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Healthcare delivery is undergoing a long-term 
transformation enabled by digital technology. 
The transformation not only entails a business model 
transition from volume (fee-for-service) to value-based 
payment, but also an increasing focus on patient-centered 
(personalized) care, proactive (preventive) intervention, 
objective (outcomes) data, care coordination, non-facility 
care and the total cost of care. Operational efficiencies are 
also integral to the transformation.

Digital health investment has skyrocketed from $8.2 
billion in 2019 to $29.1 billion in 2021; the number of deals 
increased from 411 to 729.2 Many point solutions are being 
developed targeting similar markets and/or applications; 
infrastructure and interoperability investments are also 
being made. 

In this article, we highlight nine digital health considerations affecting the healthcare ecosystem. 
They impact specific organizations to a differing degree. They require strategic prioritization and 
resource allocation. Timing is a challenge given the rate of technology evolution.

The Healthcare Information and Management 
Systems Society (HIMSS) defines digital health as 
follows: “Digital health connects and empowers 
people and populations to manage health and 
wellness, augmented by accessible and supportive 
provider teams working within flexible, integrated, 
interoperable and digitally-enabled care 
environments that strategically leverage digital 
tools, technologies and services to transform care 
delivery.”1 The broad HIMSS definition potentially 
encompasses many areas of healthcare delivery. 

1  Anne Snowdon. HIMSS Defines Digital Health for the Global Healthcare Industry. HIMSS (March 2, 2020). 
https://www.himss.org/news/himss-defines-digital-health-global-healthcare-industry.
2  Adriana Krasniansky, et al. 2021 year-end digital health funding: Seismic shifts beneath the surface. Rock Health (January 10, 2022). 
https://rockhealth.com/insights/2021-year-end-digital-health-funding-seismic-shifts-beneath-the-surface/.
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1. Patient Experience (Consumerism)
Patient experience is based on a journey of touchpoints 
(interactions) across the continuum of care. It includes 
“getting timely appointments, easy access to information, 
and good communication with health care providers.”3 
Patient experience is a metric of quality, along with safety 
and effectiveness.4

As technology evolves and patients pay a higher proportion 
of out-of-pocket costs, their experiences increasingly 
parallel those of retail consumers. Patient access 
increasingly matters to patient choice; dissatisfaction may 
lead to an alternative provider and loss of market share. 
An omnichannel “digital front door” is being implemented 
in contact centers that utilizes technology to maximize 
self-service capabilities, generate insights via customer 
relationship management systems and optimize use of 
staff resources.

2. Usability (and Interoperability) of Electronic 
Medical Records
Electronic medical records (EMRs), also referred to as 
electronic health records or EHRs, facilitate physician 
documentation, computerized physician order entry and 
closed-loop medication administration; provide clinical 
decision support; and create a central repository for input 

by multiple providers. A problem list is clearly identified; 
quantitative test results are recorded. Health information 
exchange within and across health systems and stand-
alone providers, clinical labs, pharmacies, community 
organizations, patients and their caregivers has been 
somewhat limited.5 

EMRs have been perceived as contributing to physician 
burnout primarily because of “identified challenges around 
the intuitiveness and usability of the technology as well as 
workflow issues.”6 Responses to a large survey of physicians 
suggest a “negative impact on the patient-provider 
relationship, clinical workflows, and clinical productivity.”7 
U.S. physicians “spend an average of 16 minutes and 14 
seconds per patient encounter using EHRs, with chart review 
(33%), documentation (24%) and ordering (17%) accounting 
for most of the time.”8

Custom dashboards (standardized templates) have been 
created by various health systems (within EPIC) to improve 
documentation and enhance retrieval.9 A leading technology 
company has partnered with a couple of health systems to 
enhance chart navigation (search) via desktop and mobile 
interfaces; the technology company is also generating data 
on patient access preferences.10,11 Advanced voice activation 
technology is also being used to transcribe patient and 
physician input into the EMR.12
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3. Revenue Cycle Automation
An early and important AI application is revenue cycle 
management (RCM), where specific tasks are often of 
low complexity, manual, repetitive and transactional. AI 
solutions are being deployed to enhance efficiency, improve 
accuracy and reduce revenue leakage and cost-to-collect. 
Examples include AI solutions that perform medical coding 
and billing, enhance charge capture, conduct insurance 
verification, prevent and manage denials, prioritize appeals, 
prioritize clinical documentation integrity and coder 
chart reviews, and enhance patient access through smart 
scheduling, AI chatbots to assist patients with billing and 
payment questions, and automation of various other A/R 
related workflows and tasks.

RCM practitioners and related parties are presented not 
only with a growing array of AI tools and opportunities but 
also novel challenges and risks. Implemented well, an AI 
solution can be a boon to operations, boosting efficiency, 
increasing profitability, enhancing patient care and 
improving regulatory compliance. In contrast, an AI solution 
implemented poorly can introduce widespread systemic 
errors, bias and unanticipated risks.

4. Predictive and Prescriptive Algorithms (AI/ML) 
and RPA
Technological advancements in artificial intelligence 
(AI) and machine learning (ML) have allowed healthcare 
organizations to identify needs and solutions faster and 
with more accuracy, using data patterns to make informed 
medical or business decisions quickly. The implementation 
of AI/ML solutions enhances preventative and patient care 
by leveraging large amounts of data from disparate data 
sources to learn about a patient population’s historical 

diagnoses and treatment plans, which leads to better 
patient outcomes overall. With the amount of manual 
intervention in patient care directly from the provider side 
and indirectly from the office-centric business operations, 
robotic process automation (RPA) allows clearly identified 
functional processes and documented workflows to be 
automated, providing increased performance accuracy 
and speed and minimizing the level of manual labor an 
organization needs.13 

Clinical predictive and prescriptive analytics will have an 
increasing role in the evolution of healthcare delivery from 
volume (fee-for-service) to value. Successful chronic-care 
delivery system redesign requires a focus on secondary 
prevention (early detection and intervention) and tertiary 
prevention (treating established disease to prevent 
deterioration), as well as closing gaps in care, managing care 
transitions (e.g., from hospital to home), treating behavioral 
health issues, facilitating self-management and, if 
appropriate, offering palliative care. Diagnostic applications 
using machine learning are also being developed in 
radiology, e.g., CT-scan stroke detection.14,15 

Operational use cases include supply chain management, 
and facilities, materials and inventory management— more 
specifically, forecasting demand, evaluating performance, 
deploying prescriptive forecasts, ensuring forecast accuracy 
and optimal inventories, and reducing out-of-stocks.16

5. Telehealth Is Here to Stay
Among Medicare beneficiaries, telehealth visits increased 
63-fold in 2020 from 840,000 visits in 2019 to 52.7 million 
visits in 2020.17 Telehealth visits “comprised a third of 
total visits to behavioral health specialists, compared to 8 
percent of visits to primary care providers and 3 percent 
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of visits to other specialists.”18 A recent survey reported 
23.1% of respondents as having utilized telehealth services 
within the previous four weeks.19 Telehealth has emerged 
as a workable alternative to in-person care, particularly for 
behavioral health. 

Moving forward, telehealth should focus on continuing to 
optimize IT platforms that can improve the care experience, 
enhance operational efficiency, build out revenue codes to 
ensure proper billing, and break barriers within voice and 
video conferencing. Concerns exist about the “telehealth 
cliff” applied to Medicare beneficiaries if the public health 
emergency is not extended or a permanent “fix”  
not generated.20

6. Digital Transformation with System 
Modernization and the Cloud 
For healthcare organizations, digital transformation can 
provide several benefits at an enterprise scale. When done 
properly, it can help boost patient experience, power 
innovation, increase flexibility and speed, reduce operating 
costs and improve data-driven decision-making. 

An effective digital transformation requires coordination 
and will depend on modernization requirements for 
infrastructures, platforms, applications, and business 
processes, as well as advancements in cloud and 
related technologies. 

7. Cybersecurity
Since the start of the pandemic, healthcare organizations 
have been subject to a dramatic increase in ransomware 
attacks: 148 attacks were reported by the Federal Bureau 
of Investigation from June to December 2021.21 In addition, 
45 million people were affected by data breaches during all 
of 2021.22 Healthcare organizations typically spend about 
5% of their IT budgets on cybersecurity, with the rest of the 
budget devoted to optimizing and modernizing technology 
platforms (EMR, CRM).23 The expectation is for cybersecurity 
spending, focused on enhancing protections and improving 
incident response capabilities, to rise during the next 
few years. 

8. Operational Efficiencies (Cost Reduction)
High-quality patient outcomes are becoming increasingly 
difficult to manage, with inflationary cost-creep and 
diminishing reimbursements. Hospital operations remain 
under pressure to reduce costs while continuing to provide 
the highest levels of patient care. Operational fluidity 
is essential to becoming a world-class organization. 
Seamless integration between multi-variable resources and 
technology systems is step one to enabling  
high-efficiency operations.
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9. Technology-enabled Care at Home
The Acute Hospital Care at Home (AHCaH) initiative, 
launched by the Centers for Medicare & Medicaid Services in 
November 2020, allows hospitals to treat selected patients 
in their homes at an inpatient-level of care.24 Patients eligible 
for AHCaH had to be seen in the emergency department or 
already admitted to a hospital.25 The initiative is based on 
extensive experience generated in Europe and elsewhere 
(for example, at two large academic medical centers fewer 
complications and lower costs have been reported).26,27 

Nearly 1,900 patients have been treated under the AHCaH 
initiative at 186 hospitals as of October 27, 2021.28

Remote monitoring technologies are currently being used to 
monitor vital signs (heart rate, respiratory rate, temperature 
and blood pressure), blood oxygen levels (pulse oximetry), 
atrial fibrillation, activity (steps taken, distance traveled, 
calories) and sleep.29 Emerging technologies target seizure 
disorders, neuromuscular conditions, COPD and pneumonia, 
and other conditions.30 These technologies enable care  
at-home. 

Bottom Line
Chief Information Officers (CIOs) and, where present, Chief 
Digital Officers (CDOs) are being challenged by myriad 
strategic issues broadly focused on patient engagement, 
care management, operational efficiencies and data security. 
These issues are compounded by an array of technological 
advances that pose a risk of obsolescence in the not-
too-distant future. A strategic vision inclusive of capital 
requirements needs to be combined with a tactical plan for 
successful execution. 

FTI Consulting’s Digital Health practice is focused on 
addressing complex challenges relating to health information 
technology and data strategy. With an emphasis on benefits 
realization, our Digital Health team assists clients from across 
the healthcare ecosystem with defining and reaching their 
goals using enabling technologies. 
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