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The healthcare industry had been making a slow but steady digital
evolution over the last several decades. Electronic Health Records
(EHRs) started the shift into a digital mindset and are well entrenched
in most U.S. health organizations and organizations around the
world. Similarly, many healthcare organizations have already had
the infrastructure in place to offer telemedicine and small pilots were
being rolled out. Piece by piece, administrative functions were using
technology streamline processes to address clinician burnout with
paperwork. And then we entered a global pandemic.
The COVID-19 pandemic very quickly exposed the cracks in our
healthcare system from disconnected processes that were inefficient
and made national coordination of PPE, clinician availability, and
equipment difficult, if not impossible. It showed how access to routine
care has a trickle-down effect on how patients deal with serious
illness. Finally, it uncovered how unsustainable the current business
model of healthcare is with hospitals struggling financially while their
ERs overflowed.
Immediately addressing these issues was critical to saving lives.
Luckily, the slow, steady digital transformation was able to ramp
up quickly to meet new demands. Overnight, telemedicine was
introduced. Scripps Health saw telehealth visits move from 1000
visits in a year to an average 4000 visits per day. Virtual agents
were quickly rolled out to answer questions and triage cases.
HonorHealth’s AI chatbot was able to deflect 90% of calls, allowing
nurses to get out of the call center and back on the floor helping patients.
These, and countless other applications, showed that technology had
the ability to make healthcare more human again. Freeing clinicians
from paperwork and repetitive tasks allowed them to concentrate more
fully on patients and provide more personalized care.
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As healthcare organizations navigate the pandemic response and
look to future strategy and plans the focus needs to be on:
•

Patient experience—improving patient outcomes, and by proxy
public health, by delivering care when and where it is needed

•

Care team well-being—allowing clinicians to focus on care,
not paperwork

•

Cost reduction—making workflows more efficient by using data
already held by the organization

The stories that follow show how healthcare organizations are
using technology as a platform to improve how patients access
care, how clinicians deliver it, and how IT teams support them all.
All of the examples presented in this book were detailed at our
virtual Knowledge 2020 event. Please check out the sessions linked
throughout for a more detailed discussion of how organizations
have implemented new technology and new processes to meet
immediate as well as future demands on healthcare organizations.
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Making patients
healthy AND happy
Patient experience means more than having a good health outcome.
It means that the interaction with a healthcare organization is
positive and happens how, when, and where a patient needs it.
In today’s healthcare landscape there is no shortage of provider
options, including a growing retail healthcare market. With this
competition in mind, it is important to see patients as consumers.
Those consumers are used to interacting with services (be it their
bank or grocery store) online with personalized portals. Pressures
from the COVID-19 pandemic have pushed people to seek
healthcare in new ways and providers to offer it in new ways,
opening patients’ minds, as well as their doctors’, to what
is possible.
Moving forward, providing a good health outcome as well as
a great experience is what will determine the success of a
healthcare practice. A successful patient experience leaves the
patient feeling more than healthy. It leaves them feeling heard,
understood, and cared for by the best team possible.
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Chatbots join the healthcare team
HonorHealth saw call volumes quickly increasing as people
became concerned about contracting COVID-19. Calls continued
to grow as people had many questions about their loved ones
in the system’s care. Initially, these questions came into a phone
triage team of nurses who became overwhelmed by the volume.
HonorHealth quickly stood up a frequently asked questions page
on their website but knew they needed to do more to get nurses
off the phone and into the hospital helping patients.
HonorHealth had been a longtime ServiceNow customer and
knew the platform had a chatbot function they were not currently
using. Within one day they were able to create a symptom checker
that patients could use to report their current health and receive
guidance as to next steps. Once they walked through the chatbot
questions, patients were provided an opportunity to “speak to an
expert.” This launched an Instant Message (IM)-type conversation
with nurses who could dive into their questions at a deeper
level. This IM support was staffed by nurses who were immune
compromised, pregnant, or otherwise high risk, enabling them to
provide support while staying healthy themselves. The chat format
allowed these nurses to carry on multiple conversations at once,
eliminating the need for patients to wait on hold during such and
anxious time.
The patient response has been overwhelmingly positive, showing
HonorHealth their patients are ready for more self-service options.
They are looking to expand chatbot to other areas, including how
to find a physician, reset a password, and more.
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Voice assistants provide consistency
at the bedside
OrbitaAssist is a voice-activated nurse call program. Instead of
ringing a call bell and waiting for a nurse to respond, patients
speak their request and, with the help of the ServiceNow platform,
the information gets routed for efficient response. If a patient
needs help getting out of bed to go for a walk, they can speak
that request. It will be routed to a nurse who can reply (by voice,
delivered through the same speaker) that they have heard the
request and will be there shortly. They can also remind the patient
to not get out of bed, helping to prevent accidental falls.
Having the context of the call helps the nurse respond more
efficiently. In fact, facilities using OrbitaAssist saw a 70% reduction
in nurse response times. Additionally, they know exactly what
they will be walking into and can come prepared to meet the
patient’s needs on their first visit leading to an 87% rating for nurse
confidence. If the request is something handled by food service or
facilities, it can be routed to those departments for service, taking
the nurse out of the middleman role.
The fear that “technology will replace humans” has proven to be
unfounded, especially in the healthcare sector. As these examples
illustrate, technology actually enables humans to do more human
things. Whether it is being available to answer complex questions
or responding more efficiently because they have the right
context, technology is proving to be a great colleague to health
professionals
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Arming clinicians with
data… about themselves
Healthcare professionals know that knowledge is power. Whether
that is their knowledge of the human body that helps make a quick
diagnosis or the education they pass onto patients that help them
make healthier choices. Self-service in healthcare organizations
means giving clinicians access to the answers they need, at their
fingertips. Digitally-minded human resources and IT teams have
found ways to make the operational support of clinicians more
intuitive and seamless. From embedding applications in systems
they use daily to customizing knowledge bases for the way they
think, these teams are enabling clinicians to focus on patients,
not paperwork.
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Coordinating employee exposure
At the outset of COVID-19, Thomas Jefferson University Hospital knew
they needed an automated way to track and manage employee
exposure to the virus. Linking together HR systems and the Jefferson
Occupational Health Network (JOHN) via ServiceNow, the hospital
was able to communicate with staff when they discovered a potential
exposure. Whether that was working on a floor with a confirmed case
or directly treating a COVID patient.
The JOHN system, using HR data, reaches out to employees with twice
daily self-reporting questions for 14 days. Information about employee
health and ability to work is fed back into the system providing a rich
data set to track the impact of infection on individuals, as well as hospital
operations as whole.
The Thomas Jefferson team also used ServiceNow to manage an
employee fund that was established to provide money to clinicians
and staff who needed extra support to cover costs of day care, provide
for time out of work, and more. The application and disbursement
process was built on the platform in one week and managed $6.7
million in funds.
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Taking the mystery out of compensation
Provider compensation is complex. Physicians do not just earn
a base salary, they are paid on a number of factors including
relative value units (RVUs), volume, specialty, academic pay,
location, productivity, and more. Doctors and compensation
teams typically keep track of the factors that impact pay,
and often there are discrepancies leading to distrust between
physicians and the organization.
Banner Health built a provider compensation application that
moved the organization off spreadsheets and onto a fully
transparent portal accessible by physicians and the hospital
administration. Through close coordination with providers, the
team built a portal that shows the data needed to feel confident
that compensation is what was promised. The dashboard shows
productivity year to date and compares it with the previous year,
so providers can see how they are tracking against goals. They
can dive deeper into the data to see where they are meeting
targets—all patients are getting flu shots—and where they need to
focus more energy—refer more people for depression screenings.
Total pay is broken out by measurement category so they can
see what is behind the numbers on their checks.
This automation of operational work helps clinicians focus more
fully on patients, not paperwork. The efficiency and transparency
gained through digital workflows builds a new trust between
providers and their employers. The access to their own data
and sightlines into the process allow everyone a common
understanding of the status of administrative interactions.
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Digitizing processes for
more efficient IT support
Medicine is not a desk job. The technology clinicians use is mobile
and dispersed. Clinicians are on the move and their IT support
needs to move with them. Providing support on the many pieces of
technology a clinician uses in a day should not involve adding yet
another application or process to their already heavy technology
and workload.
To support clinicians in their use of technology, IT teams need to
consolidate support and make it available where and how the
users work already. In many healthcare institutions this means
integrating IT support in EPIC or other EHR systems. In others, it
means combining IT and HR into a single contact point that can
automatically route requests to the most appropriate party. Virtual
agents can also fill the anytime, anywhere nature of supporting
the 24/7 healthcare workforce to ensure that the technology that
supports patient care is working at optimum levels.
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Mobile integration is a ‘Golden Ticket’
for more efficient IT service
HCA Healthcare’s IT service desk was fielding 31.1 million tickets
per year. 441,000 of those were coming from nurses. 81% of those
nurses were reaching IT via phone. Similarly, those same nurses
were issuing tickets via phone to facilities as well as the companies
responsible for biomed devices, such as IV pumps and blood
pressure monitors. They wanted to get nurses off the phone and
back to serving patients.
The team moved the ticketing process to a mobile app that
nurses could use on the phones they carried with them (rather
than relying on the hard-wired phones at the nurses station).
The ticketing system was integrated into the rounding workflow
app they were already using. From there, they could submit a
ticket and with just a click see where it was until it was resolved.
Adoption has been steady with 30% of all tickets being initiated
online. This implementation and consistent use of ticketing gave IT
access to data that could help them more proactively support the
technology across the hospital.
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Seeing clearly with contract transparency
St. Jude’s Children’s Research Hospital had a contract lifecycle
management system in place but still relied on manual processes
to gather “wet” signatures to finalize documents. When the majority
of the team began working remotely in response to COVID-19, the
process had to quickly change.
A combination of ServiceNow and Docusign allowed St. Jude’s
to implement a workflow for electronic signatures. By utilizing
the trusted and familiar interface of ServiceNow, people in the
approval chain were assured of a contract’s legitimacy. They
could also watch it as it progressed through approvals. The
Docusign functionality appears within the ServiceNow window
for a consistent experience throughout the process. This solution,
developed and rolled out in just over one week, fully digitized the
contract process for the organization.
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From revolution
to evolution
While healthcare has seen a slow and steady approach to
digital processes, the COVID-19 pandemic sped up the pace
considerably. The past couple months have felt like a revolution in
healthcare delivery. Healthcare industry experts have said there
is no going back to the way we used to do business. The use of
telehealth and the connections between disparate care and
administrative teams will continue and grow. Those with digital
platforms in place were able to roll with the revolution quickly and,
moving forward, will be able to more strategically expand their use
of technology to enable automation of rote tasks and empower
patients and providers alike with self-service options.
Behind every great experience is a great workflow. Today’s digital
implementations prove that the use of technology can actually
enable humans to be more human. With streamlined processes,
clinicians have more time to focus on patients. With access to
information anytime, anywhere, patients and clinicians can have
more meaningful interactions. The listening that providers give
to patients must be emulated by the people providing service to
healthcare organizations. Over and over at Knowledge 2020, we
heard that in order to make workflows…well…work, listening to the
people that do the work day in and day out is critical. Looking
at how people want to interact with the organization and then
building to that goal is the only way to evolve service delivery
and enable healthcare to evolve to meet the needs of our
digital society.
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About ServiceNow
Healthcare organizations that embrace digital transformation have turned it into a competitive advantage, positioning
them as visionary leaders who are improving patient care. However, not all have seized the full value of this change.
ServiceNow offers solutions to power the future of healthcare.

For more on ServiceNow’s healthcare solutions, visit:
servicenow.com/healthcare

Additional Resources
Infographic: Deliver better care, faster and more effectively, at lower costs
Analyst report: Delivering great experiences while building resiliency
HIMSS eBook: Learning from Others: 5 Magical Customer Experience Lessons
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