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E X ECU TIVE  SUMM ARY

COVID-19 has forever 
changed the healthcare 
landscape, including the 
habits and expectations of 
patients and plan members. 

Using our cumulative 100+ years of healthcare 
experience and expertise with health insurers and 
providers across the nation, we reflect back on the 
past year and examine the pandemic’s impact and 
subsequent trends, analyzing what they mean for the 
future of healthcare and business.
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6

COVID-19 has
considerably impacted 
the healthcare ecosystem, 
with many changes  
having staying power

With continued concerns about contagion,  

patients have delayed significant amounts of urgent 

and emergent treatment in addition to non-acute care, 

elective procedures and preventive health measures 

and screenings.

H E A LT H C A R E
E C O S Y S T E M
TRAFFIK’s Post-Covid-19 

Predictions

P O L I C Y

Following Medicare's lead, 
new legislation will protect 

access to post-COVID-19 
telehealth for disadvantaged 

communities.

H E A LT H
I N S T I T U T I O N S

Providers will need 
to focus on greater 

agility and flexibility to 
maintain long-term 

operational e�iciency.

H E A LT H  
I N S U R E R S

Telehealth will become 
a permanent feature in 
benefits, but unknown 
long-term e�ects of 
COVID-19 may impact 
future policies.

PAT I E N T S

There will be long-term 
health implications both due 
to unknown e	ects of the 
disease and exacerbated 
non-COVID-19 conditions.
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Dec 2020 Jan 2022

W E  F O R E S E E  T H AT  
A  C O V I D - 1 9  VA C C I N E  

W I L L  B E  M A D E  
W I D E LY  AVA I L A B L E

 B Y  M I D - 2 0 2 1 .

Jan 2020

G
R

O
W

T
H

Aug 2021 Dec 2022

T E L E H E A LT H  A D O P T I O N

P R I VAC Y  A N D  R E G U L AT I O N

SU P P O R T I N G  T E C H  
( E .G . ,  W E A R A B L E S ,  5 G )

Healthcare 
investments set a 
new record, with 
startups drawing much 
of the capital for AI 
advancements.2

Levels 
have dropped 
o� by 70%, now 
encompassing 
about 21% of 
visits.3

74% of Americans state 
they would use telehealth 
for preventive or chronic 
care moving forward.4

Use by 
providers 
increased by 
600% with a 
9,596% increase 
in telehealth 
claims compared 
to 2019.1

7

The pandemic has accelerated patient-focused 
healthcare technology and adoption by 10+ years

A DOP TION OF TE LE HE A LTH PO ST– COVID -19

Advances in remote 

monitoring and online-

offline integration will create 

alternatives to less urgent 

hospital visits, inpatient stays 

and ICU care, expanding 
into home and remote care. 

Successful plans and providers of the future will be proactive in communications about telehealth offerings 

and privacy reassurance to retain and attract patients or plan members. 

TR A FF IK PR E DIC T S
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PHYSICAL R  AMIFICATIONS

Millions of Americans have been delaying care, with 34% of this 

year’s 300,000+ nationwide excess deaths - those beyond the 

expected number - attributed to illnesses and conditions not related 

to COVID-19.5 Beyond delayed care, 36% of Americans gained 

weight since the start of the pandemic.6

ME NTA L R  A MIFICATION S

Mental health conditions kill 800,000 people worldwide every year.7 

As a result of worry and stress over the coronavirus, 53% of 
adults in the United States reported that their mental health  
has been negatively impacted - including greater anxiety, 

depression, stress, loneliness, and even substance abuse.8, 9  

This was accompanied by a rise in physical abuse and will 

undoubtedly affect physical health in other ways in years to come. 

While stay-at-home  
orders slowed the advance 
of COVID-19, millions of 
people confined to their 
homes were faced with  
new stressors 

COVID-19, combined with ensuing economic decline, 

home schooling, and other conditions, has made social 

determinants of health more apparent than ever, with 

mental health conditions especially exacerbated among 

seniors and those earning less than $40,000/year.8
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H U M A N I Z E D  C A R E

COVID-19 is forcing 
the healthcare industry 
to put an increasing 
emphasis on holistic 
care to create better 
health outcomes

Advances in remote 

monitoring and online-

offline integration will create 

alternatives to less urgent 

hospital visits, inpatient stays, 

and ICU care, expanding into 

home and remote care. 

Sought-after and effective 
plans will bridge body 
and mind care through 
technology and policy 
change—whether at the 

federal/statutory level or  

the plan level—to deliver 

access and improve  

health outcomes. 

These health plans will apply 

this integrated mindset to 

their procurement, vendor, 

and contractor prowess, 

partnering with providers 

that can help them fulfill their 

mind-body focus. Along the 

same vein, plans that do the 

above will not be kept out of 

these partnerships.

TR A FF IK PR E DIC T S



Overcoming 
Inequities in 
Healthcare
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COVID-19 has  
further exposed 
existing inequities in 
the healthcare system

As more women are forced 

into traditional roles of family 

care, they will become 

even more influential to 
healthcare decisions. 

Increased scrutiny and 

awareness of social 

determinants of health 

will pressure plans and 
providers to address 
inequities in healthcare. 

R ACIA L A ND E THNIC INEQUITIE S

Similar to most other healthcare issues, COVID-19 has 
disproportionately affected minorities, with Black  
and Hispanic Americans facing the highest risk.  
A combination of social determinants of health place  

them in lower income levels and service industry jobs at 

the front lines of contagion, and make them less likely to 

be insured. While racial disparities in healthcare are widely 

known, COVID-19 revealed the depth of this disparity on  

a national stage.

G E NDE R INEQUITIE S

Mothers are being forced back into traditional gender 

roles of family care as the pandemic has taken away their 

external support systems. Women have held ~60% of all 

lost jobs and 1 in 4 are considering voluntarily leaving the 

workforce or reducing hours to care for their family.10, 11 

Their role as the key family healthcare decision maker 
has become even more emphasized.

TR A FF IK PR E DIC T S

TR A FF IK PR E DIC T S
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B E  P U R P O S E F U L  I N  C O M M U N I C AT I O N

1 2 3

R E V I E W  I N T E R N A L  P R O C E S S E S

H O W  TO
A D D R E S S

I N E Q U I T I E S  I N
H E A LT H C A R E

1 2 3

E M B R A C E  S O C I A L  R E S P O N S I B I L I T Y

1 2 3

1 2 3

Patients and 
plan members 
have greater 
expectations 
than ever before

Personalize 
communication to 
minorities, women 
and disadvantaged 
communities

Review mission 
statements to 
ensure they align 
with changes

Self-audit to identify 
gaps in which more 

can be done to 
improve care for all

Publish & commit 
to improvement and 

action plans

Hire & advance 
more women and 

minorities, o�er 
equal childcare 

leave to men

U N D E R S TA N D  C U S TO M E R S  B E T T E R

Review social
determinants of 
health among 
patients or 
plan members

Understand 
women’s increased 
familial responsibilities 
and needs

Create plans 
that support 
disadvantaged 
patients or plan 
members

Increase 
representation 

of minorities in 
the healthcare 

system

Increase access 
to opportunities by 

funding targeted 
education and 

scholarships

People expect 
brands to further 
causes related to 

social justice

Effective plans and providers will endeavor to promote justice within 
their organizations and the healthcare ecosystem as a whole



Increasing Trust 
and Transparency
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Increased
Access

Increased
Communication

Increased
Satisfaction

D I G I TA L  
T R A N S F O R M AT I O N  
E N A B L E S  
T R A N S PA R E N C Y  
T H R O U G H :

Though health is a subject that requires trust, healthcare is 

one of the sectors that is in need of the most improvement 

to garnering it. It is not enough to put one’s best foot forward 

in caring about the entire population; the key to trust is 

transparency, both across stakeholders (providers and 

insurers) and patients, and within organizations. 

Digital transformation has allowed for improved 

communication, with new tools empowering patients and 

plan members to have more active roles in their healthcare. 

We foresee this having a large impact on Net Promoter 
Scores (NPS) and STAR ratings in the future. In 2019, the 

average health insurer in 2019 was 14, but in 2020—even with 

the disruption of COVID-19—it increased by 36% to 19%.12, 13 

TR A FF IK PR E DIC T S

Health insurers that 
prioritize transparency 
will gain the trust of 
their members and 
provider partners, 
thereby increasing member 

satisfaction, including NPS 

scores and STAR ratings. 

COVID-19 has highlighted the need for trust and 
transparency in healthcare; these will be prerequisites  
to gain and retain patients/members
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E M O T I O N A L
S E C U R I T Y

3

2

1

D
I G I TA L  S E C U R I T Y

4

F I N A N C I A L  S E C U R I T Y

P H Y S I C A L  S E C U R I T Y

H E A LT H C A R E  
T R US T  

H I E R A R C H Y

OB TA INING TR U ST BY A DDR E S SING THE 
P O ST- PA NDE MIC PINN ACLE OF NE E DS

1.  How and where can we let our patients/members know about 

the steps we are taking to keep them safe and healthy to 

encourage them to take advantage of our services?

2.  How can we best get ahead of various patients’/members’ 

financial concerns in obtaining our services at this time?

3.  How do we reassure privacy and ensure patients/members 

take advantage of digital tools to maximize their use of our 

services and their health? 

4.   How can we be proactive about giving our patients/members 

the information and treatment they need?

Providers and insurers will need to understand patients’ and plan 
members’ various needs to tailor messaging and gain trust



OUR R E COMME NDE D A PPR OACH

Political Impact 
on Healthcare
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TR A FF IK PR E DIC T S

While people will initially 

stay in government plans 

out of necessity, we expect 

that these necessary shifts, 

coupled with increased 

confidence in healthcare 

quality following President-

elect Biden’s win, will 

cause people to stay within 

government programs. 

Health insurers will need to 

get better at individual and 

family as well as Medicaid 

insurance, better catering 

to members’ increased 

expectations, and developing 

relationships with the 

government to increase 

their individual, family, and 

Medicaid market shares.

D I S P L AC E D  P E O P L E  W H O  C A N ’ T  
A F F O R D  C O B R A  W I L L  LO O K  TO  
G O V E R N M E N T  P R O G R A M S  TO  

M A I N TA I N  T H E I R  H E A LT H  
I N SU R A N C E .

COMMERCIAL MEDICARE INDIV IDUAL

PRE -COV ID - 1 9

POST-COVID-19

MEDICA ID

Pandemic aftermath, coupled with the changing 
political environment, will cause a shift in health 
insurers’ revenue streams
The pandemic has caused unprecedented unemployment, forcing many Americans into poverty. As many as 14 

million Americans are estimated to lose their health insurance due to job loss.14 Displaced people who can’t afford 

COBRA will look to government programs to maintain their health insurance.

HE A LTH IN SUR A NCE  BU SINE S S MI X  B E FOR E A ND A F TE R COVID -19
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H E A LT H
I N S T I T U T I O N S

P O L I C Y

PAT I E N T S

H E A LT H
I N SU R E R S

N E W
M A N A G E M E N T

E N T I T I E S

As giant corporations 

continue to struggle to serve 

everyone, additional tech-

based healthcare startups 

will enter the market to 

serve niche audiences - 

likely with governmental 

backing. Providers and the 

government will all need to 

work together, which will 

lead to the formation of new 
management entities—

whether created by public or 

private organizations—aiming 
to solve the challenge of 
bridging all stakeholders 
across the ecosystem. This 

will create better processes 

and healthcare delivery 

focusing on population health 

and resource management. 

New management 
entities will arise to 
create better health 
outcomes and support 
efficiencies across  
the ecosystem
Covid-19 has accelerated the push from fee-

for-service to value-based care. While many of 

President-elect Biden’s other healthcare reform 

aspirations will likely be met with congressional 

gridlock, we anticipate that this is just the 

beginning of what will be a lengthy and large 

transformation in healthcare. 

TR A FF IK PR E DIC T S
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Members and patients are spending considerably more time  
on devices. There have been significant increases of device use  

and digital consumption across the board, from Gen Z to Baby 

Boomers, with many changes here to stay, particularly in online  

video and streaming.

Personalization and omnichannel integration are necessary.   
As members and patients use their devices more and replace physical 

activities with virtual ones, it is important for insurers and providers to 

have personable, customized contact at each digital touchpoint.

With increased digital use since the beginning of the pandemic, 
have come higher digital expectations. This has highlighted the 

need for niche, culturally relevant communications in order to reach 

the intended audiences.

COVID-19 has lasting 
effects on patients’ 
expectations of 
their providers and 
communication platforms 

People are looking for their insurers and providers to be 

more reliable, understanding, and anticipatory of their 

needs than ever. Digital platforms need to acknowledge 

users’ desires for belonging and connection, while 

providing the services they need.
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Effective marketing tips to balance short-term  
and long-term KPIs Successful providers 

and insurers will create a 

communications strategy 

that bridges new digital 

habits and expectations.

G E T PE R SON A L 

Segment the market into niche audiences with varied asset creation 

and messaging that resonates with specific segments. 

B E HE LPFUL

Provide educational outreach related to specific needs and focus on 

preventive actions—not just risk or illness mitigation. 

M A K E IT  E ASY 

Reach new and prospective members and patients across multiple 

touchpoints on the channels they visit. 

B E STR ATE G IC  
Build a strong measurement strategy to determine which tactics have 

the highest ROI.

OP TIMI Z E

Use dynamic creative to test tailored content and identify the most 

effective communications and versioning across channels.

VA LUA B LE  
K E Y P OINT S 

As more companies prioritize 

tactics and channels that 

shorten the consumer 

conversion funnel during the 

pandemic, use your long-term 

KPIs as your north star.  

Know your audiences 
and monitor your metrics, 
especially those that can be 

predictive of long-term health 

or lack thereof. Share of search 

may give an early indication 

of potential losses or gains in 

market share. 

TR A FF IK PR E DIC T S
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The future is now. Health providers and plans need to 
proactively respond to these ecosystem changes and new 
patient expectations now to get ahead of competition  
and gain and retain members. 

These are uncertain times and complex challenges. We would love to discuss each of these trends in more 
detail with you and what they could mean for your business.

WE  LOOK FORWAR D  TO HE A R ING FROM YOU!

877-769-1921

TRAFFIKhealth.com 

874 Spectrum Center Drive 
Irvine, CA 92618

CONTAC T TR A FF IK

Anthony Trimino
 PRESIDENT AND CEO 
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