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The digital  
ecosystem  
will see you now
Not so long ago, people turned solely to a doctor for their health. He or 

she was the proverbial gatekeeper—the relied-upon source for all things 

health-related. If we were daring enough to question the doctor’s advice, 

we’d get a second opinion from another doctor. If we wanted to really go 

rogue, we’d ask a friend. 

Now, the most looked-to source for health information doesn’t do  

exams or order tests. It hears you intently and respects your wish to  

remain anonymous. This trusted informant doesn’t breathe, yet it speaks 

volumes. It’s the screen in front of you, and it’s the gateway to our new 

healthcare ecosystem.

In the past year, 79% of Americans have searched online for health 

information. 52% of smartphone owners have used their phones to research 

a health topic. And 67% of people say they’ve gotten health information that 

they weren’t able to get from their healthcare provider by connecting with 

others online.



3

We know that patients rely on digital more and more for healthcare 

information. But we wanted to know more. How do patients rely on  

the individual screens? How do they feel about them? 

With the incalculable influence of digital on our health, it was time to 

uncover more about patients’ beliefs and behaviors and truly understand 

how they interact in the digital healthcare ecosystem. 

This said, at CDMiConnect, we conducted a quantitative survey of  

3000 Americans aged 18 and older with respondents representing 

more than 200 health conditions. We even included caregivers. We also 

followed up with 25 qualitative interviews, delving deeper around the most 

compelling quant findings. 

The research revealed emerging digital health trends. In the coming 

months, we’ll be sharing a series of reports on how digital has changed 

the way patients manage their health. This first issue focuses on in-office 

mobile device use and its influence on the doctor-patient dialogue.  

Read on. We hope you will enjoy this first report.

You can learn a lot 
from 3000 patients. 
We certainly did. 
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What do my symptoms mean?
how much is this medicine?
are there side effects?



5

The waiting room 
isn’t just for  
waiting anymore.

Patients came to their appointments prepared.  

But usually not for the appointment. They were  

armed with reading material, work, and anything else  

to keep them busy during this medical purgatory.

Today, you walk into any doctor’s waiting room  

and the majority of patients are hyper-focused on  

the screen in front of them. The screen of choice?  

Their mobile device. During the waiting room wait, 

people go grocery shopping, log what they ate for 

lunch, use their favorite apps, and a surprising fact: 

spend a good amount of time looking up health 

information so they can be better prepared for  

their appointment.

No one loves the waiting room. But it’s quickly 

becoming that quiet place where patients focus and 

prepare for their visit and think about their health— 

all while still hoping they won’t have to wait too long. 

Just a few years ago, before entering 

the doctor’s office, that pang of anxiety 

would appear. Will my doctor be on 

time? How long will I be here? 

How long will I wait?

Wait a minute.
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when patients  
are left to their  
own devices
It’s hard to believe that only a few years ago, the waiting room was a  

place where patients idly flipped through dog-eared copies of People  

and Sports Illustrated. Now they’re using the power of connectivity to  

find health information whenever and wherever they want, making 

technology not only life-altering, but health-altering. Since 2011, the 

number of Americans who own smartphones has jumped from 35% to 58%. 

As that number continues to rise, we can only expect mobile health usage 

to rise along with it. That’s because patients realize mobile devices can truly 

benefit their health. 

americans who own smartphones

Since 2011, the number 
of Americans who own 
smartphones has jumped. 35% 58%

2011 Present
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Before their name is called to see the doctor, patients will spend an 

average of 20 minutes in the waiting room. To see a specialist, it can be 

even longer. But our survey shows that 1 in 5 Americans now turns that 20 

minutes of tedium into a productive prelude to an active doctor discussion. 

Settled into the well-worn chairs and absorbed by their mobile devices, 

they may appear sedentary. But their minds are actively working as they 

search health-related social media, blogs, websites, articles, and videos for 

information about symptoms, conditions, treatments, and drug costs. Our 

survey clearly shows that in-office mobile use helps patients feel better 

informed and better prepared, so they can express what they want by the 

time they step out of the waiting room and into the exam room. 

use a mobile device in the waiting room  
to find healthcare information

1 in 5 Americans
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The average amount of face-time a patient spends with the doctor is  

6 minutes; that’s not a lot of time to ask questions or fully cover answers  

and instructions.  Considering that there’s 1 primary care physician in the 

US for every 1500 patients, doctors’ time is bound to be limited. This could 

explain why 3 out of 5 patients, unfortunately, feel their doctors are rushing 

through exams. This health mobile revolution is one way people are  

taking it upon themselves to make sure every one of the 360 seconds  

with their doctor counts.

Knowledge and preparation are helping patients get the most from this  

very short—but very critical—time. In our survey, patients who used  

their mobile devices in the waiting room reported they felt better  

prepared and more confident for the conversation. They also understood 

their condition better, which could even lead to better outcomes. 

82%
felt better prepared 

for their doctor 
conversation

78%
found information 

that made them more 
confident

80%
had better 

understanding of 
their condition

Benefits for Waiting Room Mobile Users

Making 6 minutes  
more meaningful
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when Patients use a mobile device  
in the waiting room, they feel better 
prepared and more confident.

9
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Today’s unlimited access to health information has created an  

even more health-fluent and dialogue-driven subset of patients— 

the power patient. This subset of waiting room mobile users leaves no 

corner of the digital universe unexplored when it comes to learning about 

their health. They educate themselves on their condition, treatment 

options, and—most importantly—the opinions and experiences of other 

patients. Social media plays a huge role in how receptive they may or may 

not be to their doctor’s recommendations.  

Power patients arrive for their appointments having already done detailed 

digital homework and use their time in the waiting room to crystallize what 

they most want to focus on with the doctor. By the time they enter the 

exam room, they have a plan for how they want the conversation to unfold.

Conversation  
starters

Power patients:  
a subset of waiting room mobile users who leave  
no corner of the digital universe unexplored 
when it comes to learning about their health.
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“I saw a commercial  

for a medication a week 

prior and had looked it 

up. But I realized I forgot the exact name,” Melba, 42, 

told us. “In the waiting room I was like ‘Oh, we need to 

talk about this.’ I typed in the name as close as possible 

and was able to find it. I asked the doctor about it and told him it sounded 

like something new I could try.”  

 

“I want to get some 

more information before 

going in,” Hassan K, 28, 

told us. “So I pull out my 

smartphone and find it out very fast. Then, when  

I’m in with the doctor, I know what he’s talking  

about. And I know what I’m talking about.”

when I’m in with the doctor,  
I know what he’s talking about.  
And I know what I’m talking about.

in the waiting room, i was like, 
‘oh, we need to talk about this.’

—Hassan K

—Melba
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Many people see technology as a third party in any daily discussion, 

realizing it has a lot of fascinating things to say. The patients in our survey 

who keep their mobile devices out in the exam room clearly fall into this 

group. They feel they get more out of the conversation when the device is 

an active participant in the doctor-patient dialogue.  

One in five smartphone owners has used a mobile device in the exam 

room with the doctor. They use mobile to dig deeper into the information 

the doctor provides and assess his or her suggestions about treatment. 

This mobile health consultant now influences and affects decisions about 

treatment and next steps.

“What I was taking for my asthma wasn’t working,” Sondra, 34, told us.  

“My doctor wanted to put me on [another treatment]. I’d never heard of it.  

I looked it up for side effects. It sounded awful, so I asked him what else 

there was to try.”  

We can expect use of 

mobile devices in the 

exam room to continue  

to increase because it’s  

working for patients.

 Three’s not a crowd-
it’s a conversation

Better  
understanding  
of their condition  
and medication

79%

Felt the doctor  

understood them better

82%

More confident  
in dealing with their 

health condition

84%
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One in five smartphone owners  
has used a mobile device in the  
exam room with the doctor. 

13
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It’s not just millenials who live for their devices who engage with mobile  

in-office. The numbers are consistently high for patients up to age 50,  

with 37% percent of patients, aged 18-30 and 26% aged 30-49 reporting 

they’ve used mobile in the waiting room to find health information in the 

past 6 months. As mobile device use becomes more and more ubiquitous, 

we can only expect these numbers to rise. 

Those using mobile in the 

waiting room represent genders 

equally, with demographics 

split nearly down the middle 

between male and female. 

Who’s using  
mobile in-office?

37%
aged 18-29   

26%
aged 30-49    

6%
aged 50+   

Mobile in-office use within age groups 

52% 48%
Male Female

gender distribution
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Those with the highest level of waiting room mobile use are caregivers. 

Forty percent look up health information while waiting with their loved  

ones to see the doctor. So it’s no wonder that patients feel even better  

cared for by their loved ones today than they have in the past.  

Mobile is making a difference. 

40% of  
caregivers  
have used mobile in-office in the  
past 6 months to find healthcare info
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Patients who use mobile to find health information in-office tend to 

also engage more with health-related social media. And they don’t just 

consume social media; they create it. So there’s a good chance they will 

share whatever they learn or experience.

In-office mobile users are content creators

Important 
social engagements

76%
Smartphone

16%
Tablet

8%
Other mobile phone

In-office mobile device use

more likely to create a 
Facebook page, website, or 
blog about a health condition3X 

more likely to post  
health content on 
social media2X 

WWW

Smartphones are  
the smart choice
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The waiting room isn’t just for waiting anymore. It’s a place to reach 

patients through a variety of channels to help them become smarter, better 

prepared, and more confident about their health. It’s an opportunity to 

contribute to doctor-patient discussions that can ultimately help people 

feel better and be healthier.

With rising in-office device use, the mobile health consultant is fast 

becoming an integral part of the healthcare team. How the doctor-

patient relationship will continue to evolve around this enduring presence 

remains to be seen. But one thing we’re already seeing is that technology is 

changing how patients think and what they do during their appointments. 

How else will it transform the experience, mindset, and behavior of 

patients? Let’s wait and see. 

Room for  
improvement
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75% of all Americans prepared for a doctor appointment  
using digital tools or print materials in the past 6 months
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26% of smartphone users have used their phones at the pharmacy  
to get information about their prescriptions in the past 6 months

mobile beyond the office

37%
of Americans  

aged 18-29

44%

of Americans  

aged 30-49

33%

of Americans  

aged 50+

22%

of smartphone owners  
use their phones to help 

prepare for a doctor 
appointment

mobile screen use for accessing drug information

Mobile screen use for accessing 
drug information has more than 
doubled between 2011 and 2013 8% 21%

2011 2013

It may not seem surprising to note that 29% of mobile users say it’s “something  

they can’t imagine living without.” But today, with people more involved in their  

own healthcare, mobile is just as critical to search for health information as it is  

to prepare for an appointment or at the point of purchase in the pharmacy.



Should in-office  
mobile be in your 
tactical plan? 
If you’re interested in strategizing how in-office mobile 

could work for your brand, we’d love to hear from you. 

: www.CDMiConnect.com

: PatientsFirst@cdmiconnect.com


