDOWK�DQG�+XPDQ�6HUYLFHV��++6��DV�SDUW�RI�DQ�DZDUG� WRWDOLQJ�����������7KH�FRQWHQWV�DUH�
WKRVH�RI� WKH�DXWKRUV�DQG�GR�QRW�QHFHVVDULO\� UHSUHVHQW� WKH�RIILFLDO�YLHZV�RI��QRU�DQ�HQGRUVHPHQW�E\��+56$��
++6��RU�WKH�8�6��*RYHUQPHQW��)RU�PRUH�LQIRUPDWLRQ��SOHDVH�YLVLW�+56$�JRY�� 



 
ǥ 

 

¡ŪŔĽĊǊ��ƐĽĘİ 
¬ĘƍƤĘŝĉĘƐ�ǤǢǤǣ 

¤ĘİĘƐĘşĊĘƘ 
�� 3LQDOV�'$��+HSEXUQ�%��3DUNV�-��6WHSKHQVRQ�$+��7KH�EHKDYLRUDO�KHDOWK�V\VWHP�DQG�LWV�UHVSRQVH�WR�&29,'-

����D�VQDSVKRW�SHUVSHFWLYH��3V\FKLDWU�6HUY������������������-������GRL���������DSSL�SV����������� 

�� &HQWHU� IRU� &RQQHFWHG� +HDOWK� 3ROLF\�� 7HOHKHDOWK� FRYHUDJH� SROLFLHV� LQ� WKH� WLPH� RI� &29,'-���� 3XEOLVKHG�
0DUFK� ������ $FFHVVHG� 6HSWHPEHU� ���� ������ KWWSV���ZZZ�FFKSFD�RUJ�UHVRXUFHV�FRYLG-��-WHOHKHDOWK-
FRYHUDJH-SROLFLHV�� 

�� &HQWHU� IRU� &RQQHFWHG� +HDOWK� 3ROLF\�� &29,'-��-UHODWHG� VWDWH� DFWLRQV�� 3XEOLVKHG� ������ $FFHVVHG�
6HSWHPEHU�����������KWWSV���ZZZ�FFKSFD�RUJ�FRYLG-��-UHODWHG-VWDWH-DFWLRQV� 


