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Baby boomers have significantly influenced 
healthcare, and their impact has been a 
major part of the industry narrative for 
decades. For years, healthcare providers and 
organizations have focused on understanding 
and accommodating the needs of baby 
boomer patients. But while healthcare was 
occupied with boomers, a maturing generation 
of patients began taking ownership of their 
healthcare experiences----millennials. 

This generation of patients has challenged 
the healthcare industry by defining new 
patient experience expectations. The youngest 
members of this generation are now in their 
20s, and they are digital natives. Other 
industries have adopted technology to deliver 
consumer-focused experiences that offer 
greater convenience. Even though millennials 
value the use of technology more than previous 
generations, they want some of the same 
things baby boomers want from healthcare—
including more frequent and improved 
communication from their healthcare providers.   

This year, for the first time, millennials are 
expected to become the largest living adult 
population in the U.S.1 To better understand 
how the healthcare industry can balance the 
needs and demands of millennials and baby 
boomers—the two largest living generations 
of adults—Intrado conducted a survey of 1,036 
adults and 317 healthcare providers in the 
U.S. The survey revealed some critical insights 
about patients’ communication preferences. 
Specifically, millennials are less accepting than 
previous generations of communication gaps 
between face-to-face appointments.

Approximately 10,000 baby boomers turn 65 
each day.3 As these Americans transition into 
retirement, many are facing new healthcare 
challenges such as chronic illnesses and 
economic vulnerability, which can be a barrier 
to receiving healthcare. However, the notion 
that baby boomers—who are likely to have 
more health issues and needs than millennials—
expect more communication and support from 
healthcare providers is not entirely accurate. 
More than three in four millennials (76%) wish 
their healthcare providers would communicate 
more often between appointments. In 
comparison, 64 percent of baby boomers want 
more communication from healthcare providers.
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Born 1946 -1964 Born 1981-1996
Pew Research2

72
Million
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It is increasingly important for healthcare teams to address millennials’ communication preferences—along with baby boomers’ expectations—by 
implementing stronger patient engagement strategies. Those providers and organizations that do are more likely to increase satisfaction among 
millennial patients and elevate the quality of healthcare provided to patients of all ages.

Healthcare teams that currently use technology to send automated appointment reminders can easily broaden their communication with patients. This 
technology allows for more regular patient-provider communications about anything from appointment scheduling to health maintenance. Having the 
ability to send automated text, phone and email messages that are targeted and tailored to the needs of a large patient segment makes it feasible for 
healthcare teams to deliver the between visit communications that patients—millennials and baby boomers alike—say they want.

Communication Isn’t Meeting Expectations

Feel that healthcare professionals don’t communicate with patients enough outside 
of appointments 

Wish healthcare professionals would communicate more often between appointments

79% 74%

76% 64%

Millennials Baby 
Boomers

VS.

VS.

As millennials raise the bar on communication expectations, it will become more important for healthcare teams to 
implement new patient engagement strategies.

Maximize Appointment-Related Communications
Patients welcome automated reminders and messages related to appointment 
scheduling from their healthcare providers. Many baby boomers are interested in receiving 
text message reminders that confirm appointments (86%) and automated text, voice 
and email messages that prompt them to do things like schedule appointments (85%). 
Even more millennials want to receive notifications about appointments. Ninety-six 
percent of millennials would like to receive texts from providers to confirm appointments, 
and 94 percent want to receive text, voice message or email prompts to schedule 
appointments or take other similar actions. By delivering these appointment-related 
communications, healthcare teams can support baby boomer patients who may have 
several appointments to keep track of, as well as help busy millennials stay on track with 
receiving routine care.

Millennials Are 
Raising Expectations 
for Healthcare 
Communications

Want to 
receive prompts 

to schedule 
appointments:

94%

Millennials
85%

Baby Boomers

VS.

Want to receive 
text messages 
from providers 
to confirm 
appointments:

94% Millennials

85% Baby Boomers
VS.
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To communicate more effectively about 
appointments, healthcare teams can use these 
strategies as part of their routine patient 
engagement strategy:

Text patients ahead of their scheduled 
appointments.

Millennials are avid texters. While millennials 
and baby boomers both say that they use 
mobile devices more than other technologies 
(e.g., laptops, desktops, wearable devices, 
smart speakers) on any given day of the 
week, more millennials report mobile devices 
are their most-used devices. On average, 43 
percent of millennials versus 35 percent of baby 
boomers say they use their mobile device more 
throughout the week than other devices. So, 
it’s not surprising that 15 percent of millennials 
say they would prefer to receive text message 
communications over any other form of 
communication from their healthcare providers. 

In 2018, Americans were twice as likely to 
want their healthcare providers to text them 
compared to 2011. Yet, nearly a quarter of 
patients (24%) say their providers do not send 
them text messages. Because text messages 
are so convenient for patients to receive and 
send, they are useful for communicating about 
upcoming appointments.

Healthcare teams can send text messages 
that remind patients when to arrive for 
appointments, to bring their insurance card 
and to come prepared to make a copayment 
at check-in. For added convenience, providers 
can offer simple response options to their text 
communications. This enables patients to easily 
confirm, cancel or reschedule appointments 
directly from the text they receive. These 

reminder texts help both millennials and 
baby boomers to show up for their scheduled 
appointments and to arrive prepared so that 
appointments run smoothly.

An effective way to incorporate text 
messages as part of a cadenced, multichannel 
appointment reminder strategy involves 
contacting patients ten days, three days and 
one day prior to scheduled appointments. Per 
this strategy, text messages can be sent at 
the three-day and one-day points ahead of 
appointments.

Send automated messages to patients who 
are due for routine exams and tests.

In addition to reminding patients about 
upcoming appointments, automated 
messages can be used to encourage patients 
to schedule appointments for preventive care 
services. Many patients don’t know when they 
are due for preventive screenings, nor do they 
understand which preventive services they 
are eligible to receive with little or no out-of-
pocket costs. Healthcare providers can send 
targeted messages to alert patients that it is 
time to schedule an annual physical, a cancer 
screening, a test related to a specific chronic 
condition— like an A1c test—or any other type 
of routine service.

Younger adults who are in good health often 
don’t think about seeking healthcare services 
until they need it. If millennials are generally 
healthy, preventive exams can easily get lost 
among work, family and other priorities. 
Therefore, millennials may need additional 
communication from providers to push them to 
schedule appointments and utilize preventive 
services. However, both populations greatly 
benefit from receiving messages that alert 
them when it is time to schedule exams and 
screenings that can detect and aid in the 
prevention of illnesses.

Recommended Outreach Strategy

10 Days Prior to
Appointment

• Include date, time, doctor and location.
• Offer confirm, cancel and reschedule options.

3 Days Prior to
Appointment

• Include date, time, doctor and location.
• Offer confirm, cancel and reschedule options.

1 Day Prior to
Appointment

• Include details such as co-pays, arrival 
time and what to bring.

• Offer option to cancel.

OR

Brief Message

OR

Encourage Response

Informative Reminder

OR

Email Phone

Phone Text

Phone Text

4Across Generations: Millennials & BabyBoomers Advance Healthcare Communications



As baby boomers age and their risk for certain illnesses increases, the utilization of preventive 
care services and screenings becomes even more important. The Centers for Disease Control 
and Prevention says that increasing the use of preventive services by adults age 50 or older is a 
priority. Only 25 percent of adults ages 50 to 64 are up to date on potentially life-saving preventive 

services. And, less than half (50%) of those 65 or older 
are up to date on receiving these preventive services.3 
Prompting patients to schedule preventive exams and 
screenings may also help them avoid costly emergency 
care visits later. Because many baby boomers live on a 
low or modest income, measures to prevent avoidable 
healthcare expenses are important. A Commonwealth 
Fund survey found that nearly one in four Americans age 
65 or older (22%) had out-of-pocket medical expenses of 
$2,000 or more in a twelve-month period.4

Advancing Communications to Deliver Health 
Management Support
Intrado’s survey found that nearly all millennials (97%) and baby boomers (94%) want healthcare 
providers to support them in managing their health between visits. However, fewer than half of 
baby boomers (45%) believe the healthcare providers they visit want to communicate with them 
between appointments. Millennials are somewhat more confident. Two in three millennials (66%) 
say they believe their healthcare providers want to communicate with them between appointments. 
Fortunately, healthcare teams can demonstrate their willingness to provide ongoing support and 
communication by leveraging patient engagement technology to send patients tailored health and 
wellness notifications. The following two examples show how healthcare teams can use automated 
notifications to support millennials and baby boomers with ongoing health management:

Send patients emails with educational information about chronic diseases.

Six in ten adults in the U.S. have a chronic disease.5 More than one in three adults who are 65 or 
older (36%) have at least three chronic conditions.6 To support these patients—and others with 
chronic illnesses—healthcare teams can periodically send patients emails with disease management 
tips and information. For example, teams can send patients with diabetes information about 
how to test blood glucose, what factors impact glucose levels, what actions can help regulate 
blood glucose and so on. At the same time, providers can send patients with high blood pressure 
information about what their target health metrics should be, along with suggestions for lifestyle 
changes that can help lower blood pressure.

Around one in three millennials (33%) and baby 
boomers (34%) say their healthcare providers 
either do not communicate recommendations 
that are specific to their individual needs, or 
they don’t do this well. Sending millennials 
and baby boomers emails that share relevant 
disease management information is an easy 
way to offer personalized support to patients 
between healthcare appointments. Fortunately, 
most healthcare organizations can segment 
their patient populations by disease with data 
from their EHR system. These emails are easy 
for patients to save and reference as needed, 
ensuring that older Americans, who may have 
an increased risk of developing complications 
from chronic conditions, get the valuable disease 
management support they need.

of U.S. adults 
age 65 or36%

older have at least 3 
chronic conditions4
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Send patients automated notifications to 
encourage medication adherence.

For many patients, medication is an important 
part of health management. Unfortunately, 
medication is often taken incorrectly or not at 
all. Healthcare teams that communicate with 
patients between appointments can improve 
medication adherence. For example, healthcare 
teams can remind patients to take, refill or pick 
up their medication via text or email. Through 
integrations of EHRs and communication 
technology, bi-directional texts can be used to 
ask if patients’ pain or other symptoms have 
worsened. Providers can use data from two-
way text exchanges to identify patients who 
are not taking their medication as prescribed 
and then work to identify those who are facing 
challenges, such as side effects or cost barriers. 
Once providers are aware of problems, they can 
work toward a resolution to help patients stay 
on track with their medications.

Eighty-eight percent of baby boomers say that 
in order to create ideal healthcare experiences, 
it is important for healthcare teams to send 
patients reminders when medications are 
available to be picked up or when prescriptions 
need to be refilled. Even more millennials (94%) 
believe this type of communication about 
medication is important.

The communication preferences of millennials will continue to drive the healthcare industry to adopt 
modern communication technology—and all generations will benefit from fewer communication 
gaps. Healthcare providers and organizations are working toward better accommodating the needs 
and expectations of millennials, while still meeting boomers’ expectations. Luckily, when it comes to 
healthcare communications, the preferences of America’s two largest generations coincide. Though 
millennials may see greater value in technology, both generations feel it can be used to improve 
care. If healthcare teams leverage their patient engagement technology to improve and increase 
communication to support patients from every age group, they can win the approval of both 
millennials and baby boomers—and improve healthcare along the way.

Millennials and Baby Boomers Agree--
Automated Medication Reminders Are Valuable

Baby Boomers

88 %

Millennials

94%
While millennials are more 
likely than baby boomers to say 
that medication reminders are 
important, both see value in 
these notifications.

Patients who feel that medication reminders are important:
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About Intrado 

Intrado, formerly West, is an innovative, cloud-based, global technology 
partner to clients around the world. Our automated solutions help healthcare 
organizations effectively activate and engage patients and members beyond 
the clinical setting and at key points across the care continuum. By providing 
innovative technology-enabled communications, Intrado helps you connect with 
healthcare consumers in meaningful and relevant ways, increasing engagement, 
building relationships, improving care quality, and driving revenue by optimizing 
the patient experience. 

Visit www.intrado.com to learn more.
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