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DRIVING HEALTHCARE TRANSFORMATION
Outcomes, Analytics and Intelligence



Digital 
Transformation

Mobility

Cloud

Internet of Things

Artificial Intelligence

Big Data Analytics

Blockchain

Machine Learning

Trending

Outcome 
Driven 

Personalization
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Healthcare is Transforming

More Digital Information 

Drug conflict identified 
by search engine

More AI

Often at Home

Better

Outcomes & Experience

Millennials prefer 
virtual visit74%

More patients +65

With Mobile & Wearables

2016
46M

2060
98M

Consumers 
share data90%

More Informed 

Online health 
info search80%
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Areas of Focus

Care Team Collaboration

Integrate 
Systems

Coordinate 
Resources

Collaborate 
Anytime, 
Anywhere

Embrace 
Innovation Patient Access and Services

B E TT E R  
Q U A L I T Y

L O W E R  C O S T S

I N C R E A S E D  
VA L U E
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Patient Access and Services

PATIENT 
INTERFACES

Appointment Inquiries 
and Referrals

Marketing Campaigns

Revenue Cycle

Administration, Forms

Registration

Transfer of Care

Prescription 
Management

Triage

Attribute Based 
Matching

Automation

Proactive

Analytics

Quality and
Workforce 

Management

OMNI

VOICE

EMAIL

CHAT

VIDEO

WEB

SOCIAL
MEDIA

HEALTH SYSTEM 
RESOURCES
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Automation

ChatBot

Contact 
Center

Digital
Messaging 
Channels

Call Back Assist

“About ready to cancel my 
[company name] service and go 
to another provider. Been on 
hold with them for 33min!!”

Issue and Patient Identification, 
Validation, Context

Provider
DNIS

Patient
DNIS

Physician

Patient

Unknown
(Default)

“Thank you for 
calling Healthcare.”

Ensure not a 
medical 

emergency. 
Check 

incoming 
ID type

“Are you a 

Physician or 
a Patient?”

Provider 
Identification

Patient 
Identification

Patient Main Member: 
Book an Appointment, 
Discuss Prescription, 
Get Directions,.. ” 

Successful 
Self-service 
Transition

Transfer to
Agent

Automated 
Response

“Provider Main 
Menu: Transfer of 
Care, Referral,…”

Self Service
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Proactive

Pre-Post Procedure 
Follow-upReferral

VOICE

EMAIL

CHAT

Appointment
Reminders

Scheduler

Patient

Successful 
Self-service Transition

Patient Appointment Reminder

Targeted
Campaigns
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EHR, HIE, Scheduling API’s

Integrations into Clinical Applications

Pharmacy 
IVR

Care 
Team Apps

Appointment 
Reminders

Speech 
Analytics Virtual VisitClick to…

Billing/
Collections

Survey 
& Follow Up

Identification 
and Validation 

(with Screen Pop)
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Care Team 
Collaboration
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Healthcare Challenges

Care Team Coordination

Research conducted during the 10 year period demonstrated 
that ineffective team communication is the root cause for 
nearly 66 percent of all medical errors

Top Care Team Mobile 
Demands are note met: 

Secure Messaging, 
One Device, Directory, 

Notifications.

Nurses walk over 
5+ miles a day.

Mobility Costs, 
Device Costs.

PHI information 
at Risk.

“Care Team is using 
personal devices 

to transmit.”

“It is to hard to find people, the attending nurse, 
tech, floor coverage, too many processes, 

too many modalities.

“Devices have too 
many functions.”

“We have alarm fatigue. 
People are turning off

their phones!”

“Nurse Call is 
not integrated, 
and not silent”

“We need a better way 
to deal with codes.”

“Waiting for a physician 
response, entering orders, 

affects patient care”

“There is no 
directory!”
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Current – Future State

Video and Content Sharing

Clinical Workflow

Staff and Patient Assignment

On-Call and Codes

Voice 
Communications

Multimedia Messaging

Desk-Wall Phones

Personal Devices

Legacy handsets

Pagers

Mobile Phones

Overhead

Bedside Alerting

Tailored with the critical workflow and communications capabilities
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Care Team Portal

Interfaces

Operator Portal Middleware Trigger

Communication Channels

Voice Conference Email SMS Pager Speaker

Oncall Code 
Scenarios

Workflow Management

Users
Groups

Escalations LDAP Sync
ADT sync

Reporting

Locating - Codes – Switchboard Notifications

Rapid Notification, Response and Collaboration
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Thank you.

Warren Mak
wwmak@avaya.com


