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Health Decision-Making

Patient Consumer Social/Community
Decisions under the 

guidance and 
influence of a 

healthcare provider.

Decisions outside the 
guidance and 
influence of a 

healthcare provider 

Social decisions made that impact 
society and policy.



Example: MRI for Low Back Pain

Patient Social/Community
Willing to pay higher co-pay for an 

MRI for immediate reassurance.
Willing to impose stricter physician 

oversight to prevent overuse.
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ConsumerSocial

Health Decision-Making



When Patients Become Consumers

• Choosing a hospital

– Example: Maternity Care

– Example: Reference Pricing

• Post-Visit Costs

– Example: High drug costs

– Example: Comparing treatment costs



Choosing a Hospital: Maternity Care

Objective: 
• Motivate pregnant women in California to take 

action to reduce the likelihood of having an 
unnecessary C-section 

Finding: 
• Participants were alarmed by the variation in C-

section rates among hospitals. 
• Switching or shopping for a hospital was not 

something they saw themselves doing



Choosing a Hospital: Maternity Care

Challenges:

• Once established with a healthcare provider it 
was difficult for patients to switch due to 
logistical challenges or already established 
trust

• Switching hospitals is daunting



Choosing a Hospital: Reference Pricing

Objective: 
• Understand the trade-offs participants are willing to make for high-

value care.

Finding: 
• Participants had spent a lot of time trying to rationalize why there 

was so much variation in cost



Choosing a Hospital: Reference Pricing

Challenges:

• Participants had a difficult time separating 
cost and quality

• Transparency of cost was welcomed but they 
didn’t know where to look

• Comparing cost and quality is not something 
participants think to do when in need to 
services



Post-Visit Costs: High Drug Costs

Objective:

• Determine the strategies to encourage cost 
conversations between patients and providers

Findings:

• Cost discussions not always appropriate

• Overcome cost conversation hesitancy with 
resources



Post-Visit Costs: High Drug Costs

Challenges:

• Consumers not aware of resources to shop for 
lower cost drugs

• Appropriateness of initiating a conversation 
about alternatives or cost



Disengaged & 

overwhelmed

Becoming 

aware, but still 

struggling

Taking action Maintaining 

behaviors & 

pushing further

Very appropriate

Not appropriate

Appropriateness of Cost Conversation



Post-Visit Costs: Treatment Costs

Objective:

• Understand the ways in which patients 
manage unexpected costs

Findings:

• Patients complicit with high costs

• Consumer resources on how to manage high 
costs are empowering



Post-Visit Costs: Treatment Costs

Challenges:

• Consumers must do the leg work of figuring 
out how coverage and costs with insurance 
companies

• Pay in installments or sent to collections if 
cannot afford treatment



Supporting Patients as Consumers

1. Educate consumers on low-value care
– Once aware of choices, consumers are ready to make 

value trade-offs

2. Engage physicians to empower consumers
– Reduce stigma and normalize the cost conversation. 

Patients and providers are willing to discuss costs, but 
both are hesitant to initiate.

3. Establish systems that promote high value care
– Consumers want support for choosing the 

appropriate healthcare plan.
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