
New Communication 
Priorities in Healthcare
More than 65% of healthcare leaders have shifted their 

staff to remote work models since early 2020. Organizations 

are relying more on cloud-enabled technology to support 

the needs of consumers. Frost & Sullivan surveyed a global 

panel of healthcare decision makers to analyze how they 

faced the challenges of quickly re-architecting real-time 

communicationamong various audiences.

Healthcare Consumer 
Satisfaction Jumped
Consumers were more  
understanding of delays  
and shortages as healthcare  
organizations dealt with  
rapid change. 

Digital Channel  
Usage Rose 
More people turned  

to digital channels  
like live chat, AI chat, 
SMS, email, and social  
media vs. voice. 

Productivity  
Remained Strong
Improvements in staff productivity 
will have significant impact on 
remote healthcare going forward 
as maintaining a high level of 
consumer trust and satisfaction is 
crucial. 
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Voice Call Handling Improved  
Although call volume increased 64%,  

decision makers saw a decrease in both  
wait times and call-handling times.
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lowered  
average time
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Learn more in our summary of Frost & Sullivan’s report.   

Explore Five9 for new communication  

solutions in healthcare.

All data comes from Frost & Sullivan’s “Impact of COVID-19 on Healthcare Contact Centers,” October 2021.

Self-Service AI
Interactions Soared 
Investments in virtual agents 
paid off as more consumers 
turned to self-service 
models. 

Integration  
Streamlines Service
of organizations have integrated  
all or most of their channels. 

cite the biggest obstacle to 
integration is channels are managed 
by different organizations.

Healthcare Relied  
on CCaaS  
The majority of organizations  
are using Contact Center as  
a Service platforms, with most 
others intending to follow  
their lead. 
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Virtual agent  
interactions increased 
76% YOY

 52% improved 

 34% stayed the same 

 13% worsened   

 1% don’t know

 71% using CCaaS now 

 24% plan to use within next two years 

 5% have no plans to move  
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saw improved CSAT 
scores in 2020 vs. 2019
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33%

Activity and Staffing Increased 

Many departments in 
healthcare increased 
staffing capacity to 
support a significant jump 
in interaction volume.  

62%
saw more total interactions 
mid-pandemic compared to 
pre-pandemic

increased capacity in their 
staffing40%

https://www.five9.com/blog/0-evolving-the-healthcare-contact-center

