
HEALTH CARE 
IN FOCUS
THREE WAYS THE MARKET IS EVOLVING
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Executive
Summary
The past year challenged our health care system like no other. But we’re always looking forward, 
identifying ways to redefine what health care can and should be.

We are EvernorthSM—health services built on the recognition that health is the starting point for human 
potential and progress. Evernorth brings together powerful health services capabilities to create 
innovative, effective solutions for health plans, employers and other organizations. All to unlock new 
value and better anticipate and deliver what plan sponsors and members need.

In order to assess the state of health care in the years ahead, we conducted a poll of more than 1,000
consumers1 who have employer-sponsored health insurance and more than 600 Human Resources
decision-makers (HRDMs)2 and health plan leaders (HPLs)3 across the United States.

We identified three insights:

Increased acceptance and adoption of virtual health care solutions

Proactive quest for whole-person health

Desire for greater predictability and affordability
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These findings represent more than passing trends; they 
offer an opportunity for business leaders and health care 
decision-makers to work together to elevate health for
every member, for every employee, for all.



COVID-19 has normalized virtual 
care and digital health solutions for 
millions of Americans. Consumers 
have embraced telehealth visits—
as well as filling prescriptions, 
receiving test results, messaging 
doctors and “shopping” for 
providers online.

58 percent of Americans agree that they’re 
comfortable with virtual consultations  
replacing in-person visits.

58%

KEY INSIGHT 01: HEALTH CARE COMES HOME

Accelerating 
Virtual 
Solutions

About 1 in 4 Americans have used virtual care 
instead of in-person visits during the pandemic.  
An even higher number expect virtual usage to 
continue after the pandemic subsides.

40%

23%

DURING 

COVID-19

PROJECTED AFTER 

COVID-19 

Technology will continue to 
reshape the end-to-end health 
care experience. Innovations like 
artificial intelligence and augmented 
reality offer limitless potential for 
pushing virtual care even further. 
Increasingly, consumers expect 
access to virtual health care, and 
decision-makers need to consider 
digital solutions when designing 
benefit strategies.

AMERICANS USING VIRTUAL CARE  

DUE TO THE COVID-19 PANDEMIC
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COVID-19 has underscored the connection between physical, mental and social health, and the focus 
on health has inspired many to take a more proactive approach to their whole well-being. Consumers 
and decision-makers both express strong desire for whole-person support and behavioral health 
benefits, but our research indicates they define these benefits differently.

Embracing  
Whole-Person Health

KEY INSIGHT 02: SOLIDIFYING THE MIND-BODY CONNECTION

95 percent of health plan 
leaders are concerned about 
the mental health of their 
members given the impacts of 
COVID-19.

93 percent of Human 
Resources decision-makers 
voice concern about employees’ 
mental health. Currently, 
employers focus their mental 
health support primarily on 
education, access to counseling 
or medications, mental
health crisis support hotlines, 
and stress management 
seminars and tools. TOP THREE IDEAL MENTAL HEALTH 

SUPPORT RESOURCES FOR CONSUMERS
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FLEXIBILITY

WORK/LIFE BALANCE

MENTAL HEALTH DAYS

CONSUMERS

71%

58%

55%

89 percent of consumers agree their 
employers should expand offerings 
related to mental health, but they 
are more likely to define ideal mental 
health benefits that pertain to employer 
culture—such as work/life balance, 
flexibility and mental health days. 

89%

2.5x 2.5 times more consumers are 
planning to engage in stress 
management support.



Keeping health care costs down remains a consistent priority for both consumers and decision-
makers. In fact, it’s a dilemma that affects nearly every plan: How is it possible to do more with 
less—and still provide high-quality, low-cost, high-touch care? 

While all audiences are aligned on the desire to expand access to care, plan sponsors ultimately must 
balance those benefits against potential bottom-line savings.

Consumers also report concerns about losing coverage in the name of affordability. Meanwhile, the 
majority of decision-makers are seeking to expand coverage without a substantial increase to costs. 
This represents an important opportunity for alignment: It’s vital that organizational leaders 
communicate their intent clearly to provide peace of mind for members.

Making Every  
Dollar Count

KEY INSIGHT 03: THE COST-CARE CONUNDRUM

55% 29%54%
of consumers are 
concerned about 
losing fertility benefits.

of consumers are concerned 
that their medical benefits 
will be reduced.

94% of plan sponsors are looking 
for partners/solutions to make 
drug costs more predictable and 
more affordable.

VS

said they will tolerate a small amount of 
disruption for maximum cost savings with 
equal or better clinical programs.
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95%
HPLs

89%
HRDMs

94%

of consumers are 
worried about reduced 
access to medications.



1. Ipsos poll conducted November, 2020, on behalf of Evernorth. To participate, respondents must have health insurance coverage, 
including prescription drug coverage, for themselves or someone in their household through their employer or union, government 
employment or military/VA. 

2. Ipsos poll conducted November, 2020, on behalf of Evernorth. To participate, HRDM respondents must work full-time for a company 
with at least 1,000 employees that provides both medical and pharmacy benefits. The respondent must be a decision-maker when it 
comes to selecting and managing the employee benefits for their organization. 

3. Ipsos poll conducted November, 2020, on behalf of Evernorth. To participate, HPL respondents must work full-time for a national or 
regional health plan serving at least 100,000 members. The respondent must be a decision-maker when it comes to determining the 
benefits partners/suppliers that health plan offers to groups/clients. 
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We all have reason to hope that the years ahead 
will involve a greater measure of predictability—
and that the insights and patterns Evernorth has 
identified will continue to evolve.

By working together, we can continue moving 
forward in ways that are strategic, innovative 
and connected. These patterns are an invitation 
to drive progress. And there’s no limit to what we 
can achieve together. 

Looking
Ahead

To subscribe to our newsletter, 
visit Evernorth.com.

DOWNLOAD THE FULL REPORT

https://www.evernorth.com/
https://evernorth.com/health-care-in-focus-report

