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Objectives

• Discuss the five generational demographics accessing healthcare today

• Identify how generational demographics affect care coordination

• Discuss generation ideas on how to improve care coordination with technology and beyond



Technology Can Be Our Friend



Demographics
Who is accessing and managing healthcare needs?



https://www.pewresearch.org/fact-tank/2019/01/17/where-millennials-end-and-generation-z-begins/

The Generations Defined



Largest Factor Affecting Care Coordination

5 Different Generations using 

or helping others use healthcare

• Greatest Generation/Builder/Maturist

• Baby Boomers

• Gen X

• Gen Y/Millennials

• Gen Z 

• 18-27 years old “independently” using 

healthcare

• Gen Alpha

14



AAPR Research Report May 2020 “Caregiving in the U.S”

Caregiver Demographics



Caregiver Generational Demographics

AAPR Research Report May 2020 “Caregiving in the U.S”



https://www.longtermcarepoll.org/infographic-long-term-care-may-not-be-top-of-mind-for-younger-adults-yet-over-

one-third-of-americans-under-40-are-already-caregivers-2018/

Generational Effects on Care

Many younger adults expect to become caregivers 

in the near future, but few feel prepared

In addition to those with current caregiving experience, 34 

percent think it’s likely they will become a caregiver in the next 

five years. More than half of them say they are not prepared.



Though millennials are more likely to use health 

technology than older adults, about half of seniors 

are using technology to fill prescriptions

Survey Question: In the last 12 months, have you used any 

technologies (e.g., websites, smartphone/tablet apps, digital 

assistants, personal medical devices, or fitness monitors) for any 

of the following health purposes?

Note: Figure indicates the percentage of respondents who 

answered “yes” to the survey question.

Source: Deloitte 2018 Survey of US Health Care Consumers

Millennials Gen X Baby Boomers Seniors





Defining Care Coordination
As we knew it pre-pandemic….



Definition of Care Coordination

The deliberate organization of patient care activities between two or 

more participants involved in a patient’s care to facilitate the 

appropriate delivery of health care services.

Closing the Quality Gap: A Critical Analysis of Quality Improvement Strategies (Vol. 7: Care Coordination).Technical Reviews, No. 

9.7.McDonald KM, Sundaram V, Bravata DM, et al.Rockville (MD): Agency for Healthcare Research and Quality (US); 2007 Jun.

http://www.ahrq.gov/


2009

Case management is a collaborative process of assessment, planning, facilitation, care 

coordination, evaluation, and advocacy for options and services to meet an individual’s and 

family’s comprehensive health needs through communication and available resources to 

promote quality cost-effective outcomes

2016

CMSA Board of Directors has decided to explicitly reference safety definition: 

Case Management is a collaborative process of assessment, planning, facilitation, care 

coordination, evaluation and advocacy for options and services to meet an individual’s and 

family’s comprehensive health needs through communication and available resources to 

promote patient safety, quality of care, and cost-effective outcomes

Definition of Case Management

Case Management Society of America



Social Worker

Nurse Case Manager

Clinical Liaison

Insurance Case Manager

Nurses

Therapists



Factors Currently Affecting Care Coordination 

• Workforce shortage

• Rising costs

• Lower reimbursement

• Return to admissions

• Medicare Advantage

• Lack of transparency in pricing



Factors to Consider for Care Coordination

• Patient satisfaction

• Patient-centered care

• Patient/Family experience

• Quality outcomes

• PDPM (Patient Driven Payment Model) - Skilled

• PDGM (Patient Driven Group Model) - Home Health

• Value Based Purchasing



This is what we want care coordination to look like…



How we really feel!



Generational Effect 

on Care Coordination
Every generation has its own perspective



• 87% of consumers were surprised by a medical bill.
(InstaMed Consumer Healthcare Payments Survey 2021)

• Surprise medical bills average $750 to $2,600. (U.S. Department of Health and Human Services)

• Four in ten respondents have appealed, questioned or fought a healthcare bill. (RWJF)

• 73% of consumers report finding out about cost after care. (West Health-Gallup)

https://www.instamed.com/blog/price-transparency-9-trends-that-impact-consumer-experience/

Lack of Price Transparency Technology

https://www.instamed.com/trends
https://aspe.hhs.gov/sites/default/files/documents/acfa063998d25b3b4eb82ae159163575/no-surprises-act-brief.pdf
https://www.rwjf.org/en/library/research/2021/11/healthcare-affordability--majority-of-adults-support-significant-changes-to-the-health-system.html?cq_ck=1635953545775Paper%20versus%20digital
https://www.gallup.com/analytics/357932/healthcare-in-america-2021.aspx
https://www.instamed.com/blog/price-transparency-9-trends-that-impact-consumer-experience/


• Nine in ten consumers want to know payment responsibility upfront.
(InstaMed Consumer Healthcare Payments Survey 2021)

• 61% of consumers said their providers did not ask about affordability of healthcare

and/or discuss resources to assist with costs. (CVS Health)

• 23% of consumers do not know how to look at their health plan to understand

out-of-pocket costs. (CVS Health)

• Most adults (91%) do not know that hospitals are required to disclose the price of care. 
(Peterson-KFF)

• 85% had not gone online to research the price of treatment at a hospital. (Peterson-KFF)

Lack of Price Transparency Technology

https://www.instamed.com/trends
https://cvshealth.com/news-and-insights/press-releases/new-cvs-health-study-finds-people-are-taking-greater-control-of
https://cvshealth.com/news-and-insights/press-releases/new-cvs-health-study-finds-people-are-taking-greater-control-of
https://www.healthsystemtracker.org/brief/few-adults-are-aware-of-hospital-price-transparency-requirements/
https://www.healthsystemtracker.org/brief/few-adults-are-aware-of-hospital-price-transparency-requirements/


Generational Effects on Care Coordination

• Silent/Greatest Generation

• Trust physicians and seek information from them

• Want physician to direct care

• Prefer face to face communication

• Need things in writing for retention

• Providers need to be clear and explicit in communication

• Baby Boomers

• Want individualized and high-quality care

• Curious and asks lots of questions

• Will research healthcare topics further



• Gen X

• Want to be engaged

• Need to be educated 

• Will change healthcare providers based on a recent experience

• More in common with Millennials than Boomers when it comes to healthcare

• Gen Y/Millennials

• Not satisfied with current quality of traditional services

• Millennial patients prefer strong provider connection

• Less comfortable asking questions / Trouble with expressing concerns

• Will switch providers if they lose confidence

• Want effective, easy to access, efficient and transparent care

• Appreciate and use technology

• Largest generation in 2019 will have greatest influence on future models

Generational Effects on Care Coordination



• Gen Z

• Not satisfied with current quality of traditional healthcare 

• Just beginning to independently use healthcare

• Some are becoming caregivers to Gen X and Boomer grandparents

Generational Effects on Care Coordination



Care Coordination with Technology
Generational approaches to using tech in healthcare 

to improve coordination



Telehealth

Realizing the Power of Virtual Care: Technology that connects care providers and patients can deliver better healthcare outcomes.

Jim Hanus, Ty Mayberry,Tom Stafford

A Variety of Uses Drives Wide Adoption

Telehealth services have broad appeal for 

patients and care providers, particularly in 

specialties such as mental health, neurology, 

gastroenterology, internal medicine, 

pulmonology, family medicine and pediatrics.

The pandemic accelerated adoption of many 

forms of virtual care. McKinsey predicts that 

virtual care could represent up to $250 billion 

in annual healthcare spending, up from $3 

billion before the pandemic.

Patients embraced the ease, safety and 

convenience of telehealth. Research shows 

that patients want telehealth to be widely 

available. McKinsey found that 76 percent of 

adults are interested in using telehealth.



Health Technology and Home Care 

https://www.mckinsey.com/industries/healthcare-systems-and-services/our-insights/the-future-of-healthcare-value-

creation-through-next-generation-business-models

Within home care, emerging value 

pools include home infusion, remote 

patient monitoring, and other 

categories such as hospital at home.



Mental Health: Systematic Literature Review

Benefits of care coordination technologies - Three Studies

• “EHRs were the most commonly assessed technology for care 

coordination”

• Shared access between providers

• High satisfaction for billing, scheduling, and screening

• Mental Health care is fragmented and inadequate for maintaining 

continuity of care

• Real-time interactive communication between physicians and patients

• Electronic health records (EHRs) can promote coordinated care in 

disparate care settings 

• Collaborative decision making between providers and patients

Use of technology for care coordination initiatives for patients with mental health issues: a systematic literature review Neuropsychiatr Dis 

Treat. 2018; 14: 2337–2349.Published online 2018 Sep13. doi: 10.2147/NDT.S172810

https://www.ncbi.nlm.nih.gov/pmc/articles/PMC6143125/
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC6143125/
https://doi.org/10.2147%2FNDT.S172810


Omni Channel

• “Denoting or relating to a type of retail that integrates the 

different methods of shopping available to consumers”

• Shopping online from a desktop or mobile device, by 

telephone, or in a brick-and-mortar store

Care Coordination Needs
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https://technofaq.org/posts/2020/08/3-surefire-ways-to-help-improve-the-customer-experience-cx-in-2020/
https://technofaq.org/posts/2020/08/3-surefire-ways-to-help-improve-the-customer-experience-cx-in-2020/
https://technofaq.org/posts/2020/08/3-surefire-ways-to-help-improve-the-customer-experience-cx-in-2020/
https://technofaq.org/posts/2020/08/3-surefire-ways-to-help-improve-the-customer-experience-cx-in-2020/
https://technofaq.org/posts/2020/08/3-surefire-ways-to-help-improve-the-customer-experience-cx-in-2020/
https://technofaq.org/posts/2020/08/3-surefire-ways-to-help-improve-the-customer-experience-cx-in-2020/
https://technofaq.org/posts/2020/08/3-surefire-ways-to-help-improve-the-customer-experience-cx-in-2020/


Improving Outcomes: Integrated Care

Time

• Patient/family spend less time “figuring” out next level of care

• Less siloed care if within an integrated system

Cost

• Contracts in place

• Decreased risk of lost revenue/out of network for patient

Engagement

• Keeps patient and family engaged 

• Decreases decision making stress = happier patient

Feedback

• Improves overall customer experience during a difficult time



Healthcare is no longer a one-way 

transactional process.

It’s all about communication.



Broad Care Coordination

• Teamwork

• Care management

• Medication management

• Health information technology

• Patient-centered medical home

https://www.ahrq.gov/ncepcr/care/coordination.html

https://www.ahrq.gov/ncepcr/care/coordination.html


IT TAKES A VILLAGE



Improving Care Coordination - Village Approach

Silent / Greatest / Maturist

• Pre-Covid

• Paper

• Face to Face care

• Family/advocate managing ALL care

• Post-Covid

• Calls

• Technology

• Group Telehealth

• More Home Care

• Portals- Family/advocate involvement



Baby Boomers 

• Pre-Covid

• Email

• Calendar appointments

• Some texting

• Face to Face in office

• Post-Covid

• Telehealth- preferred 

• Texting

• Portals

Improving Care Coordination - Village Approach



Gen X

• Pre-Covid

• Communicate, Communicate, Communicate

• Texts

• Calls

• Portals

• Less paper

• Post-Covid

• Communicate, Communicate, Communicate

• Portals

• Texts

• Calendar invites

Improving Care Coordination - Village Approach



Gen Y / Millennials

• Pre-Covid

• Texting, texting, texting

• Patient portals

• Less email

• Post-Covid

• Telehealth

• Portals

• Apps

Improving Care Coordination - Village Approach



Gen Z

• Pre- and Post-Covid

• Feel invincible but very lost- haven’t had to use healthcare as much

• Use technology 

• Need education and guidance on how to navigate healthcare for others

• Need the most education about healthcare

• Efficient with communication

• Transparency is important

• Will use primarily technology- Not phone calls!

Improving Care Coordination - Village Approach





Future of Care Coordination

• Better interoperability between platforms

• Spend money on care coordination

• Teach patients/families/advocates how to use portals

• Providers- USE PORTALS

• Look to employer benefits for these types of services





"The idea that patient data belongs to providers or vendors, is an epic 

misunderstanding. Patient data belongs to patients. We can sequence 

the entire human genome," Verma said, "but we still can't get much more 

than a print-out, fax or CD-ROM when we leave the doctor's office."

Seema Verma
Medicare and Medicaid Services Administrator

Quote taken at HIMSS19 in Orlando, FL

https://www.healthcarefinancenews.com/news/cms-administrator-seema-verma-lays-out-plan-digital-data-revolution
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