How Al Can
Enhance Today's
Patient Experience -
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Al Won't
Replace
‘he Doctor

If Al isn’t going to replace the doctor,
then what is it going to do? Replace
the mundane. It will start to replace
or improve things you already
outsource or things that currently
stretch your resources. We're
talking about repetitive tasks that
don't require advanced degrees or
training.

Recent research from Accenture

got to the core of what is coming.
According to the study, Al will adapt
and flex to automate complex tasks
and self-learn for repeatability at
scale. It will help humans focus on
adding value and complement and
enhance human ability and improve
capital efficiency.

Why is this? Let's look at what Al is
and how it works to uncover the
answer to that question.



https://www.slideshare.net/AccentureTechnology/ai-and-the-economy/1

What is Al, Really?

First, artificial intelligence is a broad term used to talk about several
different things. It includes advanced analytics, machine learning (ML),
natural language processing (NLP), and true artificial intelligence.

Let’s define those...

1. Advanced Analytics:

is a part of data science that uses high-level methods and tools to focus on
projecting future trends, events, and behaviors. This gives organizations the ability to perform
advanced statistical models such as ‘what-if’ calculations, as well as future-proof various aspects
of their operations. The major areas that make up advanced analytics are predictive data
analytics, big data, and data mining. The process of advanced analytics includes all three areas at
various times.



https://www.sisense.com/glossary/advanced-analytics/

2. Machine Learning:

Machine learning is an application of artificial intelligence (Al) that provides systems the ability to
automatically learn and improve from experience without being explicitly programmed. Machine
learning focuses on the development of computer programs that can access data and use it to
learn for themselves.

Machine learning algorithims build a mathematical model based on sample data, known as
“training data,” in order to make predictions or decisions without being explicitly programmed to
perform the task.

3. Natural Language Processing:

Natural Language Processing is the technology used to aid computers to understand the human'’s

natural language. Natural Language Processing, usually shortened as NLP, is a branch of artificial
intelligence that deals with the interaction between computers and humans using the natural
language.

4. Artificial Intelligence:

True or strong artificial intelligence is an artificial consciousness, a hypothetical machine that
possesses awareness of external objects, ideas, and/or self-awareness.

——
(e

4 'Y SOLUTIONREACH


https://en.wikipedia.org/wiki/Strong_AI
https://expertsystem.com/machine-learning-definition/

There are also three stages of Al, and in a recent blog post, Dave
deBrokart talked about this:

In Superintelligence,
Nick Bostrom writes of

three levels of Al: Narrow,
General, and Super.

Narrow Al:

Is what's real today, more or less. Narrow Al can do a stupendous job of recognizing familiar
patterns and doing the right thing at very high speed—for specific tasks. Narrow is what runs
“autonomous cars,” it's IBM’s Watson that won Jeopardy!, it's what runs “personal assistants” like
Siri, Alexa, and Microsoft's Cortana, and it's even the kind that plays chess. Narrow is very fast
and dependable.

O Well, except that if you've ever used Siri or Alexa, there can
be severe limits on how “smart” it actually is. Its intelligence is narrow.

O “Narrow” doesn't mean it's dumb—it means its tasks are highly
focused. Your driver-less car may be really smart, but | doubt it could
play Jeopardy! And vice versa.

General Al:

Is when the technology really seems to be a person. We ain't there yet, but people are sure
working on it. Many, many skills ... plus feelings. Yes, feelings.

Super Intelligence Al:

s, as the name suggests, above and beyond what any human could do.”


https://www.amazon.com/Superintelligence-Dangers-Strategies-Nick-Bostrom/dp/0199678111/
https://www.solutionreach.com/blog/can-your-robot-do-this-pick-tasks-that-can-be-solved-today

Narrow Al IS
g00d...

Narrow Al is just what we need right
now. Sixty-one percent of respondents in
a recent survey said they would use an
artificially intelligent virtual assistant to
handle financial transactions, schedule
appointments, or explain their health
insurance coverage options.

These are easy ways to use Al because
they are things that we already use
today. We use chatbots. We use voice
assistants. We get information served
up online. It's familiar territory for
patients and healthcare organizations at
least to some degree.

In addition, Al is only as good as the
data it has to work with. The more
complicated the task or the data
system, the harder it is to build good
Al solutions. According to John Lynn,
founder of Healthcarescene, this is
the reason most Al solutions will come
from existing companies that use it to
enhance their existing products with
their own data.


https://www.accenture.com/us-en/insight-new-2018-consumer-survey-digital-health?utm_source=newsletter&utm_medium=email&utm_campaign=newsletter_axiosvitals&stream=top-stories
https://www.accenture.com/us-en/insight-new-2018-consumer-survey-digital-health?utm_source=newsletter&utm_medium=email&utm_campaign=newsletter_axiosvitals&stream=top-stories

And It's Perfect
for Patient
Communication

There are many simple and repetitive
tasks involved in patient communication
and other patient interactions. When
done manually, they can be very time
consuming for staff and patients.

For example:

O The scheduling call
takes about eight minutes.

An appointment reminder call takes about
two minutes.

. office staff waste 74 minutes a
day tracking down information.

The consumes 121
minutes of the patient’s time (travel, forms,
and visit).

Patients are frustrated about these
issues and others, including poor
communication, long wait times, and
lack of digital tools.

However, many of these problems can
be addressed with automation and
further improved with Al.
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https://www.accenture.com/t20150527T215543w660/us-en/_acnmedia/Accenture/Conversion-Assets/DotCom/Images/Global/Dualpub_6/Accenture-Patient-Engagement-Digital-Self-Scheduling-Set-Explode-Healthcare-Over-Next-5-Years-Infographic.jpg
www.webtorials.com/main/resource/papers/webtorials/2011-UC-Cloud-SotM/2011_SMB_UC_Cloud.pdf
www.bostonglobe.com/metro/2015/10/05/study-puts-dollar-value-time-spent-waiting-for-doctor/If7KB4aU9mkY5qK8CqDYUO/story.html

Al can be used
today to:

|[dentify best practices:

Many Al solutions will come from existing companies
because they have the data.

That data can be analyzed to provide insights. One
looked at how the cadence and frequency
of automated reminders affected patient confirmation
rates. The insights showed that the use of automated
reminders, combined with the right timing, could
increase confirmation rates up to 156 percent.

Respond 24/7.

Because narrow Al is good at interacting in specific
ways, it is great for SMS or website chat. It can

be used to provide an interactive experience for
patients where they can ask questions and get an
automated response or be directed appropriately to
the right person.
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https://www.solutionreach.com/guide/three-is-magic-number
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|[dentify potential
no-shows and fill
appointments:

Al can be used to analyze patient
behavior to predict the possibility
of no-shows so the schedule can be
adjusted accordingly. Other similar
use cases include things such as
the likelihood patients will pay

bills on time or follow through on
treatments. It can also automatically
reach out to patients waiting for
specific appointment types when
they are available.
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Automate
post-appointment
care plans:

Al can be used to establish the right cadence
and content for post-care plans based on
prescribed treatment and patient behavior.

Analyze patient
sentiment:

Al is able to review patient reviews and
surveys to identify trends and key words
SO Organizations can see patterns in that
feedback.
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These use cases are practical and
available now, but it is important to
note that they still require human
intervention. This is why Al isn't
replacing everyone in healthcare. And

it never will. Patients are interested in
using Al to save them time and get more
convenience, but they still want to get to
a person when they need it. And, while
the Al-driven tools can deliver insights,
someone still needs to apply those
insights.

The best-case scenario today for Al is

to use it to remove mundane tasks and
free staff for the more complicated tasks
and to focus on patients when they do
need a person. This means that it is
important to ensure that there is the
right balance between the technology
and the human touch.



SOLUTIONREACH

PATIENT RELATIONSHIP MANAGEMENT

Solutionreach is 100 percent focused on providing the technology, and the expertise on how to effectively use
it, to deliver better care and build a more profitable practice. We did it first, and after nearly 20 years, we're

continuing to lead the way.

We show practices how to improve the patient experience and connect with patients in the way they want
to connect. The result? More patients schedule more appointments and actually show up for them. More
patients leave glowing reviews of their providers for others to see, and then they book appointments. And all

patients get regular communications that keep them connected to the practice and coming back.

But we can't do it alone. Each practice we work with has to be “all-in”. When practices commit to working
with us, we bring all the experience we've gained working with 52,000 other practices to the entire process,

whether it's that first welcome email or a practice check-in five years down the road.

If a practice is willing to roll up their sleeves and get to work on making patients happier and healthier, then
we're the right partner. If a practice is ready to start growing and increasing revenue hand over fist, then
we're the right partner. To learn more about whether or not we're the right partner, schedule a personalized

consultation now at www.solutionreach.com.
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