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But first …

A question 

and 

a disclaimer
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Audience Segments

1. Veterans/true believers: here for nuts and bolts

2. Relative Newbies: looking to get on board

3. Sceptics: Not sure if this is the flavor of the month 
and/or frustrated with lack of progress
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“Value-based payment”
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Payment for results, not the 
number of specific processes
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2018 Measurement Effort
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Aggregate Results at a Glance

Source: HCP-LAN 2018 Measurement Effort
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Cumulative Increases in Health Insurance Premiums, 
Workers’ Contributions to Premiums, Inflation, and 
Workers’ Earnings, 1999-2016
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Sources of unnecessary health spending 

Cost

Category Estimate of  Excess Costs

Unnecessary Services $210 billion

Inefficiently Delivered Services $130 billion

Excess Administrative Costs $190 billion

Prices That Are Too High $105 billion

Missed Prevention Opportunities $55 billion

Fraud $75 billion

TABLE S-1 Estimated Sources of  Excess Costs in Health Care (2009)



The Triple Aim
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Improving the health of populations
Reducing per capita costs of health care

The Triple Aim: Care, Health, And Cost ;Donald M. Berwick, Thomas W. Nolan, and John Whittington
Health Affairs 2008 27:3, 759-769 

Improving the experience of care 



Volume-based payment



Customer service in service industries

1. Travel

2. Banking

3. Research
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Travel arrangements …
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Research
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Banking …
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Medical Consultation
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Average time spent by Patients For  An Ambulatory Care Visit in the Community

Activity Minutes

1. Travel to and from clinic 50 

2. Receptionist Check in/out 10

3. Waiting room wait 15.9

4. Exam room wait 10.4

5. Time with provider 16.4

Total 102       (16% with provider)
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The Kaiser Permanente Electronic Health Record: Transforming And Streamlining Modalities Of Care
Catherine Chen, Terhilda Garrido, Don Chock, Grant Okawa, and Louise Liang
Health Affairs 2009 28:2, 323-333 
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A Career? Really??
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Customer service in service industries

1. Travel

2. Banking

3. Research
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What do they have in common?
3 Big changes:

1. Virtual-first

2. Software - driven

3. Self-service with enabling technology
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“virtual”

1. Almost or nearly as described, but not 
completely or according to strict definition.
‘the virtual absence of border controls’

2.1 Carried out, accessed, or stored by means of a 
computer, especially over a network.
‘The technology of virtual education can revise or 
remake the limits, which are given us by our histories 
and by nature.’
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“Software will eat the world”

© 2019 MARK D. SMITH 28



Physical form >> Software

1. Music

2. Books

3. Photography

4. Telephone dialers
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▪ Heading 1

“Anything that can become software will 
become software…”
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Self-service

New Jersey Retail Gasoline Dispensing Safety Act  of 1949
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Strep throat

©2018 Mark smith 33



Hypertension 
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Dialysis - in Sweden
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From Edward R Jones, MD, MBA
Medical Director - Self-care FMC Mt. Airy Philadelphia, PA.

Dialysis - in Philadelphia



“Natural History of a New Idea”

1. Wacko

2. Odd but unproven

3. True but trivial

4. Obvious
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https://kk.org/thetechnium/natural-history/
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Crazy

Crazy

Crazy

Obvious

38



“Natural History of a New Health Care Idea”

1. Wacko and irresponsible

2. Odd but unproven and probably dangerous

3. True but trivial and requires much more proof than any of 
the thousands of unproven things we do all the time 

4. Obvious-ly needs a CPT code for reimbursement
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Crazy Crazy Crazy Obvious
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The Four Biggest Challenges: 

1. More, better (clinically-specific) measures

2. Modern collection of clinical measures and PROMs

3. Overcoming guild resistance

4. Building public support through better experience



Recap

1. Why are we doing this??

2. The evolution of customer service

3. 3 big changes

4. New ideas …

5. 4 biggest challenges
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Unintended Consequences
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