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Introduction
In 2019, Kareo concluded a survey of what is arguably

technology as a means to reduce the care and

the most critical, central and frequently overlooked

administrative burdens impacting independent

segment of the healthcare industry – the independent

practices in the U.S.

medical practice.
This survey reflects the overwhelming demands placed
Questions explored key issues and sentiments around

on independent practitioners in today’s healthcare

practice challenges and priorities across patient

arena, the frustrations of these professionals, their

collections, insurance reimbursements, delivering care,

remarkable optimism in the face of those frustrations,

regulatory compliance, patient engagement, practice

and their commitment to their patients.

growth, care coordination, and population health
management. The survey also explored the use of
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SECTION ONE

Industry Trends
Survey Respondents

Type of Practice

For the State of the Independent Practice Survey, results

18%

82%

were collected from 782 physician healthcare providers

Other

General Practitioner/
Family Practice/
Internal Medicine

throughout the U.S. Eighty-two percent of the respondents
were general practitioner, family practice, or internal
medicine practices (primary care), with the remaining
independent practices representing 50 diﬀerent specialties.
For comparative purposes, respondents were also
segmented based on time in practice.
A complete description of the methodology and company
profiles can be found at the end of this report.

Breakdown of “Other”
Category
Obstetrics/Gynecology (8%)
Dermatology (7%)

Practice Experience

Orthopedic (6%)
Podiatry (5%)
Pulmonary Disease (4%)
Rheumatology (4%)
Allergy/Immunology (3%)

All Others (62%)

<1
year

1 to 5
years

6 to 10
years

11 to 20
years

20>
years

6%

18%

19%

25%

32%
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Independent Practices:
The Answer to Escalating Healthcare Challenges
Independent medical practices stand as the

In addition to the volume of care that independent

cornerstone of the United States healthcare system.

practices provide, they also have lower per-beneficiary

They are the base from where most healthcare delivery

costs and a lower 30-day readmission rate compared to

originates – physician-owned practices see 990.8

hospitals2 and they reduce avoidable hospitalizations

million visits, or 3.1 visits per person in the U.S. each

by 33%.3 Add to this the fact that physicians experience

year. In contrast, hospital outpatient visits number

far higher rates of satisfaction in independent practice

125.7 million visits per year, or .4 visits per person.

versus hospital employment.

Annual Patient Visits

Avoidable Hospitalizations

1

Independent Practices

Hospitals

990.8 million

125.7 million

visits/yr

visits/yr

3.1

.4

visits per person/yr

visits per person/yr

Independent practices
reduce avoidable hospitalizations by

33%

“

For patients, physicians, and the U.S. healthcare system, the
independent practice quite simply delivers more for less.

”

1. CDC/National Center for Health Statistics: Ambulatory Care Use and Physician Oﬀice Visits
https://www.cdc.gov/nchs/fastats/physician-visits.htm
2. American Medical Association: Total Expenditures per Patient in Hospital-Owned and Physician-Owned Physician Organizations in California
https://jamanetwork.com/journals/jama/fullarticle/1917439
3. Health Aﬀairs: Small Primary Care Physician Practices Have Low Rates Of Preventable Hospital Admissions
https://www.healthaﬀairs.org/doi/full/10.1377/hlthaﬀ.2014.0434
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The Good News and the Bad News
The quality of care provided and cost eﬀectiveness of

Independent practices face unique challenges that can

independent practices are promising news for a

seem daunting, and on some days, overwhelming.

healthcare landscape struggling to improve outcomes

Regulatory changes, technology infrastructure

and reduce costs. Healthcare expenditures in the U.S.

demands, and increasing administrative burdens have

are expected to reach $3.8 trillion in 2019 or $11,670

put pressure on independent practices in recent years.

per person. This is an increase of 4.8 percent over 2018

They are often ill-equipped to address these challenges

estimates.

because they do not have the resources that larger

1

hospitals have. Delivering care, getting paid, and
engaging patients are all complicated propositions for

Projected National Health
Expenditures1

independent practices in today’s uncertain,
consumer-driven and regulation-laden healthcare
environment.

6.0%
5.5%
5.0%

$3.8 trillion

4.5%

expected in health care expenditures
in 2019

4.0%

2018
4.4%

2019
4.8%

2020
5.4%

2020
5.4%

2021
5.6%

2022
5.8%

2023
5.9%

The Challenges Facing Independent Practices
Reducing the impact of administrative tasks in order to free up provider time is a challenge for virtually every
independent practice. Over 70% of respondents agreed that increasing demands on provider time and the time
demands of quality measures and EHR are impacting care delivery. Interestingly, practitioners recognize that the
problem of increasing healthcare overhead may be solved by eﬀective and eﬀicient technology.
The survey found a high correlation between time demands and burnout. As could be expected, this rate is higher
among established providers who have been in practice for more than 11 years, as they were 19% more likely to be
concerned with avoiding burnout than newer practices.

1. Centers for Medicare & Medicaid Services: National Health Expenditure Data
https://www.cms.gov/Research-Statistics-Data-and-Systems/Statistics-Trends-and-Reports/
NationalHealthExpendData/Downloads/ForecastSummary.pdf
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Optimism in the Face of Opportunity and Challenge
Despite an array of challenges, more than 60% of

Equality of Optimism

respondents expect their practice will grow in 2019,

As expected, newer practices (10 years or less) are

with less than one third expecting to stay the same.

more optimistic about the potential growth of their

Only 11% of respondents think their practices will

practices. Their optimism only exceeds older practices

shrink.

by 7.6%, however, reflecting a general positive attitude
among all practices.

To achieve this level of growth, practitioners indicated
they need to address priorities in the areas of
delivering care, getting paid and patient engagement.
The following sections will take a closer look at each of
these individual challenges.

60%

29%

11%

Said their practice
will grow

Said their practice
will stay the same

Said their practice
will shrink

While practices reflect significant optimism for growth in 2019, they continue to evaluate alternative business models in
order to meet the changing needs of the healthcare market, including consolidations, acquisitions and partnerships.
The previous trend for sales of independent practices to hospital entities is shown to have slowed to a virtual halt with
13% considering joining a hospital entity, while 8% are simultaneously disassociating from a hospital, resulting in a net
gain of only 5%.

Do you anticipate any change in
partnerships as described below in 2019?

65%

14%

13%

8%

None of the Above

Practice Will Merge With
Other Practice

Practice Will Join
a Hospital

Practice Will Disassociate
From a Hospital
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The Technology Conundrum
Historically, the mandate for the use of technology in

practices becomes more integrated, intuitive and easy

healthcare delivery has been a burden to independent

to use, practices are finding that technology is able to

practices. Dealing with the directive to incorporate

better meet their complex operational needs.

electronic health records (EHRs), billing and other

Technology is now providing staﬀ with better

regulatory requirements into daily operations, along

documentation capabilities, easier billing, faster

with the training, learning curve, security

collections, improved patient communication and

requirements, reporting and more, has presented

greater assurance of compliance. Physicians are able to

significant operational challenges for independent

document care delivery more eﬀiciently while meeting

practices. Providers complain that they spend more

their patients face-to-face or in telemedicine sessions.

time implementing and interfacing with technology

Improving technology enables independent practices

than they do with patients.

to compete with larger healthcare institutions and
focus on the service that is valued the most – patient

The healthcare industry is seeing a sea-change in

care. A recognition of the growing value of integrated

relation to technology’s ability to deliver value and

technology solutions is reflected in all practices.

now the tide is turning. As technology for independent

Do you think integrated technology solutions
are needed to improve efficiency and profitability of your practice?
Completely Agree

Somewhat Agree

Neither Agree or Disagree

Somewhat Disagree

Completely Disagree

69%

37%
32%

of all providers agree that integrated technology
solutions are needed to improve the eﬀiciency &
profitability of their practice

16%
8%

8%
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SECTION TWO

Delivering Care
Priorities in Delivering Care Among Established
and Newer Practices
While all practices prioritize improving care delivery as

management, with a notably higher significance given

a top initiative, established practices in business for 11

to population health management. 60% of newer

years or more gave it the highest priority with 81%

practices opposed it to only 49% of more established

stating it is extremely or very important. Only 68% of

practices stating population health was important. All

practices in business 10 years or less ranked it the

practices prioritize regulatory compliance similarly,

same. Newer practices give a more balanced

with 60% for newer practices and 54% for established

prioritization to delivering care, care coordination,

practices.

regulatory compliance and population health

How Important Is Improving Upon These Initiatives
to Your Practice in 2019?
Population Health Management

Care Delivery

11 or more
years in practice

10 or less
years in practice

81% agree

49% agree

that improving delivering
care is important

that population health
management is important

68% agree

60% agree

that improving delivering
care is important

that population health
management is important
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The Care Delivery Workflow for the Independent Practice
In order for independent practices to be successful, they need to optimize their most important resource – the
providers' time. Without the right approach and tools, the administrative hassles that providers face will distract them
from their most important job — patient care.

Planning for Success

1

Team
Responsibilities

Patient Reminders
& Scheduling

Software
Setup

Patient
Intake

Security &
Compliance

Eligibility
Check

Referrals &
Authorizations

Enrollments

CMS Incentive
Program
Reporting

Your Care
Delivery
Workflow

CMS

Charge Capture
and Superbill

Review Agenda/
Schedule

Delivering
Care

$

Image and
Document Management

Care Coordination
& Patient Engagment

Managing Referrals,
Labs, Tests, and Imaging

4

Before the Visit

2

Post Visit

ePrescribing

3

Delivering Care
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The Challenge and Commitment of Delivering Care
The Kareo survey has gathered sentiment around some

Designing workflow operations to support this

of the key themes aﬀecting care delivery in the

valuable asset is a critical step in creating a

independent practice. Results show nearly half of

patient-centered practice that patients value. This

respondents completely agree with the idea that

approach will become even more important in the

increasing demands on provider time are impacting

coming years as value-based modifiers, quality

care delivery, practitioners are striving to avoid

measures and other initiatives become permanent

burnout, and managing quality measures is

components of the reimbursement landscape.

cumbersome. A slightly smaller percentage feel that
EHR data input detracts from the ability to deliver care.
Practices are prioritizing integrated technology as a
way to alleviate demands on the practice’s most
valuable resource – the provider's time.

Practice Sentiment on Care Delivery
Completely Agree

Somewhat Agree

0%
Increasing demands on
provider time are impacting
care delivery
Avoiding burnout/remaining
dedicated to medicine is an
ongoing challenge
Managing quality measure
incentives / disincentives is
cumbersome
The time demands of EHR
data entry detracts from the
ability to deliver patient care

Neither Agree or Disagree

Somewhat Disagree

Completely Disagree

100%

Established providers are 29%
more likely than newer providers to
agree this is a challenge

Established providers are 24%
more likely than newer providers to
agree this is a challenge
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Priorities in Enhancing Care Delivery
The care delivery workflow of independent practices

other priorities received a nearly identical cumulative

has become increasingly complex in today's

total of importance. The priorities are security and

technology-driven and regulatory-laden healthcare

compliance, improving diagnostics, prescription

environment. When delivering care today, providers

management, managing labs and testing, improving

are required to consider much more than just the

treatment adherence, and point-of-care

health of their patients.

documentation. That’s a lot of “job ones.” Without the
right processes and systems in place, the

Seventy-seven percent of respondents agree that

administrative burdens that providers have to tackle

“streamlining your care delivery workflow to allow you

will impact patient care.

to spend less time in your EHR” is important, but six

How Important Are These Care Delivery Initiatives in 2019?
0%

100%

Streamlining your care delivery workflow to
allow you to spend less time in your EHR
Security and compliance
Completely Agree
Improve diagnosis and reduce
diagnostic error
Prescription management
Managing labs and testing

Somewhat Agree
Neither Agree or Disagree
Somewhat Disagree
Completely Disagree

Improving treatment adherence

Point of care documentation

Diﬀering Care Delivery Priorities in Established v. Newer Practices
Established providers that have been in practice for 11 years or more were 25% more likely than newer practices to
agree that improving treatment adherence was very important. While lack of patient adherence has always been an issue
for providers, with the new pressures of value-based care and its eﬀects on reimbursement, treatment adherence is
increasingly important.
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Prioritizing Care Coordination
While a lesser priority than delivering care (82%), care

Newer transition of care requirements call for

coordination (71%) is still a high priority for

interoperable documents that include key health data

independent practices. At the same time, 7 out of 10

(e.g., name, date of birth, and medications), as well as

times providers refer patients to the same provider for

a standardized format for exchange. A transition of

a given specialty. Also, though 77% believe it’s

care summary provides critical information as patients

important to keep patients in-network, 80% of the time

transfer between diﬀerent physicians at diﬀerent

they refer out-of-network and most often by phone.

health organizations or even distinct levels of care

1

within the same organization.

2019 Care Coordination Priorities
Agree

Neither Agree or Disagree

Disagree

75% agree

71% agree

70% agree

Receiving transitions
of care from other doctors
is a priority

Tracking the
status of referrals
is a priority

Sending transitions
of care to other doctors
is a priority

1. Kryuus, Inc., 2018 Referral Trends Report
https://www.kyruus.com/2018-referral-trends-infographic
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Slow Adoption of Population Health Management
Considering all the internal processes and concerns

As quality measures increase in importance and EHR

independent practices are facing, it’s not surprising

systems improve in their ability to measure outcomes,

that population health management is emerging

population health will become a more important

slowly. Population health management is quickly

measure for independent practices. This is further

becoming the standard of care for healthcare

supported by the greater importance placed on

organizations of all sizes. This change has brought

population health management as shown in the next

concern to many solo practitioners and small practices,

section.

as it takes several steps to become fully compliant. The
technological changes population health management
requires is only one part of the equation; it could aﬀect
many other areas of practice as well, such as monetary
issues and staﬀ concerns.

Practice Sentiment on Population Health Management
Agree

Neither Agree or Disagree

Disagree

51% agree

52% agree

Comparing chronic care
patients to others outside
my practice is a priority

Comparing chronic care
patients to one another
within my practice is a priority

11
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The Role of Technology in Delivering Care
Modern care related technologies such as online

on is their EHR. However, only 64% of respondents are

medical records and health portals, telemedicine, and

currently using an EHR. In addition, 17% plan to

wearable devices have the potential to put patients in

acquire EHR technology for the first time in 2019, and a

greater control of their health than ever before. They

quarter of practices are looking to switch technology

improve access to information, make getting care more

vendors. The fact that over 40% of independent

convenient and less expensive, and improve health

practices could be using new technology within the

outcomes.

next 12 months bodes well for the streamlining of the
care delivery workflow.

In looking at the technology that enables the care
delivery workflow, the core software that providers rely

64%

17%

25%

of respondents are
currently using an
EHR/EMR

of respondents plan to
acquire EHR/EMR technology
for the first time in the
next 12 months

are looking to switch
EHR/EMR vendors in
the next 12 months
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SECTION THREE

Getting Paid
Thanks in large part to HIPAA mandating many of the

Second only to care delivery, practices place a high

electronic administrative transactions that we have

degree of importance on insurance reimbursement and

today, medical billers can verify eligibility, send claims,

patient collections, the two key issues in getting paid.

post remittance advices and check the status on

Getting paid is becoming more challenging as practices

outstanding claims in a fraction of the time it used to

are seeing declining reimbursements from third-party

take just to do half of those tasks. This can reduce

payers, increasing patient payment responsibility and

costs and increase net collections because billing staﬀ

the complexities of the value-based payment model.

have more time available to follow up on outstanding
claims and patient accounts.

How Important Is Improving Upon These Initiatives
to Your Practice in 2019?
Completely Agree

Somewhat Agree

0%

10%

Neither Agree or Disagree

20%

30%

40%

50%

Somewhat Disagree

60%

70%

Completely Disagree

80%

90%

100%

Insurance
Reimbursements

Patient
Collections
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The Consumerization of Healthcare
In today’s complex web of increasing regulations,

The consumerization of healthcare demands that

shifting payment burdens and value-based

independent practices be prepared to inform their

reimbursement, the bottom line is that responsibility

patients quickly and accurately about insurance

has to fall somewhere and that is ultimately with the

reimbursements. They also need to have eﬀicient,

patient. With greater responsibility, however, comes

nonconfrontational methods for collecting from

greater control and choice, thus prompting a new era

patients, and eﬀective ways to convey the value of

of consumer-driven healthcare. Some considerations

their practice to present and future patients.

include:

Consumer-driven healthcare represents a sea change
in the daily operation of the independent practice.

• The increased availability and choice of high
deductible health plans (HDHP) as a method of
shifting rising healthcare costs from the employer to
the consumer places an increasing amount of
financial responsibility on the patient
• With the increase of financial burden comes an
increased desire among patients to get maximum
value for the money
• Satisfying patient expectations requires more
transparency on the part of providers
• Providers have the opportunity to become the
primary source of education, information and the
tools that patients need to take ownership of their
own health
• As the percentage of value-based payments to
clinicians increases, the importance of patient
compliance with care plans likewise escalates, while
the higher out-of-pocket cost of care can have a
negative impact on compliance
• As the primary healthcare delivery system,
independent practices are most directly impacted by
the consumerization of healthcare

14
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Challenges in Getting Paid
Declining reimbursements from third-party payers,

The 63% of practices that find their patients more

increasing responsibility for payment falling on

frequently paying for services directly are challenged

patients, and the complexities of the changeover to

by the fact that while 68% of patients failed to fully pay

value-based payment and merit incentives confronts

oﬀ medical bill balances in 2016 – up from 53% in 2015,

practitioners every day. Those who most strongly

and 49% in 2014 – this number is expected to climb to

agreed with the statements, "I am seeing declining

95% by 2020.1 In addition, consistent with what

reimbursements from 3rd party payers," "managing

providers reported, there is a continued increase in

quality measure incentives/disincentives is

value-based payments with 34% of total U.S.

cumbersome," and "avoiding burnout/remaining

healthcare payments tied to alternative payment

dedicated to medicine is an ongoing challenge" were

models (APMs) in 2017—a steady increase from 23%

statistically most likely to say their practices would

two years ago.2 Without eﬀective tools and processes

shrink in 2019.

for practice engagement and population health
management, however, this trend can present a risk to
the independent practice.

Practice Sentiment on Getting Paid
0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

Increasingly my patients are direct paying for
services because it’s not covered by their insurance
provider due to exclusions or high deductibles
I am seeing declining reimbursements from 3rd
party payers
Value-based payments are an increasing
percentage of how I am reimbursed

I participate in a Merit Based Incentive Payments
System (MIPS) reimbursement program
I have had to increase my fees in the last 12
months to make up the diﬀerence in reduced
patient collections

Completely Agree

Somewhat Agree

Neither Agree or Disagree

Somewhat Disagree

Completely Disagree

1) Patients May be the New Payers, But Two in Three Do Not Pay Their Hospital Bills in Full, TransUnion Healthcare, June 26, 2017
2) HCP-LAN , 2018 APM Measurement Eﬀort, October 22, 2018
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The Increasing Importance of Patient Collections
Self-pay and high deductibles are on the rise. This trend of increasing patient payment responsibility has made getting
paid more challenging, leading to a decrease in net collections for most medical practices. For practices to financially
thrive, patient collections can no longer be an afterthought left to the end of the billing process. Practices need an
end-to-end patient collections plan that will yield higher revenue while maintaining a positive relationship with their
patients.

1

Planning for Success

2

Staﬀ Training

Before the Visit

Confirm
Appointment

Technology
Inventory

Pre-intake and
Eligibility Check

Update
Financial Policy
Appointment
Reminder With
Estimated Payment
Access KPIs

$

Patient
Collections
Workflow

Follow-up Visit
• Re-check
eligibility
• Collect copay
and remaining
balance

Check In
• Eligibility
re-check
• Collect copay

Confirm Follow-up
Visit and Collect
Remaining Balance

Provider Visit

Confirm Balance
and Send Statement

4

After the Visit

Check Out
• Schedule follow-up visit
• Collect estimated co-insurance

3

During the Visit
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Confronting the Challenges to Getting Paid
Independent practices attack payment challenges with

Integrated solutions can directly address these

tools and processes that give them accurate

challenges and top priorities of independent practices.

information fast and automate steps that relieve

They can aid overworked oﬀice staﬀ to ensure they bill

overworked staﬀ. Practices want the most eﬀicient

insurance companies 'right the first time,' as well as

means possible to discern what insurance will pay and

support them with simple and straightforward

what patients will then owe. They also need methods

methods of collecting from patients at the point of

to collect those funds expeditiously. These highly

care.

prioritized requirements from independent practices
provide a virtual roadmap for the development of
technology solutions to aid the independent practice in
competing in the healthcare environment.

How Important Are These Patient Collection Initiatives in 2019?
Extremely Important

Very Important

0%

Somewhat Important

10%

20%

30%

Not Very Important

40%

50%

60%

Not Important at All

70%

80%

90%

100%

Easily determine insurance eligibility
Easily determine patient responsibility

Easily collect copays
Collecting at the point of service

Track patient payments
Sending patients reminders
Providing additional patient self-pay options
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Getting the Basics Right – Insurance Reimbursement
Managing the revenue cycle eﬀiciently is one of the most challenging parts of operating an independent practice. Each
phase of the revenue cycle has is own unique challenges. A breakdown in one part of the process can result in wasted
time and lost revenue. It is vital for the financial stability of the independent practice to have a clearly defined revenue
cycle workflow that works.

1

Planning for Success

2

Enrollments

Patient Intake

Appointment Scheduling

Software
Setup

Check In

Practice
Setup

Eligibility
Check

$

Insurance
Reimbursements
Workflow

Process
Improvement

Charge Capture
& Encounter
Review

Claims Management
& Submissions
Reporting
Rejection & Denial

Establishing
KPIs

4

Monitor Financial Health

Payment Posting

3

Claims Processing
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Getting the Basics Right – Insurance Reimbursement
Addressing advanced programs like value-based

maximum benefits. Providers who completely agreed

payments and merit incentives isn’t feasible until

with the importance of "reducing insurance denials"

independent practices get the basics under control.

were statistically more likely to say their practices

Many practices are simply attempting to understand in

would shrink in 2019. The adoption of analytics and

advance what insurance providers will cover in order to

reporting has a significant role to play in covering the

reduce the overhead of getting reimbursed for

basics for independent practices.

How Important Are These Insurance Reimbursement Initiatives in 2019?
Extremely Important

Very Important

Somewhat Important

Not Very Important

Not Important at All

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%

Reducing
claim rejections

Reducing
insurance
denials

Following up
with insurance
on unpaid claims

Determining
insurance
eligibility

Better first pass
claim resolution

Streamlining
charge entry

Reporting and
analytics
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The Role of Regulatory Compliance in Getting Paid
Independent practitioners have taken HIPAA to heart,
with 76% rating HIPAA compliance as extremely or very
important to their practice. Encouragingly for the

Overall, how satisfied are you with your
ability to track and report regulatory
compliance matters?

future of independent practices, 67% consider quality
measures as extremely or very important and over 50%

15%

of independent practices consider each of the

Extremely Satisfied

compliance categories to be extremely or very
important.
While independent practices rated regulatory

29%

Very Satisfied

33%

Somewhat Satisfied

compliance high in importance to their futures, they
are not as optimistic in their evaluation of their ability
to record and report compliance matters. Significantly,
newer providers (less than 10 years in practice) are 61%
more likely than those that have been in practice for 11
years or more to be extremely satisfied with their
ability to track regulatory compliance, perhaps

11%

Not Very Satisfied

12%

Not Satisfied

reflecting the fact that they use newer technology.

How Important Are These Regulatory Compliance Initiatives in 2019?
Extremely Important

Very Important

0%

Somewhat Important

10%

20%

30%

Not Very Important

40%

50%

60%

Not Important at All

70%

80%

90%

100%

HIPAA
Quality measures
MIPS improvement activities
MIPS advancing care (ACI)
Meaningful use (MU)
Participating in any additional programs
(i.e. PCMH, HEDIS)
Advanced APMs
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The Role of Technology in Getting Paid
In getting paid, the use of technology already plays a

they plan to change billing/practice management

significant role in independent practices. Over 80% of

solutions in 2019. This suggests that the move to

practices currently use or plan to soon implement

greater integration and automation is underway in this

some form of billing and/or practice management

important practice function.

solution. In fact, the survey suggests that a significant
number of practices are already onto a new generation
of technology for this function, since 24% indicate that

70%

13%

24%

of respondents are currently
using a billing/practice
management solution

of respondents plan to acquire a
billing/practice management
solution for the first time in the
next 12 months

of respondents are looking to
switch billing/practice
management vendors in the
next 12 months
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SECTION FOUR

Patient Engagement
Independent practices have more demands for their

The need to improve patient engagement is seen as a

time than ever before. When a practice becomes time

major initiative for 2019. With this in mind, practices

constrained, one of the first things to break down is

are putting a high level of importance on improving the

patient communications. This deterioration of the

end-to-end patient experience, with established

patient experience can be damaging to a practice when

providers prioritizing it even higher. As healthcare

patients aren't properly scheduled, appointments are

becomes more patient-centric, consumers will

missed, eligibility is not verified, patient intake is not

increasingly demand convenient, timely and

complete, after-hours questions from patients don't

personalized care aligned with their unique health and

get answered, prescriptions don't get renewed, and so

wellness needs.

on. This culminates into wasted time for providers and
staﬀ, a poor patient experience, and revenue loss for
the practice.

How important is improving upon patient
engagement for you?
Agree

Neither Agree or Disagree

Disagree

79% agree
that patient engagement
is important

Established providers in practice for
11 or more years are 19% more
likely than newer practices to
choose extremely or very important
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Quality Metrics Drive Patient Engagement
As more independent practitioners prioritize the

engagement. In contrast, patients were far more

importance of quality measures to the future of their

certain about the role of technology, with 79% of

practices, the recognition of the need for enhanced

respondents stating they were more likely to select a

patient engagement to achieve quality outcomes also

provider that allows them to conduct healthcare

increases. While 62% of respondents agree that

interactions online or on a mobile device1, and 78%

non-adherent patients are aﬀecting their quality

wanting better access to mHealth and telehealth

metrics, they are slower to realize adoption of

tools.2

technology processes that might improve patient

Practice Sentiment on Patient Engagement
Completely Agree

Somewhat Agree

0%

Neither Agree or Disagree

10%

20%

30%

40%

Somewhat Disagree

Completely Disagree

50%

80%

60%

70%

90%

100%

Non-adherent patients are aﬀecting
my quality care metrics

I need better patient engagement to improve
care delivery and patient adherence to
treatment plans

1. Engaging patients to decrease costs and improve outcomes, Medical Economics, Jan 2015
https://www.medicaleconomics.com/medical-economics/news/engaging-patients-decrease-costs-and-improve-outcomes
2. Patients Want More Access to Telehealth, mHealth Treatment, Patient Engagement HIT, February 2017
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Patient Engagement – Workflow
In this patient-driven healthcare landscape, an increased focus on patient experience is needed to better manage time,
improve care delivery and increase practice revenue. To be successful, patient experience management needs to be a
responsibility shared by the entire practice. This can be daunting, but recent improvements in technology have made
managing the end-to-end patient experience much easier.

Finding New Patients

1

2

Directory
Management

Reputation Management

Patient
Scheduling

Appointment
Reminders

Reputation
Management

Online
Presence

Online Patient
Intake

Your Patient
Engagement
Workflow

179

Practice
Analytics

206
477

Decrease
No Shows

Patient
Surveys

Patient
Collections

Patient
Communications

4

Ongoing Patient Engagement

Treatment
Plan Adherence

3

The Patient Visit

State of the Independent Practice Industry Survey | Patient Engagement

The Challenge of Optimizing Patient Engagement
Over three-quarters of respondents considered the full

business for 10 years or less placed greater importance

range of patient interaction tools and processes to be

on "getting found" online at 61% compared to 45% for

extremely or very important. Considering the large

practices that have been in business for over 11 years.

number of technology solutions available to automate

In addition, these more established practices reported

many of these tasks, the high priority of patient

that they placed a greater importance on patient

engagement suggests the need for practices to

scheduling, eﬀicient two-way communication, and

optimize their patent interaction workflow. Not

improving treatment plan adherence.

surprisingly, newer practices that have been in

How Important Are These Patient Engagement Initiatives in 2019?
Extremely Important

Very Important

0%

10%

Somewhat Important

20%

30%

40%

Not Very Important

50%

60%

70%

Not Important at All

80%

90%

100%

Eﬀicient two-way communication
Care coordination
Scheduling appointments
Patient retention
Care plan adherence
Reducing patient no shows
Improving patient intake
Patient appointment reminders
Online patient reviews
Getting found online
Improving your online presence
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Acquiring and Keeping Patients
As could be expected, independent practices place a

getting found online (66%), patient reviews (63%) and

very high priority on acquiring patients and keeping

surveys (60%). However, this response rate represents

them coming back. While patient referrals are the

a relatively low importance given to online

number one method of acquiring new patients for all

discoverability by independent practices, which is

practices, newer practices (10 years or less) placed

contrary to their goal of achieving practice growth.

greater emphasis on online marketing, including

How Important Are These Practice Growth Initiatives in 2019?
Extremely Important

Very Important

0%

Somewhat Important
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40%

Not Very Important

50%

60%

70%

Not Important At All

80%

90%

100%

Reocurring visits
Patient referrals
Aquiring new patients
Getting found online
Online patient reviews
Patient surveys
Adding additional providers
Acquiring/Merging with another practice
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The Role of Technology in Patient Engagement
While a very high priority for independent practices,

software. While this is a low adoption rate for such a

the area of patient engagement is significantly

critical workflow, the fact that 20% of respondents plan

underdeveloped in terms of technology and process

to acquire patient engagement technology over the

adoption. This represents a huge opportunity for

next 12 months shows movement toward the

growth and improvement among independent

accomplishment of this priority.

practices.
In looking at patient engagement technology, only 52%
of respondents are currently using patient engagement

52%

20%

22%

of respondents are
currently using a patient
engagement solution

of respondents plan to
acquire a patient engagement
solution for the first time in
the next 12 months

are looking to switch
patient engagement vendors
in the next 12 months
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SECTION FIVE

Role of Technology
Initial technology mandates were seen as negative by

Technology adoption for billing, EHR and patient

independent practices, causing ineﬀiciencies and

engagement solutions is high. Newer technology

additional work for providers and their staﬀ. A flood of

solutions such as mobile apps and telemedicine, which

sotware providers initially entered the market, but

enable better patient engagement, are on the rise but

solutions were immature, and the companies were not

still have relatively low adoption. Interestingly, the

properly positioned to address the regulatory changes

practices expecting to grow in 2019 were statistically

and provider demands that would be asked of them.

more likely to add a mobile solution in the coming

Today, solutions are maturing and becoming more

year. In spite of CMS reimbursing clinicians for

integrated (care delivery, billing, engaging patients,

communication technology-based services beginning

regulatory compliance, practice growth), thus

January 1, 2019, expected uptake of telemedicine

delivering on the promised improvements in workflow

remains low.

made long ago. Independent practices are finally
seeing the many ways that technology can make them
successful.

Technology Trends for 2019
0%

10%
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Billing/Practice management
EHR/EMR

Patient engagement

Mobile applications
Telemedicine

We Currently Use
Technology For This

We Plan To Acquire This
Technology For The First
Time In The Next 12 Months

We Do Not Plan To Add
Technology To Our Practice
In The Next 12 Months To
Address This

We Do Not Currently
Do This

28

State of the Independent Practice Industry Survey | Demographics

Kareo Survey Respondent Background and Methodology
The 2019 Kareo State of the Independent Practice

independent practices enhance quality of care,

Survey, concluded January 2019, includes responses

improve eﬀiciency, and increase revenue. The material

from 782 independent healthcare practice providers

included in this report reflects information provided by

and staﬀ throughout the U.S., including primary care

U.S.-based organizations only. Survey questions

physicians and practices in more than 50 specialties.

included multiple choice, multiple selections, and

This report provides valuable insight into best

open text. Figures may not add up to 100 percent due

practices and industry trends that may help

to rounding numbers or multiple-selection questions.

60% of respondents were Providers,
Doctors, Medical Directors or CEOs of

60%

practices.

12%

11%

9%

7%
1%

Provider/Doctor/Medical Director/Owner/CEO

Physicians Assistant/Medical Assistant

COO/CFO/Oﬀice Manager

Other - Write In (Required)

Registered Nurse/Nurse Practitioner/Other Nurse

Front Oﬀice/Reception/Scheduling/Staﬀ

1%

Biller/Collections/Accounting
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Company Size
More than half of respondents were in practices with 2 or fewer
providers, and 81% were in practices of 5 or fewer providers.

29%
1 Provider

23%
2 Providers

29%
3-5 Providers

8%
6-10 Providers

11%
More than
10 Providers
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About
Kareo is the only cloud-based and complete medical
technology platform purpose-built to meet the unique
needs of independent practices and their billing partners.
Today, Kareo helps over 1,600 billing companies and
50,000 providers across all 50 states run a more eﬀicient
and profitable business, while setting them up to deliver
outstanding patient care. With oﬀices across the country,
Kareo's mission is to help independent practices—and the
billing companies that support them—succeed in an
ever-changing healthcare market. More information can
be found at www.kareo.com.

GoKareo

GoKareo
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