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Agenda

 Current state
« Vision of the future

 Interactive discussion ... your choice

 Intelligent contact center

« Al-powered telehealth
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Patient experience disconnect

Healthcare leaders agree the
patient experience is essential

-

NEJM Catalyst survey
March 26, 2019

Source: https://catalyst.nejm.orqg/doi/full/10.1056/CAT.19.0684
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Consumers are unsatisfied
with their healthcare experience

“Healthcare ... has the lowest Net
Promoter Score of any industry.”

Source: Prophet and GE Healthcare Camden Group, “The Current State of the Patient Experience”


https://catalyst.nejm.org/doi/full/10.1056/CAT.19.0684

Common challenges in healthcare

® Unable to personalize experience Expensive legacy solutions
Lack of automation Difficulty scaling

/% Integration challenges Slow to adapt to changes
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Digital front
door principles

« Design patient experiences as
consumer experiences

« Engage patients with care team
» Integrate across care settings

« Use multiple channels

« Personalize communication
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Let’s build engaging experiences!

« Appointments

« Virtual encounters
 Referrals

« Patient education

e Clinical trials

« The list goes on...




Chose your own adventure
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Intelligent
contact center
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Standard self-service automation

Press 1 or say “Appointments

¥:

Press 2 or say “Nurse”

2

Company
number

Welcome to
AnyCompany Healthcare

Press 3 or say “Billing”
®

2
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Not flexible or scalable!
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Intelligent contact center architecture

& Intent/slot/ [-D

Patient \ utterances = =
ésaib < > g <—>

& Amazon Connect Amazon Lex Amazon Polly
Call center .
agent Integration
=
_N‘\T
Call recordings & <> = -
& trace records AWS Electronic

health §
Amazon S3 Lambda record \

Transcripts Enriched data
=D =
& - By —— <
Amazon Amazon S3 Amazon Amazon S3
Transcribe Comprehend
Medical Medical
5 Machine learning and analytics
\a.ﬂ’s’ ..........................................................................................................................................................................

© 2021, Amazon Web Services, Inc. or its affiliates. All rights reserved.



Next steps for intelligent contact center




Al-powered telehealth
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Integrating telehealth with the medical record

|

Patient and physician
interact on
telehealth platform
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The conversation
is transcribed in
real time
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Sl

Medical terms (drug
names, diseases, etc.)
are automatically
identified and
summary is created

Doctor reviews,
edits, and pushes
data into EHR
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Al-powered telehealth architecture
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Next steps for Al-powered telehealth

Build



Visit our other healthcare sessions

HLC307 — Workshop
Using Fast Healthcare Interoperability Resources (FHIR) on AWS

HLC302 - Builders
Building a HIPAA-eligible virtual care solution on AWS

HLC306 - Chalk talk
Healthcare data center migration: Best practices and approaches
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Healthcare & Life Sciences Lounge

Join us at our networking lounge
every day for post-session speaker
meet-and-greets, ask-the-experts,
featured topic deep dives, and
informal discussions

zg«%s Wynn, Level 1
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Thank you!
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