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What I Have Learned This Week….
1. Supported employment services are critical to the tenure of people with
disabilities in the community
2. “Local politics” – counties, state licensure boards, etc. – remain an
impediment to an effective, efficient health and human service system
3. The professional licensure issue is likely to be resolved with regional
compacts
4. Remote patient monitoring (RPM) is likely the next technology to “take off”
5. An ‘enterprise strategy’ is essential to prioritizing tech investments
6. The Medicare ‘public health emergency’ is likely to remain for another couple
years (forever?)
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Tech Functionality
Vs.
Digital Transformation
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Digital transformation –
the integration of
technology into all areas of
an enterprise –

fundamentally changing
how business is done and
how value is delivered to
customers.
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The Digital Transformation Of Entertainment
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The Digital Transformation Of Banking
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The Digital Transformation Of Retail
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The Digital Transformation Of News
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The Digital Transformation Of Health Care Hasn’t Happened…

????
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Digital Transformation Is Just
Starting To Happen In Health
& Human Services.
▪ Computerized billing…
▪ Centralized storage of consumer health
records implemented over the past 15 years…

▪ Pandemic-responsive adoption of telehealth…

But the ‘consumer experience’ of
health care hasn’t changed. . .
Yet…
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Current technologies are being
used to make consumer service
more efficient, but not better…
That’s not a technology problem,
it’s a leadership problem…
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What Is Driving Strategy
In The Health & Human Service Landscape?
Customer preference for integrated care – medical, behavioral, social
Digital health adoption in Medicaid and Medicare populations
Increasing dominance of health plans in health care delivery system
Movement toward value-based and risk-based reimbursement arrangements to align incentives

“Backward integration” of health plans, increasing their owned service delivery capacity
Acceptance of and preference for virtual primary care
Outsized investment in new companies serving the “complex consumer” market
The creation of new digital behavioral health companies
Entrance of out-of-industry mega-companies in the health and human service space
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What We Know…
The ‘Next Normal’ Landscape
1.

“Integrated” care coordination models preferred

2.

Virtual therapies become the norm and ‘hybrid’ models
become dominant:
• What can be done by telehealth or by new
technologies? What needs to be done “face to face”? In
clinic? In home?
• The rise of hybrid service bundles
• Home-based/virtual primary care model

3.

Facility-based services transition to ‘hybrid’ and bundled:
• Home-based/virtual addiction treatment
• Home-based/virtual long-term care

Emerging Opportunities
1.

Programs to manage the care of consumers with
complex needs – integrated “whole person” care
coordination (medical, behavioral, social), risk-based,
leverage new technologies

2.

Primary care services for consumers with complex
needs

3.

Home-based services

4.

Targeted social supports programs

5.

“In lieu of” services offering alternatives to traditional
residential and inpatient care

• Hospital at home and SNF at home
4.

New competition from existing (and new) health and
human service organizations – both traditional and virtual

5.

New competition with health plans as “payviders”

6.

Price sensitivity + risk-based reimbursement
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The Big Questions
What does our tech infrastructure need to be for success
in this emerging landscape?
Can’t answer that question without answering the bigger question...

What will our organization’s digital transformation look
like?
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The OPEN MINDS Tech Platform Framework
For Community-Based Specialty Provider Organizations
Integrated Data & Analytics For Decision Making

Service Performance Optimization

Competitive Advantage
Electronic Health
Recordkeeping System
❑ Mobile
❑ User optimized
❑ Interoperable – integration of data
– medical, specialty, social support
❑ Consumer assessment data,
measurement-based care,
decision support

Hybrid Service
Delivery Platform

Consumer Experience &
Engagement Platform

❑ Virtual – telehealth, secure text, selfdirected
❑ Home-based – electronic visit
verification, route optimization, remote
monitoring, smart home
❑ Integrated – centralized online
scheduling for consumers, online
scheduling of team

❑ Optimized end-to-end virtual consumer
experience – website, social media,
information, data portal, scheduling, fee
schedules, billing, communication
❑ App/smartphone connectivity
❑ Consumer decision making support and
treatment tools
❑ Health and wellbeing management tools

Value-Based/Risk-Based Reimbursement Platform
❑ Platform for tracking payer contract requirements and
reimbursement
❑ Value measurement and financial risk management
functionality
❑ Population health management tools and predictive analytics

Integrated Human Resources Information System &
Financial/General Ledger System
❑ Financial/General Ledger System
❑ Automated end-to-end revenue cycle management
❑ Automated recruiting/talent credentialing and talent
management
❑ Schedule management/shift bidding
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Beyond The “First Generation” EHR
More than an electronic ‘file box’
1.

Mobile

2.

User optimized – for clinical team and consumer

3.

Interoperable = supporting integration of
consumer care across primary care, behavioral,
pharmacy, social, and long-term care

4.

Has functionality to store and deploy consumer
assessment data and measurement-based care
data for decision support

5.

Consumer facing accessibility for “ownership” of
record
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Integrated Human Resources &
Financial/General Ledger System
1. Automated end-to-end revenue cycle
management
2. Automated recruiting and talent credentialing
process
3. Automated talent management
4. Centralized schedule management and shift
bidding

5. Organization-wide performance reporting –
across human resource, financial, and
clinical data
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Consumer Experience &
Engagement Platform
1. Optimized end-to-end virtual consumer
experience via website and social media
▪ Self-serve information, including data portal
▪ Consumer self-scheduling

▪ Transparent fee schedules
▪ Billing and financial relationship
▪ Multi-channel communication

2. App/smartphone connectivity to consumers
3. Consumer decision making support tools –
diagnostic algorithms, treatment tools, fee
calculators, engagement tools/apps, health
and wellbeing management tools
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Value-Based/Risk-Based
Reimbursement Platform
1. Platform for tracking payer contract
requirements and reimbursement
2. Population health management tools – care
coordination, medical/social necessity
reviews, authorizations
3. Value measurement and financial risk
management functionality
4. Predictive analytic software/programs tied to
EHR/EMR data
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Hybrid Service Delivery Platform
1.

Virtual – telehealth, secure text, self-directed

2.

In-office services

3.

Home-based service delivery – electronic
visit verification, route optimization, remote
monitoring and smart tools, smart home and
in-home care units

4.

Integrated coordination across specialties
and care delivery platforms – centralized
online scheduling for consumers, online
scheduling of team, notification of other care
teams (when seen by another professional)
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The platform enables digital
transformation to take place
– but a platform isn’t digital
transformation

A tech
platform
isn’t a
strategy for
competitive
advantage...
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“Digital transformation is a
business discipline or
company philosophy, not a
project.”
Katherine Kostereva, CEO of bpm'online

A tech
platform
isn’t a
strategy for
competitive
advantage...
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“Think of digital
transformation less as a
technology project to be
finished than as a state of
perpetual agility, always
ready to evolve for whatever
customers want next.”
Amit Zavery, VP and Head of Platform, Google Cloud

A tech
platform
isn’t a
strategy for
competitive
advantage...
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A Digital Transformation Exercise
1. What do your customers want?
2. What are your customer performance metrics?
3. If history, regulations, reimbursement, and capital
were not an issue, how would you reimagine your
service for customers?
After that, you can look at impediments. But too many times,
reimagining service delivery starts with a long list of ‘why nots’
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“The reality is, many digital
transformations fail
because companies aren’t
integrating their business
and technology strategies
from the start.”
Chris Bedi, CIO, ServiceNow

A tech
platform
isn’t a
strategy for
competitive
advantage...
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“When digital transformation is
done right, it’s like a caterpillar
turning into a butterfly,
but when done wrong, all you have
is a really fast caterpillar.”
George Westerman, MIT Sloan Digital Economy Initiative
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Turning Market Intelligence
Into Business Advantage
OPEN MINDS market intelligence and technical assistance helps over 550,000+
industry executives tackle business challenges, improve decision-making, and
maximize organizational performance every day.
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