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Key insights
Taking the pulse of general practice
An analysis of the evolving landscape for healthcare professionals
and their patients.
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Key Insights
Welcome to our GP Insights Report – part of a landmark
nationwide study examining the objectives and priorities of
general practices and exploring how they can deliver better
outcomes and experiences for their patients.
The healthcare industry is evolving as emerging
technology, government intervention and new
communication channels shape expectations for patients
and healthcare professionals. The industry prioritisation
for integrated care presents both an opportunity and a
logistical challenge as providers must find ways to share
health data and work together across numerous disciplines
and sectors to provide the best possible outcomes for
patients. Accessibility continues to be an issue in rural
and remote areas, with 25% of patients in need of urgent
care waiting more than 24 hours to see a GP1. Yet despite
these challenges, general practices continue to provide a
consistently high standard of care to patients, reflected
in strong patient satisfaction and ongoing loyalty to their
chosen practices and doctors.

It's particularly encouraging to see that most practices are
constantly striving to improve, proactively seeking feedback
from patients through formalised surveys and other means
to gain deeper insights into their changing preferences and
expectations. They are also responding positively to those
insights, investing in new technologies and communication
channels to drive workplace efficiencies, facilitate
integrated care pathways through collaboration with their
peers, and create a more personalised patient experience.
Nonetheless, there is still room for improvement, especially
when it comes to using technology to keep patients
informed. In particular, the research demonstrates that
patients would like to see more effective use of digital
channels to improve direct communication with their
general practitioners. It shows that a new generation of
tech-savvy and well-informed patients are increasingly
demanding technologies that give them more choice
and control – from self-managed booking and payment
systems, to online portals for viewing test results.

So, while practices are headed in the right direction, there
is still a clear divide between patient demands and the
services currently offered by practices. To close this gap,
practices need to embrace new approaches in technology
and communication channels so they can continue to
provide positive patient experiences and drive the future of
healthcare in Australia.
We hope this report provides useful and practical insights
for your practice, and we look forward to discussing our
findings with you further.
Cameron Ziebell
National Head of Healthcare
Business and Private Banking
Commonwealth Bank of Australia

About CommBank GP Insights
The CommBank GP Insights Report is based on a quantitative survey of 250 key decision makers or influencers at general practices across Australia, as well as 763 patients who
had visited a general practice in the past three months. The general practice survey was completed by a mix of business owners, general practitioners, practice managers and nurse practitioners
via an online panel in December 2017. The patient survey was completed in January 2018. Both surveys were conducted online and designed to understand the current operating environment and
priorities of patients and general practices in Australia.

1

Australian Government Productivity Commission, Report on Government Services, 2016.
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Patients
Satisfaction with practice experience
Excellent/Very satisfied

46%

Good/Satisfied

48%

Average/Dissatisfied

6%

How Australians rate
their health

6%

Patient appetite for
digital services
92%

SMS/email notifications
for delayed appointments

91%

SMS/email appointment
reminders

89%

Book/manage
appointments through
websites

88%

Personalised reminders
for check-ups

Fair

86%

View medical
records/results online

3%

82%

Contact GPs through
digital channels

Excellent

Highest satisfaction for patients

1
2
3

Quality of care
GPs acknowledge and respect patient opinions
Options for booking and managing appointments

Very good

44%
Good

Lowest satisfaction for patients

1
2
3

29%

Ability to communicate with GP directly
Wait times
Ability to communicate directly with support staff

18%
Poor
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Practices
Overall practice experience
Excellent/Very satisfied

35%

Good/Satisfied

Average/Dissatisfied

63%

Investing in workplace
efficiency tools

2%

Recognised benefits from
leveraging technology
and digital channels

High-speed internet

How practices collect feedback

51%

63%

Formal
satisfaction survey

Ad-hoc feedback to
GPs/support staff

29%

52%

Google and
online reviews

Already offer

In next 2 years

72%

22%

Online learning
Already offer

In next 2 years

72%

18%

Feedback
survey

Accessing My Health records

Planned technology investment
in the next two years
Decrease

No change

1%

14%

Slightly
increase
Significantly
increase

64%
21%

Already offer

In next 2 years

58%

32%

Ability to provide ongoing care

Integrated care/collaboration with
other healthcare professionals

Continuity of care for patients
with chronic conditions

Increase patient engagement
and satisfaction

Ability to work remotely
Already offer

In next 2 years

46%

26%

Easier patient access to care
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Enjoying world-class
healthcare
The quality of healthcare services in Australia is
exemplary, with high levels of satisfaction reported
by patients and practices alike
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Living in a
healthy nation
Australians generally rate themselves in good health. When asked to describe their level
of health, 35% of patients said their health was excellent or very good and a further 44%
described their health as good. Just one-fifth of respondents rated their health as only fair
or poor.
This result was remarkably consistent across age groups, with similar proportions in
each generation rating their health as excellent or good. The notable exception was
Generation Z, which encompasses people born between the mid-1990s and early 2000s.
Almost half of the patients in this age category reported that they were in very good or
excellent health, higher than any other demographic.
People living in metro areas were more likely to report a high level of health (excellent
or very good) than those in regional areas (37% compared to 33%) and women rated
themselves as healthier than men (40% compared to 31%).

Generation

Current
age range

Excellent/
very good
health

Good
health

Fair/poor
health

Pre-Boomers

72+

30%

45%

24%

Baby Boomers

53-71

37%

42%

21%

Gen X

37-52

34%

44%

22%

Gen Y

24-36

36%

44%

20%

Gen Z

18-23

43%

42%

15%
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Delivering positive
experiences for
patients
The research showed that both patients and healthcare professionals believe general
practices in Australia provide high quality healthcare and positive outcomes to patients.
An overwhelming 94% of Australians were satisfied with the experience provided by their
general practice, with 46% reporting that they were very satisfied. This positive result was
driven largely by the high quality of care provided by GPs, together with the respect GPs
showed for their patients’ opinions. 95% of patients were satisfied or very satisfied with
the care provided by their practice, and (95% again) said that their doctors respected
their views. 92% of patients were also satisfied with the options offered to them by their
practice when it came to booking and managing appointments.
There were, however, significant differences across generations, with older patients
tending to be more satisfied with the service they received, compared to younger
Australians. 14% of Gen Z respondents weren’t satisfied with the experience at their
practice, along with 10% of Gen Ys. In contrast, only 3% of Baby Boomers and
Pre-Boomers were dissatisfied. In part, that may reflect the higher levels of convenience
and accessibility younger consumers have come to expect — including easy online
access to service providers and other types of technology. While the proportion of
dissatisfied younger patients remains small, at least so far, it does suggest that practices
could face an increasing challenge maintaining their impressively high levels of patient
engagement and satisfaction in future, unless they take action now.
In keeping with the high level of satisfaction reported by most patients, almost all
practices rated the patient experience at their practice favourably, with 63% rating it as
good and 35% as excellent.

April 2018

Patient satisfaction with their practice
58%

Quality of care
GPs acknowledge and
respect patients' opinions

56%

Options to book and
manage appointments

50%

36%

Ability to communicate
directly with support staff

31%

Ability to communicate
with GP directly

31%

Wait times

52%

37%

Range of services provided
at the practice

51%
41%

Satisfied

8%
16%
9%
11%
14%
18%

28%

47%

28%
Very satisfied

5%

47%

44%

Waiting areas

39%

39%

45%

Information flow between
practice and providers

4%

41%

51%

Fees charged

37%

24%

Dissatisfied

Patient satisfaction by generation
Pre-Boomers

73%

24%

3%

Baby Boomers

55%

42%

3%

Gen X

42%

53%

5%

Gen Y

34%

56%

10%

Gen Z

31%

55%

14%

Very satisfied

Satisfied

Dissatisfied
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The impact of health
on satisfaction

April 2018

Patient satisfaction by quality of health*
Excellent/
very good health

58%

40%

Good health
The research reveals a strong correlation between perceived health outcomes and overall
patient satisfaction. While an overwhelming majority of patients said they were both
healthy and satisfied with the quality of care they received, those who rated themselves
as having fair or poor health were much less likely to be happy with their experience
visiting a general practice.
Just over a third of patients in fair or poor health said they were very satisfied with
their GP experience, compared to 40% of patients in good health and 58% of patients
with excellent or very good health. This disparity was even more pronounced when we
analysed the three responses with the lowest levels of satisfaction across all patients
who responded to our survey: wait times, access to communicate with a GP, and the
ability to communicate directly with support staff. Only 19% of patients with fair or poor
health were very satisfied with the wait times at their practice (compared to 34% of
patients in excellent or very good health), and 18% were very satisfied with the access to
communicate directly with their GP (compared to 43% of healthier patients).

40%

52%

35%

Fair/poor health

Very satisfied

55%

Satisfied

2%

8%

9%

Dissatisfied

Patient satisfaction by quality of health*
Ability to communicate directly with support staff

“Even though most patients are extremely satisfied with
the care they receive from their GP, sometimes those
who need care the most aren’t getting what they want
from their practice.”

41%

28%

22%

Access to communicate directly with GPs

 ameron Ziebell
C
National Head of Healthcare
Business and Private Banking, Commonwealth Bank of Australia

43%

27%

18%

The overall wait times

34%

Excellent/very good health
*

28%

Good health

19%

Fair/poor health

Not all % will add to 100% due to rounding.
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Keeping pace with
evolving customer needs
GPs place a high priority on collecting and acting on feedback,
using a variety of methods to gather insights and improve the
patient experience
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Understanding
patient expectations
The research confirmed that GPs are highly focused on achieving the best possible
outcomes for their patients, not only caring for their health, but also listening intently to
their feedback in an effort to improve the overall patient experience.
Almost all (93%) said patient feedback is important for driving change initiatives, and
most had multiple feedback mechanisms in place. Formal satisfaction surveys were
common, with 63% distributing surveys to patients and another 52% making the survey
available to patients in their practice or via their website. Over half collected ad-hoc
feedback from patients, whether made to support staff or directly to the GP (51%), while
29% collected feedback via online reviews.
While it is encouraging to see that many practices offer patients the ability to provide
feedback, it’s important to ensure this becomes part of everyday operations so it can
form an accurate and ongoing representation of what patients want and expect from
their practice.

Methods for collecting patient feedback
Satisfaction surveys given
to patients

63%

Feedback survey available in
practice or on website

52%

Ad-hoc service to GPs or
support staff

51%
29%

Online reviews

Focus groups and workshops

1%
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Keeping up with
changing demands
Formal feedback processes not only help practices identify and resolve current issues,
they also help practitioners recognise how their patients’ expectations are evolving so
they can proactively respond to emerging trends. As a result, patient feedback has played
a key role in driving practices to provide more personalised care, improve processes for
arranging and managing appointments, and keeping patients informed.
When asked how patient expectations have changed in the past two years, most
practices cited increased patient demand for proactive reminders for tests and checkups (87%) and digital services to book, pay, order scripts and provide feedback online
(84%). Practices also said that patients want access to better appointment management
solutions (80%). In addition, 86% of practices were aware that patients increasingly want
their own health opinions to be acknowledged and respected, as new technology puts
more health information at their fingertips.
It was also clear that practices and patients both agreed technology can play a central
role in meeting patients’ changing expectations. Eighty-one per cent of patients agree
that technology and communication channels help deliver a better customer experience.
Gen Z and Gen Y feel particularly strongly about the benefits of technology, with 92%
and 88% of respondents within these demographics agreeing with this statement. Most
practices feel the same way – three in four practices said that leveraging technology
and communication channels improves the quality of care they are able to provide to
patients.
However, patient expectations and the availability of practice technology are not always
aligned. This presents an opportunity for practices to gain an edge over their competitors
by investing in digital channels that align with patient expectations and demands.

April 2018

Where practices’ think patient expectations have
increased over the past two years

Proactive reminders for
check-ups/tests

87%

GPs acknowledge and
respect patient opinions

86%
84%

Digital services
Convenient appointment
times (including after hours)

81%

Better appointment
management solutions

80%

Digital channels to
contact GP/staff

76%

Better coordination of care
within referral networks

76%

Wide range of health services

76%

Digital services to check
record/test results

73%
65%

Better waiting areas

Telehealth appointments

42%
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Beyond
primary
care: How
technology
is driving
integrated
care
The vast majority of GPs agree that patient
expectations have changed in the past two
years, particularly as technology is facilitating
a more personalised experience, and as
consumers seek greater transparency and
control around costs. The research shows that
patients are predominantly attracted to certain
technologies that can help them better manage
their own health information, communicate with
GPs and manage appointments.
While these technologies can enhance the
individual patient experience when they are
engaging with primary health providers, it also
plays a critical role in coordinating patient needs
across the broader health system. This is why
technology is underpinning a common goal
among patients, providers and governments digitally integrated healthcare.

April 2018

Primary care

Technology can play an important role when engaging with patients ahead of a visit, during a consultation or to manage follow up
support services. Patients are most interested in accessing technology that helps book and manage appointments, communicate
with practices, inform tailored medical care, and access personal health information that can then be shared with other providers.
This can include:

Pre-appointment

In-practice environment

Post-visit

Online systems to book
appointments

Mobile devices for appointment
‘check-in’ to reduce waiting times

Monitoring health through
mobile devices and wearables

Receive SMS and email
appointment reminders

The integration of data
from wearables with advice

Remote virtual care through
communications technology

Notification of
appointment delays

Precision medicine
and genomics

SMS and email notifications for
follow up appointments

Online portals to access health
records and test results

Secure sharing of patient data
with other health providers

Secure sharing of patient data
with other health providers

Secondary care

In the instances where patients need to consult with specialist medical providers, attend clinics for treatments or enter the hospital
system, technology is increasingly changing the nature of service delivery, and the quality and cost of care patients expect. Cutting
edge technologies are not only revolutionising the way in which patients are cared for - from surgery techniques to patient wellbeing – but also driving administrative efficiencies that can help providers manage resources and costs. Some examples include:

Digital concierge
services for patients

Assistive and
social robotics

Live integrated data feeds
during treatment

3D printing in areas
such as prosthetics
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Community services and aged care

For the aged care sector, technology is helping to improve the quality of care for patients
experiencing illness and disability, helping residents remain connected to their families
and the community and ultimately improve health and wellbeing. With the Government
introducing consumer-led funding2, which is increasing competition in the industry,
providers are seeking to leverage technology to deliver a best-in-class experience
with limited resources. Some examples include:

Disability and aged care

Sensor
technology
to monitor
patient health

Artificial
intelligence
and machine
learning

Predictive
data analytics
to pre-empt
adverse health
events

Data sharing
with primary
and secondary
care providers

Residential and retirement care

Device enabled
videoconferencing
with health provides
or family members

Wearables
and ongoing
health
monitoring

Data sharing
with primary
and secondary
care providers

Mobile devices
to access
meal and
entertainment
options

Regional and Rural Health

For patients in remote locations, communications technologies and the rise in
e-health services stands to fundamentally change the healthcare experience.
Emerging technologies that are expected to become more prevalent include:

The government’s roadmap for digitally integrated care delivery

Australia’s National Digital Health Strategy is based on meeting the expectations of
consumers seeking better access to mobile digital health services while maintaining the
security of confidential health information. For providers, it seeks to offer live access to
patient information to relieve the administrative burden and support better quality care.
As the sector moves towards having a digital health record for every Australian citizen
that can then be shared seamlessly with all health providers, a new benchmark for
personalised patient care is emerging. As such, the National Digital Health Strategy
is based on the following core objectives1:

1

2

Health information that
is available whenever and
wherever it is needed.

Health information that can
be exchanged securely.

3

4

High-quality data with
a commonly understood
meaning that can be used
with confidence.

Better availability and access
to prescriptions and medicines
information.

5

6

Digitally-enabled models of care
that drive improved accessibility,
quality, safety and efficiency.

A workforce confidently using
digital health technologies to
deliver health and care.

7
Consultations via
videoconferencing

1
2

Telehealth
services that
offer patient
support

The use of cloud
technology
to share
information

Secure sharing
of patient data
with other health
providers

Australian Government https://www.digitalhealth.gov.au/about-the-agency/publications/australias-national-digital-health-strategy
https://agedcare.health.gov.au/aged-care-reform/home-care/home-care-packages-reform

A thriving digital
health industry delivering
world-class innovation.
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Insights
in Action:
Health & Co
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The number of GPs operating across Australia continues to
grow and is currently outpacing population growth. With
unprecedented levels of choice, practitioners are tasked with
finding innovative ways to improve the patient experience
and stay ahead of the competition.

Maxine says that while patients still accept the traditional
GP experience of moving from bookings to arriving in
practice, consulting with the doctor and leaving with referrals
and scripts, the rate at which expectations are changing is
accelerating.

Australia’s primary healthcare industry is set to undergo
fundamental change. Emerging technologies, changing
consumer behaviour, new funding models and an influx of
health data is driving a shift in what patients expect from a
visit to the GP. Practices are increasingly seeking to harness
these drivers to improve patient-clinician connectivity.

“Patients now want to make booking 24/7, and it is now
almost hygiene for practices to offer a good online booking
experience and a website that is both well designed and
provides up-to-date practice information.”

To help GPs meet the evolving needs of Australian
consumers and leverage technology to drive better practice
and patient outcomes, Primary Healthcare established its
new practice network, Health & Co, in November 2016.
Health & Co acquires or partners with GP practices in
the Australian community, and through the Health & Co
service hub, provide GPs with more access to a range
of infrastructure and services across staff management,
marketing, technology and digital, real estate, and finance
functions.
Health & Co’s Chief Executive Officer, Maxine Jaquet,
explains, “We are currently working with GPs to find effective
solutions, supported by technology, to address practice and
patient challenges. On the patient side, this often involves
supporting GPs with services and technology to help their
patients better manage the convenience, disconnect of
information, and complexity of care.”
“At the moment we are focused on getting the basics right
for practices. This means measuring the patient experience
through feedback, improving the website, online booking,
digital communications, and offering doctors training in new
services to suit their patients.”
Maxine notes that while consumers’ expectations of modern
medical practices continue to change, research undertaken
by Health & Co confirms that the clinical experience the
patient has with a doctor remains central.

“Patients are also increasingly well informed and have access
to growing online medical resources. The uptake of health
apps has more than doubled in the past year, and patients
are increasingly likely to choose doctors that use these tools
to facilitate better care.”
“The other change on the horizon that will impact many
Australians is the government’s digital My Health Record,
which will have implications for the primary care sector in
terms of the richness of available health data.”
According to Maxine, doctors will remain at the core of
delivering the optimal patient experience in the foreseeable
future, but there are many areas where technology will
continue to change healthcare delivery.
“Those technologies that can work in with doctors to
improve the clinical workflow, demonstrate improved patient
outcomes, increase patient engagement and make sense
of the volumes of data out there will be the game-changers
in the industry. For example, information management,
collaboration and workflow tools, the internet of medical
things, and artificial intelligence will be major drivers.”
“I believe that globally we are on the cusp of technology
readiness, consumer expectation and provider willingness to
see faster changes in health care delivery and innovation.”
“However, with any technology change comes a larger shift
in the operating model, including the way clinicians and staff
engage with patients – that is where the biggest time and
resourcing investment lies,” Maxine concluded.

“The patient’s principal concern is that they feel valued and
understood, they can trust the doctor’s advice, the doctor
is thorough, and they receive advice and treatment options
that suit their personal circumstances.”
“Beyond this, patients highly value anything the practice
can do to make their visit more convenient and pleasant,
whether it is parking options or reduced waiting times.”
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The role of technology
in healthcare services
New technology and communication channels are essential to
the future of healthcare in Australia, but there’s still scope for
practices to harness the full potential of what’s on offer
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Improving care
through collaboration
As patient needs and preferences continue to evolve and the need for greater
collaboration between healthcare professionals increases, the vast majority of practices
are recognising the benefits that new technology and communication channels can bring
to facilitating better integration across the end to end patient journey.
Most practices agree that technology and communication channels will increase their
ability to collaborate with other medical professionals (92%) and improve the quality
of care for patients (93%). Other potential benefits recognised by practices include
improved care for patients with chronic conditions (91%), increased patient engagement
(90%), easier access to care (90%) and increased patient satisfaction (90%).
On the other end of the scale, only 59% of practices said they believe that adopting new
technology will make it possible for GPs to see more patients, and only 52% expected it
to decrease the overall cost of care for patients.

“As the healthcare industry moves towards integrated care,
providers across the health ecosystem need to find ways
to work together to provide better and more cost-effective
patient experiences.”
 ameron Ziebell
C
National Head of Healthcare
Business and Private Banking, Commonwealth Bank of Australia

April 2018

The benefits of technology and communication channels
Provide proactive and ongoing
care for all patients

93%

Collaboration with other
medical professionals

92%

Continuity of care for patients
with chronic conditions

91%

Increase patient engagement
with their own health

90%

Easier for patients
to access care

90%

Increases patient satisfaction

90%

Offer new services/tap
into new markets

89%

Improves operational
efficiency

88%
85%

Improves the quality of care
Enables practices to attract
younger employees
Easier for GPs to see
more patients
Decreases overall cost
of care for patients

84%
59%
52%
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Patients’
appetite
for
technology
The research shows that patients are interested
in various forms of technology as a way to
communicate more easily with their practice and
also become more self-sufficient when it comes
to their own health.
Most patients said they find digital notifications
for delayed appointments, reminders for
appointments and the ability to book and
manage appointments through the practice’s
website appealing (92%, 91% and 89%,
respectively). Solutions to check medical test
results easily (86%) and being able to contact
their GP directly via digital channels (82%) are
also popular options with patients.
Less popular options are digitally checking-in
to a practice (54% found this appealing), using
a video conferencing facility to communicate
with a GP (49%) and being able to contact the
practice via social media (36%).
While the research shows that these digital
solutions are slightly more appealing to younger
patients, there is high appeal for new technology
and communication channels among all age
groups.

April 2018

Appeal of digital services among patients
SMS or email notifications
if appointment delayed

92%

Appointment reminders
via SMS or email

91%

Book and manage
appointments online

89%

Reminders for periodical
check-ups and tests

88%

Online portal to view
records and results

86%

Contact GP directly through
digital channels

82%

Contact practice using
digital channels

76%

Monitor health via
mobile devices

57%

Digital check-in service
when at practice

54%

Videoconference
consultations with GP

49%

Contact practice via
social media

36%
Quite/very appealing

8%
9%
11%
12%
14%
18%
24%
43%
46%
51%
64%

Not at all/not very appealing
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Driving
greater
awareness
Most practices have already embraced
technology to some extent – especially
when it comes to personalised reminders
for appointments (71% currently provide this
service) and check-ups (67%). As the appeal for
this type of technology is high with patients,
there is a greater opportunity for practices that
are already using notifications and reminders to
use this technology more effectively so they can
provide a better service to their patients.
The research shows there is a significant
gap between the communication channels
deployed by practices and patient awareness
of these channels. For example, only 45% of
patients think their practice sends appointment
reminders, compared to 71% of practices that
offer this service. And only 30% of patients are
aware that they can receive check-up reminders,
despite 67% of practices making this option
available to them.
Given that patients are generally keen to use
new technology, it would be beneficial for
practices to implement strategies to increase
patients’ awareness of what services they offer.

April 2018

Patient awareness of services offered by practices
Appointment reminders
via SMS or email

45%

Personalised reminders for
check-ups and tests

SMS or email notifications if
appointment delayed

Contact practice using
digital channels

Contact practice via
social media

67%

30%

36%

12%

30%

8%

6%

71%

22%

Offered by practices

Patients know service is available
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Promoting
better health

April 2018

Patients who discuss data collected by wearable
technology/apps with GP

22%

A relatively recent trend that has emerged in the healthcare industry is the use of
wearable technology and mobile apps – such as activity trackers, pedometers, sleep
monitors, weight apps and smart watches – to record and monitor health. Particularly
popular with younger generations (55% of Gen Z respondents and 53% of Gen Y
respondents said they currently use health or fitness technology), these technologies can
promote better health by raising awareness of activity levels and encouraging people to
exercise more and improve their diet.
They can also be a valuable tool in monitoring the ongoing health of patients, which is
why many practices have embraced this technology. Seventy-four per cent of practices
said they sometimes or regularly recommend wearable technology or mobile apps to
their patients, with 53% believing that the technology promotes better health outcomes
for patients.
Some practices are reluctant to recommend this technology to their patients because
they are concerned that their patients wouldn’t understand the technology (50%), feel
the information isn’t trustworthy or accurate (41%) or are concerned about the security of
personal data (37%). However, given the rate of advancement in technology in this area,
these concerns may alleviate for practices over time.
Despite the high take up of wearable technology and mobile apps by patients, only a
relatively small number are sharing the data with their GPs. Of the 41% of patients who
said they are currently using health or fitness technology, only 22% are sharing the data
with their GP. When these conversations do happen, however, most practices are finding
them useful – 57% of patients said their GP has used their data to provide medical advice
or put together a healthcare plan for them.

17%

No

61%

No, but would like to

Yes

Patients who say their GP has used data to provide
medical advice or help with their healthcare plan
*amongst those who share data with their GP

“We’re entering into an exciting new age of technology where
patients can take more responsibility for their own health
and communicate with their GPs from thousands
of kilometres away.”

32%
57%
10%

 ameron Ziebell
C
National Head of Healthcare
Business and Private Banking, Commonwealth Bank of Australia

No

No, but would like to

Yes
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Insights into
human behaviour
can drive better
health outcomes
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1

2

3

4

5

What is
behavioural
economics?

How is this
relevant
to health?

How is this
relevant
to GPs?

The
role of
technology

Putting
insights
into action

It’s a field that combines
economics and psychology
to better understand how we
all make decisions about our
health and wealth. It shows us
that we often act in ways that
conflict with our long term
goals, because of strong social,
emotional and psychological
influences in our lives. The aim
is to gain more understanding
about what influences our
behaviours, so we can set up
environments, triggers and
support mechanisms to give us
a better chance of achieving our
goals and improving our overall
wellbeing.

Healthcare is a sector that can
benefit greatly from applying
behavioural economic principles
and insights. Many health
decisions are presented in
ways that are hard for us to
easily process. Staying healthy
means we often have to process
unnatural information and
exercise high levels of selfcontrol and memory to avoid
temptation and stay on track.
But as we know, not everyone
has the ability to continually
maintain these actions. A lot
of our health challenges, from
sedentary behaviours in the
workplace to people simply
forgetting to take important
medication, could be reduced if
we look a little bit more closely
at how we make these day to
day decisions. Insights from
behavioural economic principles
can be applied to make this
information easier for people to
understand and find solutions
that will support them in
maintaining these habits.

Although most GPs will
already have a very strong
understanding of patient
behaviours, the formal models
that behavioural economists
are developing could further
enhance their approach in two
main ways. First, when looking
at how GPs best present choices
during a GP visit, and second,
how patients align behaviours to
these choices between GP visits.
The first might consider how
we process natural frequencies
better than percentages (eg
1 in 100 different to 1%), or
how we weigh losses more
than gains (eg 95% chance
of health different to 5%
chance of sickness), or that
we naturally want to choose
what the majority of our peers
do. Between visits, GPs need
to help patients to turn great
intentions into sustained action.
Beyond good advice, medicine
and information, we need to
establish systems to overcome
procrastination and limited
patient memories, as well as
maximising self-control.

Technology holds huge
potential in supporting better
health behaviours among
patients. Already, activity
trackers and other digital apps
on mobile devices give us timely
feedback, while glowing pill
bottles can remind patients
when they have missed their
daily medication. And soon,
fridges, beds and toothbrushes
could all be connected to new
platforms that help people
tailor their daily health plans
and help keep them on track.
One helpful way to think about
behaviourally informed health
technology, is to see it as a GPS.
Our GP might help patients
to set their desired goals, but
then health technologies help
them to stay on track, make
informed choices, and provide
feedback on their progress. But
of course, as with any advances
in technology, we must proceed
with caution on important
topics like ethics and privacy.

Three themes that we might
emphasise to support better
patient behaviours, include:
•

Human limitations: making
things easy, automatic and
natural. Anticipate errors
and put the right supports
in place. Harness technology
where helpful.

•

Details matter: don’t
just explain the outcome
required (exercise, medicine,
diet) but get very specific
on what, when and how to
increase follow through.

•

Timing is crucial: help to
overcome procrastination
with deadlines, reminders
and social commitments.
Build new behaviours by
harnessing existing routines.
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The future of
general practice
Practices are focused on driving workplace
efficiencies and using technology to deliver
a more personalised patient experience
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workplace efficiency
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Faced with limited resources and an uncertain future landscape, general practices are
searching for ways to become more efficient in their workplace. Majority of the practices
that responded to the survey have already adopted technology that enables more
efficient workplace management processes – or they are intending to introduce these
processes within the next two years. The most popular measures are providing access
to a high-speed internet service (94%), using online learning to deliver training programs
(90%) and accessing information through the My Health Record (90%).
These enhanced systems also make it easier for GPs and staff to stay connected to each
other and their patients, by storing information in a centralised database. This allows
practitioners to make more informed decisions and gives patients greater control over
their own healthcare information.

Investing in workplace management processes
Technology initiative

Already
offer

Will offer
in the next
two years

Total

Access to a high-speed internet
service to communicate and send
large data files or medical records

72%

22%

94%

Online learning to receive and deliver
learning materials as part of ongoing
training and education programs

72%

18%

90%

Accessing patient information
through the My Health Record

58%

32%

90%

Regularly work from a place other
than the office using technology
to stay connected to colleagues
and work systems

46%

26%

72%
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Change to practice technology budgets over next two years
1%
14%

64%

Given the emphasis placed on the benefits of
technology from both patients and practices, it is
unsurprising that this is a key area of investment
for most practices. In fact, 85% are looking to
boost their tech budgets in the next two years to
support their business objectives – including one
in five who are planning a significant increase.
Technology investment in the future will focus
on enhancing electronic communication
channels that align to patient expectations
for a more personalised, convenient, low
effort experience. Most practices expect to
deploy reminders for appointments and
check-ups (both 90%) within the next two
years, and electronic notifications for delayed
appointments (71%) if they don’t already have
these in place. Given that almost all patients said
they found these services appealing (91% and
92% respectively), practices can expect these
initiatives to be well-received by their customers
and contribute to satisfaction levels.
A smaller percentage of practices have already
implemented or are planning to invest in
digital channels so patients can contact their
GP directly (38%) and 32% already offer or will
offer an online portal so patients can proactively
check their own medical reports or test results.

21%

Significantly increase

Slightly increase

No change

Decrease

Practices’ investment in technology and communication channels
Appointment reminders via SMS/email

71%

19%

67%

SMS/email notifications for delayed appointments

35%

Personalised reminders for check-ups

23%

Ability to contact GP through digital channels

36%

16%

22%

Online portal to check records and results

7%

Already offer

25%

Will offer in next 2 years
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Insights
in Action:
Strive Health
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When it comes to visiting a GP, technology and convenience
are joining quality medical advice as a benchmark for a bestin-class experience.
Many GPs are looking to create a competitive advantage
by adapting their business models, service offering and
communication with patients to ensure that these changing
demands are met or exceeded.
Some practitioners are also turning their attention to the
power of technology to enhance clinical care, but also
improve all aspects of a patient’s interaction with their
practice – from managing appointments to sharing their
health data with other health providers.
Dr. Ron Malpas, along with Dr Hayley Ansell, are owners of
Townsville based medical practice, Strive Health, and have
spent the past eight years adapting their business to keep
pace with a changing market, recently launching a modern
practice centred on the needs of patients.
“Medicine has changed from being doctor focused to being
a team environment where patients often need access to
other primary or allied health professionals under the same
roof,” Ron says.
“We decided the space didn’t adequately cater for a ‘team
care’ environment so we first looked for a new site.”
For Strive Health, it was foundational to create a physical
space that replaced the clinical feel of traditional practices
with a warmer, more inviting environment better suited to
the needs of patients.
“I started by visiting a number of different clinics to better
understand the patient’s perspective, and found that waiting
rooms in particular were often clinical and stark.”

“I wanted to deliver an experience for the often younger,
more technology savvy patients, that are more likely to
use their smartphone to contact the practice than call the
reception desk.”
“We worked on the app for a couple of years so that
people can easily see what appointments are available,
communicate with the practice outside of business hours
and access information about their own health.”
“We are currently making some updates so that people can
access their My Health Record directly through the app, in
addition to the health summary provided by the practice
which details health conditions and medications.”
Ron is now focused on additional applications for technology
to improve the patient experience in other areas including
more convenient payment options and reducing wait times.
“We are currently working on a few initiatives largely focused
on enhancing the waiting room experience. For example,
using a geolocating system delivered via the app where
patients are automatically checked in upon entering the
practice.
“The next phase will involve replacing the traditional
reception desk with a digital check-in, with support staff
available to provide assistance to patients. That way our staff
are helping people rather than sitting behind a desk.”
“I am looking forward to introducing options for payments
where patients can pay with their mobile phones or smart
watches and this is something we are working towards,” Ron
added.

“We worked with architects to design a new space that was
more like a modern hotel foyer, somewhere where patients
could feel more comfortable than sick.”
Both in the lead-up to launching the new Strive practice, and
to create a more convenient, personalised service, Ron has
continued to leverage technology across the Strive practice.
This includes the applications of software to help free up
administrative staff to focus more on the needs of patients
through the introduction of a mobile app that can help
manage appointment bookings, waiting room check-ins and
provide a digital snapshot of a patient’s health data.”
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