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The retail-based convenient health care (“retail
health”) industry was founded upon the principles of
providing accessible, affordable high-quality healthcare to
Americans. Since its inception, the retail health industry
has grown and advanced both in the ever-increasing
number of clinic locations throughout the country, and in
the breadth of services offered in the clinics. During this
era of exceptional growth, there has also been a striking
increase in involvement of provider groups in the retail
health industry. While some traditional healthcare
providers initially felt threatened by a disruptive newcomer
to the healthcare landscape, the number of hospitals and
health systems joining forces with retail clinics has more
than doubled in the last year, with over 120 systems
actively involved in operating or partnering with retail
clinics.1 

Core Benefits of Partnerships

The partnerships between retail-based convenient care



clinics (“retail clinics”) and hospitals and health systems
provide a number of key benefits for both entities,
including broader access to care; service expansion
opportunities, such as chronic disease management and
maintenance; enhanced quality monitoring and
improvement programs; ongoing support of continuity of
care, and ensured compliance with the Affordable Care
Act. 

Hospital System Considerations for Retail Clinic
Affiliations

Do they want a low cost, walk-in option in their service
line for the community?
Do patients have difficulty in accessing the health
system for care, are/or there unnecessary waits?
Do patients have difficulty accessing primary care
physicians? For example, do they experience delays,
closed panels, and/or inconvenient office hours?
Do they want to grow primary care business for their
system?
Do they have an emphasis on affecting population
health in a positive way?
Do they recognize retail health as a tool to manage the
population of an ACO?
Do they want to decant their emergency rooms of
patients that don't belong there?
Do they recognize retail clinics as a service to help them
work with businesses in their communities by providing
an access point that can help them control their health
care costs?
Will the retail clinic model fully integrate the health
system's EMR so that the patient's visit is seamless
across the system, in order to create efficiency and cost
savings?



Access Expansion

Access to healthcare is a persistent challenge for millions
of Americans. Well before the Affordable Care Act (ACA)
was enacted, retail clinic pioneers recognized the need for
access to affordable, high-quality basic primary
healthcare in convenient settings, and the industry was
founded upon those principles. Research has shown that
retail clinics are the lowest cost unsubsidized provider of
healthcare2: nearly 40 percent of the urban U.S.
population lives within ten minutes of a clinic,3,4 and the
quality of care provided in the clinics is the same or
superior to that of traditional medical settings such as
emergency departments and urgent care centers.5

Through partnerships with retail clinics, hospitals and
health systems expand their networks, increase access to
services for existing patients, and increase their presence
in areas where they may not have physical locations.    

Collaboration between retail clinics and health systems
provides a vehicle for network expansion and increased
access to care for existing patients.

For many patients, a retail clinic visit is their first contact
with the complex healthcare system, and as many as 60
percent of retail clinic patients do not have an established
primary care provider.6 Through affiliations with the health
systems, retail clinics can offer patients easier access to
the affiliated health systems.



Similarly, hospitals and health systems work with retail
clinics for after-hours routine care, which may have
previously been unnecessarily handled in the emergency
department. One study demonstrated that approximately
a quarter of emergency department visits could be
handled at a retail clinic.7 Diverting patients with non-
emergent medical needs from the emergency department
saves hospitals and health systems millions of dollars
each year. 

Telehealth is also being utilized by retail clinics, hospitals
and health systems to expand access to care, particularly
in rural and underserved areas. Telehealth consultations in
the retail clinic setting can connect patients with hospitals
and health systems who would not otherwise have access
to those providers. Working collaboratively, a hospital or
health system specialist and retail clinic practitioner can
effectively care for a patient with a condition or illness that
is not routinely treated in the clinics. 

Research has indicated that patients like telehealth visits.
CVS Health Research Institute recently released the



results of a study regarding patient satisfaction of
telehealth visits provided at MinuteClinic® retail clinics,
and found that 95% of patients said they were highly
satisfied with the quality of the care they received.8

Further, over one-third of patients preferred a telehealth
visit to a traditional doctor's office visit. With
approximately 25 percent of the United States population
without an established primary care provider,9 the
growing primary care provider shortage and overall
shortage of healthcare providers in rural areas, telehealth
provides one possible solution, and a definitive benefit, by
broadening the reach of hospitals and health systems.

Service Expansion

At the outset of the industry, retail clinics only treated a
limited number of illnesses, such as strep throat,
mononucleosis, influenza and sinus, ear and upper
respiratory infections. Today, most retail clinics offer basic
acute care for minor illness and injuries, wellness and
preventive services, and some chronic disease care. 

The expansion of services offered in the clinics was
undertaken to meet the needs and demand of consumers.
Many clinics now offer chronic disease care for conditions
like diabetes, hypertension, obesity and hyperlipidemia.
There is a strong focus on screening and management of
chronic conditions, with management being provided in
conjunction with a hospital or health system. As the
industry began offering screenings and management of



chronic conditions, the Walgreens Healthcare Clinics
noted an increase in chronic disease screening and
management in 2013,10 signifying that patients are in fact
seeking care for chronic conditions in the retail clinics.

Clinical collaborations, ongoing monitoring, screenings
and assessments are completed using evidence-based
guidelines and shared information through electronic
health records. Embedded within the electronic health
records are clinical protocols followed by both health
systems and retail clinic providers, permitting patients to
access the same care plan regardless of whether they are
seen in traditional hospital/health system or retail clinic
settings. Such access should lead to increased treatment
adherence and improved patient outcomes. Many clinics
support chronic disease care efforts for those patients
with well-managed illnesses, freeing up hospitals and
health systems to treat patients with more complex
conditions.  

Improved Quality of Care

The retail clinic industry remains committed to providing
high-quality healthcare. Studies continue to demonstrate
that the quality of care provided in retail clinics remains
high and exceeds national standards.11 Collaboration
between health systems and retail clinics on development
of clinical guidelines and protocols for newer services,
such as treating and managing chronic conditions,
demonstrates the capability of these partnerships to



improve the overall quality of care provided. 

Additionally, utilizing primary care providers in hospital
and health systems as collaborative physicians for retail
health providers meets provider chart reviews and
consultative needs.

Finally, in partnership with hospitals and health systems,
retail clinics have assisted with reducing hospital
readmissions by seeing newly discharged patients who
could not get an appointment with their primary care
provider within a 30-day, post-discharge time frame.
Studies have shown that discharged patients seen within
a 30-day period of time have lower incidences of
readmission.12 As payers move from volume-based to
value-based reimbursement, similar programs will prove
beneficial for patients as well as the hospitals and health
systems. The use of innovative programs in retail clinics,
such as predictive analytics, help the clinics to predict
declines in patient health and take proactive measures in
collaboration with their affiliate hospitals and health
systems.

Increased Continuity of Care & ACA Compliance



The final key benefit of retail clinic-hospital/health
systems partnerships is increased continuity and
coordination of care for patients and greater population
health.

A differentiating characteristic of retail clinics is their
continuous and successful efforts to understand the gaps
in the healthcare system and the identification of
strategies to meet the needs of both consumers and
healthcare entities. The clinics were once coined a
“disruptive innovation” by Clayton Christensen because of
the impact that they have had on thinking about
healthcare and healthcare delivery. Retail clinics brought
transparency and convenience to an industry that
traditionally lacked both. Early opposition to the clinics
included the argument that the clinics would disrupt the
patient-primary care provider relationship. 

With the ACA’s focus on population health and wellness
and the expansion of access to high quality, low-cost
healthcare – the guiding principles of the retail clinic
industry – the clinics help the systems to align with the
ACA requirements of accessible, affordable preventive
and primary care.  

Retail clinics continue to view themselves as a
complement to primary care providers. Partnerships with
hospitals and health systems allow for data sharing
through the integration of electronic health records,
enabling providers to have access to a patient’s most



current medical records and medical history. The
integration of retail clinics within health systems also
assists with coordination of care and assists in the
establishment of medical homes for patients. Moreover,
these collaborations help to improve population health
through the joint management of acute and chronic
diseases and conditions, and medication management
and adherence, which reduces costly emergency
department visits.  

Through the efforts of the retail clinics to provide access
to immunization programs, preventive and wellness
programs, and collaborative treatment and management
of chronic disease, hospitals and health systems
recognize the vital role that the retail clinics play.
Connecting with retail clinics enables hospitals and health
systems to have a larger primary care footprint and to
deliver care more efficiently.



Conclusion

Innovation, access, technology, wellness and preventive
programs and collaboration all contribute to the success
of a healthy population. As healthcare reimbursement
evolves from a volume-based to a value-based system
with a clearer focus on prevention and wellness, retail
clinics will continue to be a valuable partner to hospital
and health systems. Retail clinics are an integral part of
the healthcare ecosystem, not a separate network, and
the growing number of partnerships with hospitals and
health systems indicates their increasingly important role
in the healthcare continuum.

Advantages of Retail Clinic Affiliations



Expanded access to patients, as well as the ability to
provide convenient access to retail healthcare services.
Opportunities to leverage retail clinic programs and
services.
With retail clinics offering extended evening and
weekend hours, patients will benefit from more
convenient access to trusted healthcare providers in the
community. 
Electronic health records and billing systems will help to
deliver a seamless patient experience across their
respective touch points, ensuring better continuity of
patient care.
Affiliations can further improve care coordination and
continuity of patient care and help facilitate the
transition of retail healthcare from urgent episodic
conditions to chronic care management, while also
strengthening the health system partnerships.
By working together, gaps are addressed while
simultaneously ensuring a more complete continuum of
care.
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