Virtual Care Solutions in Action —
Rise of the Virtual Nurse
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Today’s Topics
• Trends impacting care delivery models (Dr. Bob)
• The Changing Market / Macro Trends
• Consumerization of Healthcare
• Components of Virtual Care
• Closing care gaps with virtual solutions (Farhad)
• Adoption is the first step
• New routines – start with discharge
• Building new behaviors with virtual nurses
• Meet Rosie
• Virtual care best practices – Health Innovation Think Tank (Justin)
• Roundtable (All)
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Polling Question #1

Has your organization deployed a Virtual Care solution?
Yes
No
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The Changing Market A Focus on Outcomes leads to
Virtual Care and beyond…

•
•
•
•
•
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V2V Volume to Value
Payer Risk Transfer to Provider / Patient
Consumerism / Patient Centricity
Telemedicine / Virtual Care
Data / IoT / Analytics / AI
2019 Lenovo Health. All rights reserved.

Macro Trends Driving Virtual Care
Longer Life Span
Average life expectancy in OECD
countries in 2012 was 80 YEARS,
an increase of 5 years since 1990. 1

80
years

19
%
fewer

Physician Burnout/Shortage
Shortage of 13.7k physicians in 2010 and
projected to be well above 140k or about
19% fewer doctors than are deeded by 2025,
in US. 3 shortage of more than 4 million
doctors, nurses, midwives and others 4

- World Is Facing A Aging Population
Meet the over 65s –
estimated ~10% of the
global population. 2

Challenging Future

10%

- In -

Healthcare
Rising Chronic Disease
The number of people with diabetes
globally is >425 million, est 114 million
are Chinese. 2
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382
million
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4.9%

North
America

9.6
billion

Higher Cost
Growth in average annual healthcare
spending is expected to range from
2.4% in Western Europe to 4.9%
North America; and from 8.1% in Asia
and Australia to 8.7% in the Middle
East and Africa. 2

Growing Population
Global population has grown from 1
billion in 1800 to 7.7 billion in 2018,
and projected to 8.5 billion by mid2030, and 9.7 billion by mid-2050. 4

The Consumerization of Care
Patient Engagement

Preventable Readmission

Brand Loyalty

42%

75%

50%

Patients more likely to
follow treatment protocol
if they received
encouragement
from doctors
between visits

Hospital readmissions
that are preventable

Consumers willing
to pay more
for customized
health plans

7,000,000

7,000,000
350,000

2013
Value / Quality /
Outcomes / Cost

60%

52%

Adults that track their
weight, diet, or
exercise routines

Believe mobile health
would make
healthcare more
convenient

2018

Telehealth Use Worldwide

“Nothing would result in improving the health of the population
(and decrease healthcare costs) more than having greater
involvement/engagement by individuals in the healthcare process.”
e-patient petition to the ONC

Patient Adherence

Access / Convenience
Source: Perficient
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What are the Possible Components of Virtual Care?
A.
Secure eVisit
Communications
(Voice, Video, Text,
Data…)

B.
Remote Device
Monitoring (Blood
Pressure, Heart Rate,
PillBox,SpO2,
Glucometer,
Scale…)
C.
Care Plans
(Diabetes,
Hypertension,
COPD, CHF,
Asthma…)
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F.

K.

Patient Educational
Libraries

Supplementary
Immersion
Technologies (VR /
AR) for VC

D.

I.

Nurse On Call Command Center

Patient Family
Member Access to
Patient and Info

E.

G.
Device as single
point interface for
Patient Interaction

Light Artificial
Intelligence (Chat
bot, Care Plan
Compliance)
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J.

L.
Eldercare
Devices

O.

Q.
Eldercare
Assisted
Robots

Regulatory Strategy
/ Reimbursement
Mgt

Back-end IOT /
Advanced Analytics
H.

M.

Back-end EHR
Integration (Omni
vs. bi-directional)

Chart Review
(Labs, Meds, Appts,
Consent etc.)
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N.
Next Gen
Nurse Call to
Manage
Remote
Patients

P.
Automated
Patient
Decision Aids
(Pt
Empowering)

R.
TBD

So Why Virtual Care?

Enhanced
disease
management
Patient health
can be monitored
constantly and in
real time. This
allows for
accurate and
prompt diagnosis
of certain
diseases.

85%

Decrease in
treatment costs

Better treatment
results

Patients who need
monitoring can be
sent home earlier
and their postdischarge progress
monitored via
Virtual Care apps,
decreasing
hospital stay,
preventive readmit
and expensive
treatment.

IoT sensors provide
real-time feedback
enabling timely
treatment. As IoT
devices are
connected
via the cloud,
healthcare providers
can consistently and
constantly monitor
patients delivering
informed timely
decisions.

Improve patient
experience
and outcomes

Patient Access /
Physician
Efficiency

Decrease in costs,
rapid diagnosis and
a promise of better
treatment enhance
the entire patient
journey. This helps
increase the trust
patients place in
their care
providers.

Patients, including
those who are
disabled, rural,
pediatric, and with
heavy workloads as
well as busy
Physicians both
benefit from
convenient, effective
and efficiently
delivered care

Increased
Reimbursement
CMS and private
Payers continue to
increase telehealth &
monitoring payments,
of interest to
Providers, ACOs,and
risk-sharing orgs of
all sizes

OF HEALTHCARE ORGANIZATIONS WILL USE IoT TO SUPPORT VIRTUAL CARE
SERVICES AND IMPROVE PATIENT MONITORING NEXT YEAR
Sources: Deloitte, TechJini
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Closing Gaps
Knowing your health depends upon new routines doesn’t make adopting them any easier.

There’s growing evidence that
technological advances in the virtual
world can spur lasting behavior
changes in the real one
…and patients are ready!
Are you?
10
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7 in 10 consumers are
interested in receiving
virtual healthcare
services.

Polling Question #2

What do you feel is the greatest benefit Virtual Care provides?
Enhanced patient engagement/satisfaction
Increased treatment flexibility
Reduced readmission rates
Decreased treatment costs
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“Nearly half of patients do not
follow their prescribed
treatment plan, with the
biggest drop-off occurring in
the first month.”

Chronic disease
patients do not follow
their doctors’ orders
Source: Interventions to Improve Adherence to Self-Administered Medications for Chronic Diseases in the United States:
A Systematic Review December 2012, Annals of Internal Medicine
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“Care Plan non-adherence
contributes to direct annual
costs of $100 billion.”
“Half of all medications for
chronic conditions are NOT
taken as prescribed, resulting
in $289 Billion in preventable
costs.”

Habit formation
is the challenge
for patients in
adhering to their
doctor’s care plan
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“Habits can shape
as many as
45 percent of the
choices we make
every day”
Source: Duke University
David T. Neal, Wendy Wood, and Jeffrey M. Quinn
https://dornsife.usc.edu/assets/sites/545/docs/Wendy_Wood_
Research_Articles/Habits/Neal.Wood.Quinn.2006_Habits_a_r
epeat_performance.pdf

Considering the rapid adoption of voice enabled
smart home devices (Alexa, Siri, Google) that bring
personality to engagement, why not a

Virtual Nurse who delivers patient-specific
monitoring, education and coaching?
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The Alexa-fication of Healthcare –
Adoption of Voice Devices
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Source: Activate

Rosie: A VN Who Helps Build New Behaviors
Rosie, the “virtual nurse”
checks in with your
patients daily to ensure
they form healthy habits
and adhere to their care
plan
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Polling Question #3
What do you feel is your biggest barrier to deploying or expanding a virtual
care solution?
Patient interest/adoption
Costs associated with startup or implementation
Effective integration with existing workflow
Organization doesn’t have a clear vision
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Best Practices from Health Innovation Think Tank
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Consumerism & Virtual Care Best Practices
•

Large ACO & Medical Group strategy for patient engagement and navigating consumerism
– “We achieved our goals by focusing on the 3 U’s => Useful, Usable and U have to develop trust!”
– Everyone must find value in the technology and strategy.
– It must fit into natural workflows – don’t ask them to change. Deliver services as a byproduct of
normal activities.
– Trust is so important. Patients need to trust that they’ll get quality care – their data is safe – and
the doctor is who they say they are…and the patient is who they say they are.

•

Telehealth survey introduced by ACO regarding “video visits”.
– On a scale of -5 to + 5, are you interested in video visits with PCP. Patients gave the concept a
+3.5
– What about same video with another physician who has your record but is not your PCP: -0.6
– What about a physician who can’t see your medical record: -5.0 (minus 5)
– Best practice: Patients want video with their own PCP, not a random care provider.

•

What is stopping people from using telehealth –
– Need to look at value, usability & trust, including trust in the care provider, data and privacy.
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Innovation Best Practices for Virtual Care
• Ask what does your organization want out of a virtual care strategy?
–

Attract customers, expand reach, reduce cost, enhance access, triage for ER/ ED, etc...

• Virtual care will suffuse every element of care
–
–

For success, must be integrated into care design with proper change management
“It’s the care model that matters”

• When possible, start your virtual care strategies small with a portion of patient base (100,
500, 1,000) or a single disease state
• Understand how voice-enabled technologies and innovations can support your advanced
care delivery

• “Voice First, not Voice Only” – Reduce friction in these transformational strategies
–

20

Voice has shown to lower the friction with patients and post-care instructions
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Innovation Best Practices for Virtual Care
• Virtual Patient Advocates – “Louise” by Dr. Jack and BU School of Medicine
–
–
–

Emulate face-to-face communication
Develop therapeutic alliance-empathy, gaze, posture, gesture
Teach After Hospital Care Plan (AHCP)

• Orbita example – How Amazon’s Alexa can be enabled with “Health Skills” and made
HIPAA-compliant
• Use technology to help discharge patients with accurate/ comprehensive info,
continuity of communication, solve fragmentation, decrease variability, provide clear
med/ Rx instructions, reliable contact information & post-hospital information
• Virtual Assistant-enabled post-acute care in the home setting
–
21

Amazon, Google & Apple are the leaders today
21

• Understand how new CMS CPT codes for
telehealth can be used to support for virtual
care strategy
• Continuously research incentives for
telehealth and medical home

Long-term
Best
Practices
for
Virtual Care

• Create “on-demand care” vs web-based
physician appointment strategy

• Have the mindset that telehealth is a
solution and not a technology
• Build virtual care into the fabric of health
system; not a stand-alone item
• Provide adequate time for telehealth to
have proper buy-in to support successful
change management
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Roundtable
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Polling Question
How important is a virtual care offering to your organization?
Unclear, we’re still investigating
A nice to have, but not critical
Core to our care delivery and engagement plan

Critical to achieving our financial targets
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