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Hangry is a clever 
portmanteau of hungry 
and angry, and an 
adjective that describes 
being irritable due to 
hunger.



hours



• Robert Wang, PhD in Computer Science, 
particularly in Artificial Intelligence

• Laid off from Nortel (tech firm) in 2008

• “…quality food in less time, promoting better 
eating and reducing the consumption of fast 
food.”

• 18 months and $350,000 initial investment

• Sales sluggish until introduced to 200 food 
influencers on Amazon

• Revenue doubling every year since 2012

• Facebook Page 1.3 million members



HAINANESE CHICKEN RICE IN AN INSTANT POT
• Saute the aromatics until fragrant with saute mode on 
Instant Pot

• Add the rice and stir to mix everything. 
• Add chicken stock and salt
• Arrange the chicken pieces on top of the rice, skin side 
down. 

• Pressure cook on high for 3 minutes and then wait 10 
minutes to release pressure. The residual heat will continue 
to cook the chicken, so no worries about the chicken being 
raw

• Unlock the lid and carefully remove the chicken pieces and 
let them rest for 5 minutes before slicing

• Fluff the rice with a fork and serve with the chicken slices 
and garlic ginger sauce on the side

• Eat

18 minutes



S$ 12 / 10 minutes



Objectives

• Review key consumer trends that will drive patient expectations

• Explore examples of digital transformation of patient experience

• Understand unintended consequences of digital transformation and 
potential countermeasures

• Review what we can do as leaders to contribute to digital 
transformation



Megatrends









”Digital” common features:

• Simple user interfaces

• Highly personalized

• Infused with transparency

• Driven by data

Key stat:

79% U.S. consumers 
Willing to Share 
Personal Data For 
Clear Personal Benefit
‐Deloitte



The Most Efficient Healthcare Systems in the World, Huffington Post, 8/23/2013







Impact of Affordable Care Act (Obamacare)

https://www.nytimes.com/interactive/2016/10/31/upshot/up‐uninsured‐2016.html

• Seven‐percentage‐point 
drop in the uninsured 
rate for adults nationally

HOWEVER

• Troublesome regional 
patterns:

• People in South and 
the Southwest still 
don’t have a reliable 
way to pay for health 
care





World’s largest taxi company owns no vehicles.

World’s most popular media owner creates no content

World’s largest retailer has no inventory

World’s largest accommodations provider owns no hotels



Artificial Intelligence (AI) ‐
machines that can perform tasks 
that are characteristic of human 
intelligence

Machine Learning – method of 
achieving AI by “learning” from 
huge amounts of training data

Deep Learning‐ Subset of 
machine learning where there is 
attention paid to multiple layers 
of learning, modeled after how 
neurons work in the brain 



What is 
patient experience?





Cross out the items that are not part of the 
experience of the patient
•Transportation
•Calling the clinic
•Looking for directions 
•Finding the department once you 
arrive
•Finding parking
•Booking an appointment
•Emailing your doctor
•Waiting for the doctor

•Picking up your medicine
•Following directions of the 
doctor
•Getting blood tests done
•Social media
•Advertising
•Food
•Paying the bill





• 24 hospitals over a 700 
km geography

• 12000 physicians
• 53000 employees
• 3.3 million patients / yr
• Annual revenue US$ 12 
Billion

GOAL:

BRAND PROMISE 
OF CONSISTENT 
EXPERIENCE 
ACROSS SUTTER





Digital Arbitrage

Arbitrage (ˈɑːbɪtrɪdʒ,ˌɑːbɪˈtrɑːʒ)

the practice of taking advantage of a price difference between two or 
more markets: striking a combination of matching deals that 
capitalize upon the imbalance

Digital Arbitrage (Chan)
Leveraging the power and self‐interest of the end user and digital 
solutions to accomplish the task for an even better outcome
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Voice Assistant / AI Technologies

major AI platforms

8

2
phases complete

2

weeks from POC to prod





Patient-Centric Scheduling Initiative – Sutter 
Standards

• Portability of care delivery across Sutter 
Health

• Expanded schedulable same day visits
• Enable call center staff to communicate 

normal test results to patients, reducing 
multiple handoffs

• Consistent clinical escalation for Sutter 
Health patients during scheduling for high 
reliability organization

• Empower clinicians with easier ways to 
electronically indicate additional same day 
schedulable capacity, giving them 
additional schedule customizability





MHO Scheduling – By Provider or Visit Type

Tailored patient scheduling experience based on previous behavior



SMS 
Appointment 
Text 
Reminders

Fast Pass



•Over 52,439 Fast Pass offers have been sent 
to patients, with SMS nearly double the 
success rate of Email offers (11.2% vs 7%)

Automatic Offering of Earlier Appointments Made 
Available by Cancellation

44,591
E-mail Fast Pass Offers

7,848
SMS Fast Pass Offers

20.3 Days
earlier using Fast Pass 

(Average)

Patients get in 



If you were in charge of 
the washrooms at Changi 
Airport and needed to 
reduce cleaning costs, 
what would you do?

Would you believe a 
simple intervention would 
reduce spillage by 80% 
and reduce cleaning costs 
by 8%?





Streamlined Sutter Health’s online appointing flow to ensure 
patients can easily complete the process

Minimize drop-off during 
scheduling

Channel: Online appointing process

• Enhanced choice architecture

• Modified defaults and number of steps

• Created quick wins

• Introduced common language



Behavioral economics solutions targeted multiple patient 
populations to drive portal use and schedule online

Nudge the unengaged
Channel: Targeted email

Exclusivity, Status, Social Proof 

Close gaps in care
Channel: Tickler & portal message

Scarcity, Defaults, Authority

2.6x 
increase in 
open rates

4.9x 
increase in 

online 
scheduling 

41%
Increase in 

online 
scheduling



•70-72% of patients across the three sites 
reported taking better care of themselves

•77-85% reported better understanding of their 
health and medical conditions 

•76-83% reported better remembering the plan 
for their care

•70-72% of patients across the three sites 
reported taking better care of themselves

•77-85% reported better understanding of their 
health and medical conditions 

•76-83% reported better remembering the plan 
for their care



2016
US$109M

2016
US$109M

2017
US$150M

2017
US$150M

2018
>US$220M

2018
>US$220M

The power of 
simplification and 
integration





Improvement of 
diabetes control at 
6 months 

+



0

50

100

150

200

250

300

1/2/05 1/2/06 1/2/07 1/2/08 1/2/09 1/2/10 1/2/11 1/2/12 1/2/13 1/2/14 1/2/15 1/2/16 1/2/17

N
um

be
r o

f P
at

ie
nt

s 
te

st
ed

 p
er

 D
ay

2005 - 2017

Hep C Antibody Screening Volume

Baseline CDC Recommendation HM Topic HM Reminder Autopend Restart

A simple 
alert to 
patients can 
quickly and 
affordably 
improve 
screening 
rates





• Available to all 
Sutter Health 
patients

• 12 hours a day 
x 7 days a 
week

• Scheduled 
same day 
(virtually on 
demand)

• 5x volume 
increases since 
launch 
28/03/2018



Same Day Video Visit Service
3/28/2018 Enterprise Launch

Telecardiology
First patient 7/16/2018



Same Day Care
Verily
Travel Medicine*

Mental Health
Dermatology
Cardiology*
Neurology*
Oncology*
Electrophysiology*
Plastic Surgery
Orthopedics

eICU
Stroke
NICU

Coordinated Virtual Care for Patients
Technology enabled care across the continuum

50

Coordinated 
virtual care 
for patients

Coordinated 
virtual care 
for patients

Everyday 
Health

Specialty

AcuteChronic Care

End of LifePalliative 
Care

Physical 
Rehab

* Currently under design 



• Use case for 
emergency 
departments:
• 25% reduction in 

transportation 
cost

• Wait time 30 min 
down to 3 min



• Avoid the queue 
at the pharmacy

• Concierge like 
experience

Pharmacy delivery to the home



No good deed goes 
unpunished

The unintended consequences of digital health 
adoption



For every 3.08 hours spent face‐
to‐face in with patients

Our clinicians spend 3.17 hours 
on desktop medicine



Physician 
burnout

IT related work 
stated as one of 
the factors 







Reducing clinician burnout 
from chart documentation 
& in-basket

Connecting clinicians to remote scribes to assist with chart documentation 
Gould Medical Foundation, Palo Alto Medical Foundation, and Sutter Medical 
Foundation
2014- April 2018

Connecting clinicians with remote agents who assist with non-clinical in-basket 
tasks and messages 

Palo Alto Medical Foundation - Internal Medicine
January 2018 - Present

Office visits completed
280,000

Patient acceptance
96%

Time saved per doctor
per day

1.5 hrs

physicians
104

6000
Messages cleared

>

AUGMEDIX







We are all leaders in digital 
transformation





Achieve digital literacy



Is aversion 
to change 
based on 
reason? Adopt a change model



Is aversion 
to change 
based on 
reason? Cultivate a team of 

leaders



Is aversion 
to change 
based on 
reason? Build resiliency for 

change
OptionB Video





Questions?

Albert S. Chan, MD, MS
Office of Patient Experience
Albert.s.chan@sutterhealth.org


