
Consumers prefer to learn 
about their available 

payment options directly 
from their provider.

By communicating cost 
upfront and offering 

payment options, providers 
can help patients manage 

their healthcare costs. 

61%
Prefer communication 

from provider 
(including email, mailed 

materials, phone call, text 
message, website)

More than half (59%) of consumers feel there are a 
limited number of payment options available through 
their healthcare provider when it comes to paying for 
out-of-pocket medical expenses. 

describe deciding how to pay for out-of-pocket medical 
expenses as stressful, frustrating, challenging, confusing.

Patients face a payment 
journey that is expensive, 
stressful, and challenging  

feel stressed, anxious, sad, overwhelmed, 
annoyed, frustrated about out-of-pocket 
medical expenses.

50%

40%

1. Synchrony Consumer Healthcare Journey Research. September 2023.

Synchrony (NYSE: SYF) is a premier consumer financial services company delivering one of the industry’s most complete digitally enabled product suites. Our experience, expertise and scale encompass 

a broad spectrum of industries including digital, health and wellness, retail, telecommunications, home, auto, outdoor, pet and more. We have an established and diverse group of national and regional 

retailers, local merchants, manufacturers, buying groups, industry associations and healthcare service providers, which we refer to as our “partners.” We connect our partners and consumers through our 

dynamic financial ecosystem and provide them with a diverse set of financing solutions and innovative digital capabilities to address their specific needs and deliver seamless, omnichannel experiences. We 

offer financing products to customers in their channel of choice. For more information, visit www.synchrony.com.

Disclaimer: This content is subject to change without notice and offered for informational use only. You are urged to consult with your individual advisors with respect to any information presented. 
Synchrony and any of its affiliates, makes no representations or warranties regarding this content and accepts no liability for any loss or harm arising from the use of the information provided.

Healthcare Consumerism: How Costs  
Impact the Consumer Healthcare Journey

With the costs of healthcare rising, many Americans have difficulty paying for care. 
According to Synchrony’s recent Consumer Healthcare Journey Research1, which surveyed 
2,336 consumers, more than half (52%) struggle to pay for out-of-pocket medical expenses.

For providers looking to improve the payment process, 
offering third-party financing options can help patients 
manage their out-of-pocket healthcare costs.

All insights included in this infographic are sourced from Synchrony’s Consumer Healthcare Journey Research.

When deciding where to get care, how to pay for and manage 
healthcare costs are top considerations for consumers.

Factors in Deciding Where to Go for Treatment Ranked by Importance
(Extremely/Very Important)

Consumers are willing 
to spend money on 
healthcare, but not 
everyone is able to. 

of consumers would 
pursue additional medical 
services if they had better 
ways to pay for them.  

Accepted my insurance

Cost of the service

Offered a variety of payment options 
including special financing

Was the least expensive option

86%

71%

59%

43%

describe deciding how to pay for out-
of-pocket medical expenses as stressful, 
frustrating, challenging, confusing.

76%

Less than half of patients (43%) are Extremely/Very satisfied with 
the available options to pay for out-of-pocket medical expenses.

How Patients Paid for OOP Costs

53%  Credit Card 21%  Payment Plan  
(from provider)

49%  Debit Card

8%  
Installment 
Loan 
(from provider)

26%  Cash/Check

10%  Buy Now,  
Pay Later

23%  HSA/FSA 7%  Healthcare 
Specific 
Credit Card

struggle to pay for 
out-of-pocket medical 
expenses

report delaying or pushing 
off medical treatments due to 
expenses or out-of-pocket costs

53%52%


