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The way we live our lives has undergone 
massive transformation over the past 
decade, with significant changes in social 
norms and consumer behaviour. Ten years 
ago, it was unheard of to rent a stranger’s 
flat instead of booking a hotel room, 
or to get out of a taxi without opening 
your wallet. Technological advances and 
shifts in consumer habits have wrought 
fundamental changes in industry after 
industry – retail, travel, entertainment. 
Healthcare is unlikely to be immune.

The incumbents in those industries 
seldom saw the change coming. They 
recognised the threat these changes posed 
to their core business, but were unable to 
sufficiently break out of mental paradigms 
about how they traditionally win in the 
marketplace to alter their course. 

Identifying the next big tipping point 
comes down to pattern recognition. An 
industry is ripe for disruptive innovation 
when a number of conditions collide. 
First, you see unhappy consumers, facing 
many frustrations, and you also observe 
waste or inefficiencies in the supply side 
of the system. Then, you need a catalyst. 
It could be a regulatory change, a new 
technological advance, or a shift in social 
norms to change the landscape and create 
conditions ripe for disruption.

We are seeing this mix of conditions 
now in healthcare. New technology and 
rapid progress in genomics promise to 
revolutionise diagnostic capabilities 
and to personalise medical care. And 
consumers are beginning to expect their 
doctors to offer the same convenience and 
personalisation that online shopping with 
Amazon or ordering an Uber does.

So far there hasn’t actually been much 
movement in healthcare, but we are seeing 
new players recognise the opportunity 

and enter the arena. Take Cityblock 
(https://www.cityblock.com) in the USA, a 
startup launched by Alphabet – Google’s 
parent company – that offers innovative, 
team-based primary care, behavioural 
health, and social services to patients in 
the public health system. Imagine the 
implications of Alphabet/Google providing 
value-based care to patients with chronic 
diseases, harnessing the power of the data 
they already own, and matching that to 
these new data streams. That could be a 
significant disruptor.

An important measure to watch – that 
also suggests there hasn’t been enough 
movement in healthcare – is the Net 
Promoter Score (https://en.wikipedia.org/
wiki/Net_Promoter). An alternative to 
traditional customer satisfaction surveys, 
it can be used to gauge customer loyalty. 
Healthcare institutions typically score way 
below retail and technology companies. 
Amazon, with a high Net Promoter Score,  
is set to play an increasing role in 
healthcare internationally.   

The changes coming are powerful forces 
and healthcare will be disrupted from the 
outside, if not from within. Clinicians and 
managers will need to make purposeful 
decisions – identifying where the sources 
of economic value and strategic control 
will be, and ensuring that they have the 
right assets and capabilities to secure 
them. Brace yourselves for change!
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