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U.S. Bank Survey: COVID-19 Accelerated Virtual Care, Healthcare Payments Digitization
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MINNEAPOLIS--(BUSINESS WIRE)--Jun. 10, 2021-- The COVID-19 pandemic had a significant impact on how consumers received and paid for their
visits to hospitals, clinics, urgent care centers and doctor’s offices in 2020, a new survey from U.S. Bank revealed.

The key findings:

Virtual care and contactless payment methods ruled: Almost two-thirds of consumers received care via telehealth or
phone consultations with healthcare providers in 2020, and more than half said they prefer safer, cleaner ways to pay for
their care — contactless payment methods, mobile wallets and online portals.

Digital payment options are gaining traction, but there’s room for improvement: Many clinics and doctor’s offices
now offer options like online payment portals, mobile apps and contactless payment via mobile wallets, but just 28% of
patients paid their bills via an online portal, and more than half received a bill in the mail.

Patients want more digital options to pay their bills: 37% would like to pay via portal, and 32% would like to pay via a
mobile app. Nearly half wish their healthcare provider allowed them to pay via contactless credit or debit card, and a third
would like the option to pay via payment apps like PayPal, Zelle or Venmao.

Many find paying their bills difficult: Nearly half said healthcare was the most difficult industry to make a payment,
although nearly 70% said they agree that healthcare is keeping pace with other industries when it comes to payment
innovation and providing creative ways to pay bills.

Consumers are worried about the security of their data: The majority of those surveyed believe providers are trying to
protect their data, but they also rank security as the top reason healthcare payments need more innovation.

Affordability of care is a challenge: According to a recent survey by AccessOne, 66% of Americans say they are
concerned they won't be able to afford healthcare this year, and 75% surveyed by U.S. Bank said they would be interested
in a discount for paying a bill via a lump sum or payment plan.

The new data is from a proprietary survey conducted online in February 2021 among 1,113 women and men across the United States. The third
annual Healthcare Payments Insight Report, which this year the bank created to better understand the impact the COVID-19 pandemic has had on the
healthcare industry, asked key questions about how those surveyed received care in the past year, how they paid for it, and how they preferred to pay.
Of those surveyed, more than 95% had some type of health insurance, 100% had made a healthcare payment in the past 6 months, and all had visited
a hospital, clinic, urgent care or doctor’s office in the past 6 months.

“COVID-19 drove a giant, unanticipated leap forward for virtual care delivery and healthcare payments digitization,” said Jamie Walker, CEO of Elavon,
a U.S. Bank company. “Digital payment methods are gaining traction at an unexpected pace, but there’s still much healthcare providers can do to
make it easier for patients to make payments how, where and when they want.”

Among the findings:

Virtual care and contactless payment methods rule: 64% had a telehealth appointment in 2020, and 68% were in favor
of expanding access to telehealth when feasible. Device sanitation became more important than ever during the pandemic:
76% of consumers said they were somewhat or extremely concerned about touching payment devices.

Digital payment options are gaining traction, but there’s room for improvement: Within the last 12 months, 44% paid
for their care at the doctor’s office at the appointment, 28% paid via the provider’s online portal, and 23% paid via mobile
app. However, more than 32% paid by mail, and 21% called in to pay their bills.

Patients want more digital options to pay their bills: Nearly half would like their provider to offer the option to pay via
contactless credit or debit card, and nearly 60% said their perception of their provider would improve if he/she offered
contactless options. Forty-three percent said they would be more likely to use a portal if they could pay their balance and
view payment history.

Many find paying their bills difficult: Nearly a third (28%) said they wished healthcare was more like the banking
industry when it comes to payment types and payment options. Nearly a third said their provider’s digital options did not
provide enough information about their payment history or balances due.

Consumers are worried about the security of their data: Consumers continue to worry most about their Social Security
numbers and credit/debit card information being stolen, but healthcare is perceived more positively now than in the past
relative to other industries.

Affordability of care is a challenge: 37% consider a medical bill of $100-$500 too expensive, and nearly half of those
surveyed were surprised by a high medical expense in the last year. Of those who could not pay for an unexpectedly high
expense right away, 38% chose to make recurring payments, and 26% used a credit card.



“Consumers are looking to healthcare to keep pace with the digital options they use in their everyday lives — mobile apps, contactless payments, pay
by text, and online payments,” Walker said. “By introducing these options, healthcare providers will build loyalty and awareness as an industry that's
keeping pace with what consumers want.”

For full results of the survey and to download the report, please visit our website.
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