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With the emergence of specialty pharma, rare 
drugs, orphan drugs, and other increasingly 
specialized and novel therapies in the market, 
boosting customer experience has gained more 
importance. Among factors to drive CX, the focus to 
improve patient access is very high given its equal 
importance to all stakeholders of the healthcare 
industry. On one hand, consumers, whether they 
are HCPs, caregivers or patients, expect a great 
customer experience. On the other, there are heavy 
regulations and there is also a digital transformation 
underway. The healthcare community has 
expanded to include patient communities, digital 
platforms, and wellness organizations. Against 
this, how can expectations be met within the 
patient-provider workflow? Three key points 
were discussed. 

patient access platforms and services. The 
question is if this was actually possible. While the 
panelists agreed that the desired integration is a 
while away, they are hopeful of greater collaboration 
for the benefit of the patient. They agreed that it 
comes with challenges. For the provider community, 
efficiency, productivity and performance 
overshadow the ability to adopt programs. There 
are several advantages to working together, and 
one area of impact is patient care, as it would 
help with affordability, convenience, and ease of 
access. Given that Covid has shown the home to 
be the third locus of care, it can also provide 
solutions to administer complex treatment at 
home. Providers are also struggling with the 
volume of information being given to them. This 
also offers an opportunity for hub services to 
connect providers to share meaningful and 
actionable information. 

Access to data 
To enable integration for improving patient 
access, payers can deliver value in the form of 
clinical differentiation which is combining efficacy 
and safety of an offering. With newer, more 
complex therapies, this calculation becomes more 
difficult. The story of how a product will impact 
the patient journey, how it will impact other cost 
offsets, and how it’s improving patient quality of 
life is needed. And this requires strong data ready 
to go at launch. This challenge can be overcome by 

Affordability is starting to be a 
bigger challenge and that reflects 
on benefit designs and 
challenges around patient, co 
pays and coinsurance.

– Maria Lopes

using factors such as The 21st Century Cures Act, 
which makes patient data digitally available to 
payers and providers.

Changing role of pharma
Pharma companies are providing more patient 
services. Patient-reported outcome data can 
provide actionable insights that offer value, which 
can be beneficial in some diseases, especially 
chronic conditions like rheumatoid arthritis and 
inflammatory bowel disease. Another opportunity 
for innovation is the integration of digital 
therapeutics to supplement and substitute for other 
treatments. Regardless of area, stepping into a 
bigger role requires pharmaceutical companies to 
be cognizant of the health system’s perspective. 
This means embedding and integrating into the 
hospital and healthcare provider's existing 
workflow and resisting the temptation to roll a 
brand-new platform. Further, adding new 
stakeholders to the ecosystem who are playing a 
more central role in consumer care, and who are 
empowered with data will change the landscape of 
healthcare in the coming months. 

On the role of digital technology around patient 
access and patient affordability, social determinants 
came up as a factor that impacts patient 
affordability and adherence. Factors such as 
regulatory push towards price transparency, will 
reflect the actual contract and negotiated rate. This 
is a major step forward as consumers want to 
understand their financial responsibility before 
choosing a treatment. The role of providers in the 
financial health of patients is expanding, especially 
for the segment of patients who start treatment for 
a certain condition but may soon abandon it mainly 
due to lack of adequate patient support. This means 
that lower cost drugs without patient support may 
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see a higher cost than higher cost drugs. With a lot 
of data residing in provider and payer systems that 
are necessary for workflows and programs, this is an 
area that’s ripe for innovation which can help 
providers overcome this challenge. Another tip was 
to stay flexible with data so that integration is 
possible with a wide range of platforms. The key is 
interoperability along with the opportunity to 
provide value with predictive analytics tools that
 can sit on top of data that can lead to more 
successful outcomes. 
 
The panel also examined how hubs are driving 
outcome-based contracts. Outcome-based contracts 
present many challenges, key among them is how to 
define success, particularly with one-time 
treatments such as gene therapies and CAR-T 
treatments. The operational challenge is of handling 
the volume of payer contracts. From the provider 
standpoint, Myla spoke of value-based contracts 
being contemplated or executed. She shared a 
conversation with a subject expert who said if they 
implemented every value-based contract that came 
to them that reduced length of stay, they’d have 
nobody in the hospital. The answer, the panel felt, 
lies in a paradigm that measures what is important 
from a patient standpoint but includes what is 
reasonable to be implemented from a health 
system standpoint.

The increasing role of digital native companies 
who know how to appeal and streamline 
consumer's experience in the healthcare 
ecosystem will play an important in reshaping 
patient access programs for the better. Further, 
as part of the digital transformation strategy, 
it is important for stakeholders to explore and 
extensively leverage appropriate tools and 
technologies to discover risk factors for different 
diseases, predict patient adherence and medicine 
efficacy, with an objective to increase access to 
professionals, and for patients to be able to access 
services at home. 
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You have to have a way that the 
system can actually use your 
product, convert to it, figure out 
where it fits and identify patients 
to give it to.

– Myla Maloney
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