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The Three E’s: 
What Digital Transformation 
means in an everyday  
healthcare context
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To create a brilliant experience for caregivers and patients - wrapped in an ecosystem that 
offers efficiency and effectiveness so that you can meet your P & L and ROI metrics is a 
lauded goal - but is it possible in the reality of today’s clinical environment? 

Mobile, and more broadly Internet of Things (IoT), will play a crucial role, as the smart-
phone has become the patient’s constant companion. Mobile devices have great potential 
to support the healthcare industry’s transformation from a provider-driven marketplace 
into a patient-centric ecosystem. Technological innovations have brought clear benefits to 
hospitals and clinics: 

• better productivity

• improved patients’ expectations 

• Greater access to information and knowledge

But as the patient has become more embedded in the ecosystem, they are gaining experi-
ence with self-management programs, encountering new regulations for patient involve-
ment which have contributed to creating new dynamics and new patient     roles in relation 
to healthcare. The patient is becoming a partner of their healthcare providers instead of 
a simple care-receiver. This growing patient-based movement therefore also creates a 
bottom-up demand for change. Patient empowerment is an important step in enabling 
patients to manage their part in the journey. 

The World Health Organization defines patient empowerment as “a process in which pa-
tients understand their role, are given the knowledge and skills by their healthcare provider 
to perform a task in an environment that recognizes community patient participation”.

With a growing sense of how they can influence their own health and recovery, the expec-
tations of patients on caregivers have increased. Nurses report that from the outside, the 
perception is often that they are sitting at computers and not spending time with the pa-
tients. 
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“It is disheartening when I feel like I 
have to allot as much time and care to 
my computer as I do for my patient

IntelliTek Health & SmarTek21  |   www.intellitekhealth.com



A SmarTek CompanyA SmarTek Company IntelliTek Health & SmarTek21  |   www.intellitekhealth.com

Patients themselves are frustrated with repetitive and redundant activity. 74% of patients 
report having to provide the same information to multiple healthcare professionals.  60% 
of patients have also experienced repeatedly taking the same test (Future health Index 
2016, Philips) 

Blending these factors together, consumers have an appetite for using technology-en-
abled care. A recent study commissioned by Philips showed that 57 percent of patients 
own or use a connected care device to monitor various health indicators. However, 
although more than half of patients own or use a connected care device to monitor their 
health, only one third of these patients share this information with their healthcare profes-
sional.

With all this extra information and helpful data on well-being apps, patients can be more 
explicit about their condition, symptoms and situation over time  - but often, rigid forms 
cannot accommodate this richness which also frustrates the caregiver. 

“Sometimes it does feel like we’ve gone from treating the patient to treating the computer, 
and, for providers and nurse practitioners in particular, our main focus is always the pa-
tient,” she said. “When the EHR and other systems require so many boxes to be checked 
and screens to be confirmed, it can undermine our time and focus on patient care.”

Unless this is tackled holistically, it is easy to get into what consultants call “a doom loop”. 

“Healthcare leadership seeks metrics to determine how to best provide patient care, and 
turns to IT. IT seeks more data to feed algorithms and dashboards, and turns to frontline 
clinicians to input the data into the EHR. Frontline clinicians manually enter this data, and 
turn to leadership and say they are burned out. And the cycle repeats.”

Healthcare is the only remaining industry of the 21st century whose primary source of 
data generation relies on additional manual input by a human being - that human being 
most often is the nurse who is focused on spending her time caring instead of charting. 

“Every solution, workflow or company that adds to the burden 
of documentation to a frontline clinician has its priorities in the 
wrong place.”
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One example of how information technology has helped avoid nurse burnout is the use of 
speech-recognition technology to complete daily charting.

“My organization expanded the use of speech-recognition technology be-
yond the provider role and began to implement it in nursing documentation 
– not only for narrative notes, but also by building step-by-step commands 
used for documentation. Dictation has been used for years for providers to 
complete their documentation in EHRs. My organization finally challenged 
the bounds of these technologies and opened up the doors to a new way for 
nurses to document.

The role of voice automation in nursing is growing day by day. The changes that come 
from it can directly help combat burnout. Prior to the COVID-19 pandemic, use of 
speech-recognition technology for nurses at our organization was granted after a 
two-hour instructional class was taken. However, to help lessen nursing-documentation 
burden during the pandemic, this access was given to all nurses.

“The use of speech-recognition technology in nursing documentation has 
helped me greatly in reducing the time I spent documenting and, in turn, 
being able to give back that time directly to patient care. The step-by-step 
commands that were created saved on average 25 clicks for the user. My 
organization gathered the data and found that nurses who use speech-rec-
ognition technology to chart spend around 9% less time charting a body-
system shift assessment compared to users who do not use speech recogni-
tion.”

Ever since she started using speech recognition for her charting, she has completed 
her daily charting more quickly, and no longer feels like she is charting the same thing 
multiple times throughout her shift. With step-by-step commands, she is able to say into 
the microphone of her device, “Chart IV assessment normal,” and her IV assessment is 
complete.

“Using an abridged version of documentation alleviated feelings of re-
dundant documentation; this helped combat burnout and documentation 
burden. The wonderful thing about disaster documentation is that it did not 
change our practice. We were still caring for patients the same and assess-
ing them the same.”

Case Study of Conversational AI deployment
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The difference was relying on the principle of charting by exception. For instance, instead 
of charting routine IV assessments every shift, the nurses were only required to chart if 
there was a change outside of defined limits for the IVs. What this looked like in practice 
was the nurses were still flushing IVs routinely every shift and doing a site and dressing 
assessment. However, instead of charting this every shift, they only charted if an exception 
was assessed.

“The time we saved in implementing disaster documentation is invaluable,” she stated. “I 
do not believe there is a way to adequately quantify how the time we saved from charting 
has helped improve the health of our patients and ourselves. That time we saved could’ve 
been spent holding a patient’s hand as they passed away.”

The time she was able to save could have meant the difference between her being able 
to sit down for lunch as opposed to going 12 hours with no break. That time saved could 
have been spent helping a family member video chat with a patient who they have not 
seen in a week due to visitation restrictions.

“That time is priceless, and the true value of it is seen in the lives that we have helped 
throughout this pandemic,” she stated.

https://www2.deloitte.com/content/dam/Deloitte/lu/Documents/life-sciences-health-
care/lu_journey-smart-health-digitalisation.pdf

HealthcareITNews Burnout in the Age of COVID-19 series, click here.


