HealthManagement.org

LEADERSHIP « CROSS-COLLABORATION « WINNING PRACTICES VOLUME 22 « ISSUE 2 « € 22

ISSN = 1377-7629

OUCCesSTU
Digitalisation
Pathways

"HE RNAL 2022

Anne Moen et al.

People Centric Model to Harness User Value
Reflection on Personal Data Spaces in
Transformation of Health and Care

Diane Whitehouse, Marc Lange
A Services Readiness Levels Stage Model: A
Roadmap

0
~
~
-
W
~
~
~
(9]
o
o
o
(9]

S LT

[=]
]
=

[=]
E ol
o

e

Rocio Del Pino et al.

vCare: Designing Individualised Virtual
Rehabilitation and New Clinical Pathways for
Parkinson’s Patients

Chan Ee Yuee et al.
Carer Matters: Hospital to Home Care for
the Caregiver



Point-of-View -Decision Support <>

Unlocking Digital Tools to
Expand Access to Healthcare

An overview of the emergence of digital front doors, their potential and key points
to bear in mind during the technological transition.

Key Points

For decades, basic healthcare interaction has been a . Patients are seeking alternative front doors to obtain
human one. However, the limitations of this system are care. These digital doors can take many forms, including
now becoming more and more apparent. a website, an online portal, a mobile app or a techno-

logical interface.

Patients today are demanding fast, convenient, easy and

affordable service. . Digital front doors can serve as an alternative to a conven-
tional doorway leading to a brick-and-mortar facility.

Primary care physicians are no longer the first option for
finding and navigating care.

Image Credit: Siemens Healthineers
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Introduction

Traditionally, patient access to healthcare has been a one-on-
one interaction where patients visit their healthcare providers.
The adoption of digitalisation in healthcare has been quite
slow. However, the COVID-19 pandemic has changed this
and has accelerated the pace of digitalisation throughout the

The usage of telehealth has increased
dramatically in the U.S.

Share of telehealth claim lines
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Source: Bestsenny et al. 2020; FAIRHEALTH 2020.

healthcare system. Due to this rapid acceleration, the point of
access to care has now shifted. In 2019, only 11% of patients
in the U.S. used telehealth solutions. Today, that number has
increased to nearly 50%. 76% of patients are now interested
in using virtual health solutions such as telehealth (Bestsenny
et al. 2020). According to an Accenture survey, nearly 60% of
patients who used virtual tools during the pandemic said they
wanted to use the technology more for communicating with
healthcare providers. 90% of patients who tried new devices
or apps to manage their medical conditions liked them (Accen-
ture Patient Survey 2020).

Possibilities for Digital Front Doors

Digital front doors allow healthcare providers to engage with
patients throughout their healthcare journey. A strong digital
front door strategy is not limited to a single solution but should

leverage different virtual health solutions to create a digital
ecosystem for patients. This can help transform care delivery,
improve access to care, optimise clinical operations, better
manage population health and increase workforce productivity.

Specifically, digital front doors can enhance four different
areas of provider-patient interaction (Meinhardt and Staehr
2021). . These include:

Younger people are less likely to have
a primary care physician

Share of patients who have primary
care ph)z/[sician
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(born after 1996)

Source: Accenture 2019.

Directing patients: Patients often need to be directed to the
proper provider or source of care. Digital front doors can func-
tion as navigation signposts, triaging and directing patients
to the appropriate level or type of care.

Engaging with patients virtually: A successful digital front
door strategy would allow care teams to engage with patients
virtually. This would mean patients could reach out to care
teams any time, from anywhere, and healthcare providers
would be able to respond with the click of a keyboard.

Monitoring patients remotely: Telehealth and tele-visits
would allow patients to easily make appointments and reduce
waiting times while delivering quality care to patients. Over
60% of patients and 59% of clinicians report no differences
in the overall quality between virtual and office visits (Donelan
et al. 2019).
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Managing population health: Digital front doors also offer the
opportunity for health systems to better manage overall popula-
tion health, identify and respond to trends and establish new care
delivery models. Healthcare providers would be able to analyse
and operationalise digital data to identify vulnerable cohorts and
pave the way for proactive and targeted engagement.

How to Unlock the Digital Front Door?

Successful utilisation and adaptation of digital front doors
can be achieved by focusing on five key areas (Meinhardt and
Staehr 2021):

Enabling patients

In order to make the transition to digital care successful,
patient buy-in is essential. Real-time monitoring and easier
access to physicians can have a positive impact on unplanned
readmissions, patient quality of life and mortality. However,
older patients, many of whom suffer from chronic diseases,
are not always comfortable with new technology. They may
require education and stronger engagement compared to
younger patients. In any case, enabling patients to adopt
digital care avenues would require offering them different
options and different providers. More virtual care portals are
likely to emerge to help patients navigate the marketplace.
Digital marketing efforts would also have to increase, such
as brand management, search-engine optimised marketing,
social media engagement, and platforms for patient reviews
to convince patients to choose digital front doors.

Empowering the workforce

In order to unlock digital front doors, existing workforces would
have to be trained to work with new technology. They will have to
be more aware of how new digital options can make their work-
place more flexible. This will require incentives and motivation
and the hiring of digital experts to make the transition smooth.

Upgrading infrastructure

Digital front doors will need to be integrated into existing infra-
structure. This will require investment in new hardware and
software as well as improvement in wireless capabilities for
better connectivity. A shift to cloud-based storage may also
be needed. These technology upgrades could prove to be a
barrier, but this can be managed through flexible funding alter-
natives or partnership models.
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Optimising workflows

In order to utilise the true potential of digital front doors, there
will be a need to reorient parts of a provider’s work and revenue
streams. Workflows will change, and infrastructure, data, work-
force and patients will have to be incorporated within this process.

Protecting data

Medical data is particularly sensitive. Healthcare systems
must ensure patients are confident that their digital data
is being treated securely. Internal data security governance
capabilities will be essential, and a thorough understanding
of data management will be required to anticipate any secu-
rity vulnerabilities.

Conclusion

Digital access points to healthcare are not new and were not
created as a response to COVID-19. However, the pandemic
has provided a strong incentive for patients and providers to
look at alternative models of care that have been underuti-
lised. While face-to-face contact has its advantages in health-
care, digital alternatives can help fill this need if such contact
becomes unavailable or too risky.

During the pandemic, patients have seen that alternative
access platforms are safer, convenient and effective. The
increased use of digital front doors has also reduced pres-
sure on hospital emergency departments and has allowed a
more efficient allocation of healthcare resources. The most
important benefit has been improved patient outcomes, which
is the ultimate goal of health services.

Healthcare systems worldwide have now seen how care can
be proactive and how healthcare data can be better utilised
to improve decision-making, better identify those at risk of
certain illnesses or conditions, and develop a greater under-
standing of different therapies and treatments.

Digital front doors can provide a safe, convenient and effec-
tive access platform to healthcare services. Adoption was
already underway before the pandemic, but it has gained
further momentum and is likely to accelerate further in the
years to come.

For more insight on this topic, please read Herbert Staehr’s
exclusive interview here.

Accenture. Accenture Patient Survey (2020) “How COVID-19 will permanently alter patient behavior.

Bestsennyy 0, Gilbert G, Harris A, Rost J (2020) Telehealth: A quarter-trillion-dollar post-COVID-19
reality? McKinsey & Company.

Donelan K, Barreto EA, Sossong S et al. (2019) Patient and clinician experiences with telehealth
for patient follow-up care. American Journal of Managed Care. 25(1):40-4.

HealthManagement.org The Journal - Volume 22 « Issue 2 « 2022

FAIRHealth. Monthly Telehealth Regional Tracker. (2020 Available from: fairhealth.org/states-
by-the-numbers/ telehealth

Meinhardt R, Staehr H [2021] Unlocking the digital front door - How healthcare can be made more
accessible. Siemens Healthineers Insights Series | The New Normal, (19). Available from https://
www.siemens-healthineers.com/insights/news/unlocking-the-digital-front-door.

| 70


https://healthmanagement.org/viewProfile/131166/Herbert_Staehr
https://iii.hm/1fna
http://www.siemens-healthineers.com/insights/news/unlocking-the-digital-front-door.
https://iii.hm/1fpw

	QRCODE: 


