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Disclosure: Industry Advisor Relationships
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• Google Health Editorial Board
• Oneview Health Care Advisory Board
• Kyruus Clinical Advisory Board
• Konica Minolta Clinical Advisory Board
• Qidza Advisory Board
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Informaticist
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Doctor

A doctor that applies 
information 

technology to the art, 
science, and 
operations of 
healthcare.
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Building a Hospital for the Future
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Building a Hospital for the Future for Our Bay 
Area Community and the World
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Hello Neighbors
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Automation = Safety and Efficiency
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Automation = Safety and Efficiency

Intelligent Hospital System's RIVASwisslog Healthcare Solutions
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Automation = Safety and Efficiency
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Automation = Safety and Efficiency

Error Rate from 2.8% to close to 0%
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Atheon Robotic Couriers at UCSF
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• 27 robotic couriers
• 392 runs/day
• 454 deliveries/day
• 93 miles/day
• 230 hours/day
• 1300 hours per week
• The TUGs speak approximately 70 phrases
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• Do the equivalent 
work of 32.8 people 

• Saves the 
organization a total 
of 46 FTEs

Nurses spend approximately 7% of their shift searching for 
equipment and supplies*

Hendrich A, Chow MP, Skierczynski BA, Lu Z. A 36-Hospital Time and Motion Study: How Do Medical-Surgical 
Nurses Spend Their Time? The Permanente Journal. 2008;12(3):25-34.
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Unified Communications
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Integration Middleware Rules and Routing
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Voalte Smartphone Unified Communication 
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As of 5/1/2016

Texts=292,722 
Phone Calls=141,562
Alerts: 169,052
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Health 2.0 = Patient Facing
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E-patients = enabled, 
empowered & engaged
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“Liquid Consumer Expectations”
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Activated Patients Do Better, Cost Less, and 
Are More Satisfied
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• Positive care experiences: Higher-quality interpersonal exchanges with physicians, 
greater fairness (Alexander et al. Health Serv Res 2012)

• Chronically ill patients more likely to adhere to treatment; perform regular self-
monitoring at home; and obtain regular chronic care, such as foot exams for 
diabetes (Hibbard et al. Health Serv Res 2007)

• Better biometrics such as BMI, hemoglobin A1c, blood pressure, and cholesterol 
in the normal range (Terry at al. Am Jnl Hlth Prom 2011)

• Half as likely to re-visit ED or re-admitted (Mitchell et al. JGIM 2014) 
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• Cuts across racial, ethnic, & socioeconomic  
demographics (Hibbard et al Health Affairs 
2013)

• Activation can be modified and increased 
over time w/ intervention (Deen D. Pt Ed 
Couns 2011)

“The Blockbuster Drug of the Century: An Engaged Patient” 
- Leonard Kish Aug 28, 2012 
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Patient Engagement is a Key to Triple Aim
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Clinicians Family

Patient

“You’ve got to start 
with the customer 
experience and work 
backward.”

-Steve Jobs 1997
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And Even Harder to Coordinate When Considering All Selection Criteria.Engagement Starts from the Beginning with the Right Match
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Access to the Right Physician Matters.Quality
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Leveraging Lessons from Travel into Healthcare

Search across all providers
Filter by customer preferences

Accommodate complex business rules
 Optimize conversion & capacity

Experience
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Kyruus Algorithmic Matching: Balancing Supply and Demand
Giving Patients Choice
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12
Week 

Wait-Times

PATIENT 
OUTMIGRATION

LOST 
REVENUE

UNDERLEVERAGED 
PROVIDERS

60%
Capacity

Utilization
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Welcome Lobby = Ouva
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Interactive Teaching Walls
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Oneview Interactive Patient Care
Welcome to “Your Room”
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Personalization: Age and Language 
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Humanization: Connection to Support System
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Oneview Entertainment and Gaming
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Using IT to Connect to Your Treatment Team
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Intervention (n =100) Control (n=102) P Value

Recognize >= 1 
Provider Name 56% 29% <.001

Recognize >= 1 
Provider Role 47% 16% <.001

Patient Activation 
Measure 64.1 62.7 0.46
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School and Child Life
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Oneview Screencasting
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Oneview
Screencasting
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Onevew
Screencasting
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Patients Appreciative
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Oneview Experience (10 months, n = 77) 
Agree Neutral Disagree

"Improved your hopsital 
experience"  (n=41) 75% 13% 13%
"More likely to refer friend 
and family." (n=77) 66% 18% 16%
"Helped you feel more 
informed during your stay" 
(n=56) 71% 14% 14%
"Helped you feel more 
empowered to manage 
your health." (n=59) 73% 15% 12%

I really loved this integrated technology to make me feel more informed, comfortable, and 
welcome. - 12/6/2015 7:31 PM 
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				Agree		Neutral		Disagree

		"Improved your hopsital experience"  (n=41)		75%		13%		13%

		"More likely to refer friend and family." (n=77)		66%		18%		16%

		"Helped you feel more informed during your stay" (n=56)		71%		14%		14%

		"Helped you feel more empowered to manage your health." (n=59)		73%		15%		12%
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Lessons Learned: Utilization Results 1/2016
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Video is the key trending medium to engage
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Lesson Learned: IT is Your New Face to the Patient

Poll: On the last airplane flight where you used the Internet, 
did you experience, or see another passenger experience, IT 

problems with either the internet or online entertainment? 
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Yes:  I experienced, or saw someone 
experiencing IT problems 

No:  Everything Seemed to be 
working well
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Inpatient Tablet Hardware Strategies
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Strengths Weaknesses
Tethered in Room • Message of IT 

Empowerment and 
Equity

• Finding the right 
tablet arm

• Maintenance in 
room

Nurse Station • Power without 
cords

• Nurse-Pt 
Engagement

• Patients need to 
ask

• Nurse station 
burden

Bring Your Own • Patient Familiarity
• Patient Affinity

• Haves and Have 
Nots

• Tech Support 
Difficult
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HCAPS Scores
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82

84

86

88

90

92

94

96

98

Q2 FY15 Q3 FY15 Q4 FY15 Q1 FY16 Q2 FY16 Q3 FY16

“97% Likely to Recommend"
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Thank you

Seth.Bokser@ucsf.edu @SethBokserMD
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