Patient voices: experiences
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Asia’s healthcare is advancing fast. More people are living longer and services are
expanding. But ageing populations and chronic diseases are stretching systems thin. For
many patients, care is still hard to reach, costly to manage and complex to move through.

This infographic shares the experiences of 4,203 people in Hong Kong, Indonesia,
Malaysia and Singapore who accessed healthcare in the past year. It is a

snapshot of rising patient expectations across the region. Patients value clarity,
affordability and care that fits their lives—without disrupting their routines. Their
experiences point to clear opportunities for more accessible, responsive systems.

Before care begins

What people want overall
Factors that offer the greatest sense of support, confidence and
peace of mind when seeking medical care

Minimal disruptions to daily life when seeking care
35%

Knowing that care is affordable and financially manageable
26%

Being able to seek a second opinion about medical advice
26%

Having someone to support and guide throughout the process
25%

Being able to trust the medical advice and diagnosis
25%

Receiving clear and easy-to-understand medical information
24%

Knowing exactly where to go when I need care
24%

Medical facilities where | receive care being relatively easy to reach
24%

But when people believe these expectations
won't be met, many delay care altogether.
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delay care sometimes or even
several times

Often, for reasons linked to family
obligations, work responsibilities, emotional
factors or cost-related concerns.
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Burden to family (financial or care needs)
Prioritising care of children over self
Need to provide financially for family

Sense of duty to work over self-care

Enduring hardship is necessary

Social stigma or embarrassment

Avoiding bad news

Previous bad experiences 0%

Lack of decision-making support

Cost of care

Loss of income

Symptoms not that severe

Starting the
care journey

Patients are confused about
where to enter the system.

95%
()] say they don't know

where to access care when they have
a health concern

| cl “When symptoms

emerge people

are often unsure

if they should go to
the GP or a hospital
and whether they
should go public

or private.”

Public health Private health
facility facility

Nidhi Swarup
founding chairperson, Alliance of Patients’
Organisations Singapore

Even when they know, accessing care is inconvenient
and slow:

C + 58%
L 0 describe GP access as inconvenient due to

difficulties in booking an appointment, long wait times or
other accessibility issues

® 20%
(0] report that health facilities are hard to reach by

available transport (second most cited challenge)

On the care pathway

After accessing the system, patients face:

System confusion: needing guidance
Forms, claims and insurance paperwork make the experience
of healthcare frustrating. People seek guidance through the
complex system.
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25% cite a need for

guidance during the
care-seeking process

Information gap: looking for answers

Patients want timely, understandable information to guide decisions.

0@ 55%

o 0 say they lack the right information to make
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treatment decisions

94%
0 say they are discouraged from seeking

second opinions

When care lacks clarity, where
do people turn?

After initial diagnosis, who or what guides care decisions

, 38%

rely on digital sources:

- Online health forums or websites

- Internet searches “We must educate

- Social media .

- Al platforms or ouryou ng people in
- Health apps

particular about how
to understand the
information they’re

33% finding digitally and

Q' | linical euidance: on howto actonit.”

) L) relyonclinical guidance: RSN

/ b & -GPs professor of occupational and public health,
- Specialists or Universiti Malaya, Malaysia

- Pharmacists

Cost shock: seeking financial security

People want not just affordability but no cost surprises. Our survey reveals:

PP

worry that they won'’t say cost are more turn to social safety nets
be able to afford the care that than expected like family, loans, charities
they need or crowdfunding

What can be done differently
to improve patient experiences

Alleviating delay, confusion, cost shocks
and information gaps.

These are not just inconveniences, they are barriers to health. For policymakers, payers (including
health insurers) and providers, tackling these pain points is essential to create more resilient,
patient-centred systems that meet the rising expectations of Asia’s growing and ageing populations.
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Simpler processes Digital support

Helping patients know to improve information
where to go, and what to sharing between patients

do when they need care. and providers.

Cost Patient-centred

transparency care

Making the price of Making healthcare work

healthcare clear and for patients—and fit
predictable for patients. within their lifestyles

Patient voices: experiences of healthcare access in Asia is an

Economist Impact report, supported by Prudential. The report
examines healthcare experiences of over 4,000 patients across

four dynamic Asian markets: Hong Kong, Indonesia, Malaysia, and
Singapore. Our analysis uncovers the key pain points patients face in
accessing, affording, and moving through healthcare. Find out more at:
https://impact.economist.com/health/patient-voices-asia#report



