
The Patient Experience:

Opportunities for Digital 

Health 



The Reality Of The Patient Journey 

• Heal thcare i s  becoming more complex

• We are l i v ing longer  w i th  chron ic  & complex  condi t ions

• Pat ients  want  to  par tner  i n  the i r  care

• Pat ients  a re  in tegra l  to  hea l thcare sys tem des ign







Kate

• Complex Pediatric Patient

• Rare Disease

• 5 Different Pediatric In-patient Health Care Settings (2 Ontario, 1 Quebec)

• 8+ Diagnostic and Consultative Care Settings (Canada, US, UK)

• Frequent hospitalizations – transitions – out patient visits – Pediatrician + massive care team

Jul ie 

• System navigator, care coordinator, team communicator/facilitator, health 

records management, patient safety, therapist, nursing…

• Access to health information = LIMITED and INDIRECT

• Mom



The Reality…

• Pat ients  have  a  s ign i f icant  ro le  in  coord inat ing  the ir  care
• Pat ients  are  coord inators ,  communicat ions ,  nav igators
• They don’t  have the  informat ion & tools  they  need

Access to Integrated EMR and EHR Would Have 
Resulted In…

• Improved Communicat ion
• Pat ient  Safety
• Care  Coord inat ion
• System Navigat ion



“Patients spend on average 

5,800 hours living with a 

chronic illness per year”

@zaynakhayat



Digital Health Technologies Are For Patients



Patient Portals

• Allow us to access our health information and our health records

• Support us in better communication between providers

• Give us access – when we want it – to our health information and test 

results

• Help us to be better partners in care

• Support us to be advocates in our care and improve our self care

The Dream..

…all of our information is connected and available at 1 click, easily 

accessible, easily shared, no barriers to our information.





Open Notes   www.opennotes.org

• Increase our knowledge, understanding and partnership in our care

• Open and transparent care

• Support better communication with our physician

• Include us in telling our health care story

The Dream..

…access to all information about ourselves as patients, and welcomed to 
include our own patient perspective in our health record.



eReferral

• He l p  u s  to  s top  c h a s i n g  refe r ra l s
• G et  u s  to  t h e  s p e c i a l i s t s  fa ste r
• We  a re  b ette r  i n for me d  a n d  p a r t n e rs  i n  ou r  ca re
• Red u c e  mi s s ed  a p p o i nt ment s
• I n c re a s e  ou r  s a fet y
• I mp rove  ou r  ou tcome s

The  D re a m. .
…no  m o re  lo st  refe r ra l s ,  no  m o re  c has ing  refe r ra l s ,  no  
m o re  catast ro phic  s to r ie s .



#AxeTheFax
Falling Through The Cracks: Greg’s Story (gregswings.ca)





eConsult

• Get  us  the  input  and adv ice  of  a  spec ia l i st  sooner

• Faster  referra l

• Engage us  in  the  consul tat ion  and he lp  us  learn  more  
about  our  condit ion

• Help  us  avo id  unnecessary  tests  or  d iagnost ic  imaging

• Help  support  us  better  nav igate  the  hea l th  care  system

The Dream. .

… less  wai t ing to  see a  specia l i s t ,  bet te r  nav igat ion  o f  
the  sys tem,  equi ty  in  access ,  less  invas ive care.



Barriers to Access

Patient referred 
to specialist

Patient has 
specialist visit

Patient begins 
treatment

Patient follow-up
appointments

Excessive wait times
(median 87 days) Unnecessary 

testing

Challenges in 
scheduling/travel

Duplication of tests/ 
procedures

Poor care 
coordination



A Solution: eConsult

Patient referred 
to specialist

Patient has 
specialist visit

Patient begins 
treatment

Patient follow-up
appointments



The Opportunity of Digital Health

• Engaged and Health Literate Patients
• Better informed

• Better equipped to manage care

• Patient / Provider Partnership
• Better connected to your physician and health care team

• Can facilitate better communication and coordination 
between/among care team and be a partner in care

• Reduce the Burden on Patients/Family/Caregivers
• Easier navigation of the health care system on your disease journey



The Canadian Public Health Association states that more than 

60% of adult Canadians over the age of 18 years, including 88% 

of seniors, are affected by low levels of health literacy and this 

impacts their ability to make informed health decisions. (2014)

In Ontario, the Ministry of Health and Long Term Care finds that 

among Ontarians 46% have low health literacy, 27% moderate, 

and 28% high.  (2017)



The Dream…that everyone in this room 
today wil l  be a leader.

That things wil l  become a l i tt le bit easier 
for patients and famil ies. 



“When Eating An Elephant Take One Bite At A 
Time” Creighton Adams



Thank You    Merci

Twitter :  @sol idfoot ing

L inkedIn: Ju l ie Drury

Emai l : Ju l ie.Drury@Ontar io.ca

Blogs:

www.medium.com/ju l ie -drury

www.searchingforsol idfoot ing.com


