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Accelerating Your Digital Transformation 



What is digital transformation? 



Why is this happening now?



What are some of the key focus areas 
for digital transformation in healthcare?
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Health Systems Responding to Consumerism
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Consumer Experience and Digital Marketing 

Source: 2019 Healthcare Digital Marketing Trends Survey 



What lessons can healthcare learn from 
other industries?
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Customer Experience Operational Process Business Model

Unified data & Processes Digital Capabilities Business & IT Integration
Analytics Capability Solution Delivery

Customer Understanding

Analytics-based segmentation
Socially-informed knowledge

Top Line Growth

Digitally-Enhanced Selling 
Predictive Marketing

Streamlined Customer Processes

Customer Touch Points

Customer Service
Cross-Channel Coherence

Self Service 

Process Digitization

Performance Improvement
New Features

Worker Enablement

Working Anywhere Anytime
Broader and Faster Communication

Community Knowledge Sharing

Performance Management

Operational Transparency
Data-Driven Decision-Making

Digitally-Modified Business

Product/Service Augmentation
Transitioning Physical to Digital

Digital Wrappers

New Digital Business

Digital Products
Reshaping Organizational Boundaries

Digital Globalization

Enterprise Integration 
Redistribution Decision Authority

Shared Digital Services 

“Traditional” Building Blocks of Digital Transformation



What has gone really wrong in other 
industries? What should we be avoiding?
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Lewin’s Change Model

D
Dissatisfaction

with the 
status quo

V
Vision

of a compelling 
future

F
First Steps
in the right 
direction

R
Resistance
to change

X X >
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Digital Transformation Maturity

https://www.capgemini.com/wp-content/uploads/2017/07/Digital_Transformation__A_Road-Map_for_Billion-Dollar_Organizations.pdf

https://www.capgemini.com/wp-content/uploads/2017/07/Digital_Transformation__A_Road-Map_for_Billion-Dollar_Organizations.pdf


What does the process look like?
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Prepare

Benchmark current state

Create dissatisfaction with the 
status quo

Provide an inspiring vision for the 
future

Develop a GPS map for progress

Direct

Communications roadshow
Align incentives for leadership and 
other stakeholders

Lead

“Lighthouse” projects
Fail fast
Iterate
Take successes to scale
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What are the key pieces of technology 
successful healthcare organizations 
have in place?



Healthcare Digital Experience Platform Components

Patient Access
& Scheduling

Call Center / 
Customer 
Support

Web Content Management

Search Digital Asset 
Management

Translation 
Services

Governance & 
Accessibility

Optimization & 
Personalization

Identity Management

Analytics & Dashboards

CRM

Patient 
Portal

Payments & 
Ecommerce

Emerging 
Digital 
Channels

Advertising 
Management

Social Media 
Management

Marketing 
Automation / 
Email

SEO & Local

Reputation & 
Reviews

Mobile Apps Telemedicine





Where should a healthcare organization 
begin from a user experience 
standpoint in tackling a digital 
transformation project?



If you’re told to “just do it”, what do you do?
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