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Making an impact through innovation





Innovating in technology 

is about creating 

EXPERIENCES



Experience is more than UI/UX. 

It’s about how you make people feel.



HEALTHCARE TECH CAN BE

WORLDS BEHIND



Whoever delivers the best experience 

WINS.



THE BEST EXPERI EN CE S MAKE PEOPL E ’ S  L I VES  

L ESS C OM PL EX AN D  M OR E EN J OYABL E .

always



It’s not about coming up with a 

clever new way of doing something.

It’s about designing—and collaborating—for the human experience.



64%
NEVER OR 

RARELY USED

7%
ALWAYS USED

13%
OFTEN USED

16%
SOMETIMES 

USED

SOFTWARE 

FEATURE USAGE



BODY

INFORMATION

EMOTIONS

The tendency is to just gather user requirements—

information, facts, data, true statements…

justified by other true statements.  

Compartmentalized needs are disconnected needs. 



WHITE MALE

70 YEARS OLD

ENGLISH

MARRIED

HIGH NET WORTH



Ozzy Osbourne
–and–

Prince Charles



Information-as-knowledge can distort good thinking—

confounding reality and humanness.



4/15/2019

correlat ion ≠ causali ty







T H E  L E S S O N :

Stay away from sugar, 

cheese and assuming 

data has all the answers.



M A K E  D ATA W O R K .  

+ Synthesize and dig deeper.

+ Look for theme and patterns in data.

+ Make creative leaps and inferences you can test.

+ Use qualitative design research to verify or debunk.



99%
ON HUMAN 
PROBLEMS

1%
ON TECH

HOW YOU SHOULD SPEND YOUR TIME



C A S E  S T U D Y  # 1 :

No algorithm is an island. 



C A S E  S T U D Y  # 2 :

Make sure we’re solving 

the right problem. 





Make 

technology 

the solution.

Not the problem.



We expect healthcare users to adapt to tech. 

We don’t adapt tech to healthcare users.

11%
INCREASE IN 

MEDICAL ERRORS 

IN BURNED-OUT 

SURGEONS2

$68M
ANNUAL SAVINGS 

BY HOSPITALS 

WITH REDUCED 

BURNOUT3

“INCREASING 

COMPUTERIZATION” 
RANKED AS FOURTH IN 

THE TOP-5 CAUSES OF 

PHYSICIAN BURNOUT.1

1. Hunt, Jacquelyn. Forbes, Forbes Magazine, 24 Aug. 2018, www.forbes.com.       2. NBCI2010.       3. Vocera Experience Innovation Network 2016 Research Report



FOUR WAYS PEOPLE EVALUATE 

IF  YOUR TECH IS  EASY TO USE

+ Time

+ Cost

+ Required amount of thinking

+ How it fits into an established routine
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R I G H T  T E C H .  W R O N G  T I M E .

There is no recipe 

for innovation. 



Design for what people do.

Not for what they say.









W H AT  PAT I E N T S  N E E D

Directions.

Human interaction.

Efficiency.











+ Greeters are visually identifiable. 

+ Staff is trained for various communications and interactions.

+ Front-desk staff coached in new “out-in-the-open” style. 









FROM MULTIPLE MRN ASKS 

TO A SINGLE HANDS-ON 

APPROACH
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PATIENT MESSAGING



W H AT ’ S  N E X T ?

How can we extend 

our investment and 

solve the next problem?



MRN# 112785429





LOOK BEFORE YOU LEAPFROG

+ Avoid implementing technology just for technologies sake

+ Always ask “what’s next?”

+ Be aware of problem spaces 

+ Watch the market for opportunities



Experience is where tech meets innovation.

And innovation meets strategy.



GO FORTH AND INNOVATE

thank you


