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We have a dream.
We would like to share our journey of transforming hospital design.
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Homespital

Home + + Hospital
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Game Changer

Change the model(#%)
Not break the rules(A)
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A fool with a Is still a fool.
without IS not future.
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10 Trends of The Future of Hospital
E X 1ab(2019)

E4Z IV BB More Home, Less Hospital
R HEE PR Health without hospital

Z B MBEME Nano Hospital
ABEREBRABRLIEENA X Patient Engagement
Rl A AN HERYBEES BB EE AIR (Al + Robotics Care)
ERPOLERREESH Integrated Care

ThEHE Holacracy
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HEER DNA (Doctor, Nurse, and Administrator)
AA%BE CDO (Clinical Design Officer)
10 RYENF A BIFR o0y CiC (Clinical Innovation Center)
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@E]M Surgical patient journey:
Catalyst new model of acute-on-chronic care

COMMENTARY

Guided Care: What Patients and
Employees Actually Want from an
Access Strategy

Adrienne Renee Boissy, MD, MA, Julie M. Rish, PhD
DOI: 10.1056/CAT.21.0315



Future state of experience journey with Guided Care concept

Jack, 52, Ivas out of 1awn,
Ha experiences some mild
shorinass of breath at a
basehull game. His Apple
Walch notifies his PCP.

His PCP thinks he wil nead a
procedura and rafers him o a CC
cardiclogist. Jack is growing anxious.

Connecting

Jack wants more info. He viats tha CC
./°\ webslle for 3 virfual lour. Thd Guided
&¥4  [Carechatbol weicomes him to CC
caplures his goals and preferences,
verifies his insurance coverage, and
schedules & vidual consuit wih a CC
specialist.

Jack givas quick faadback on s grest
virtuai cardiology consult. The coctor
tedls him he wil need headt surgery
cue 1o hs underlyng medical lssues.

Considering

Days before surpery, Jack's Guided Care team
calls to wish him [he best. Thoy review his
checkist end walk through where he wil stay and
whno he wil see. Wa ask # there = amyone he
wanis to aopreciate foday.

Jack gats personalized lexis for
surgery prap. His smart scale bagns
enering weights daily and CC
cammends his proactve sieps

@

* The Guided Cam feam and Jack colect and
B, | roview N recores, rogister him for Digital
a02  Gudad Care, and schecue swgery. Jack fesls
== confidant that he is in good hands

Jack hears fight sway from the Guided N jt
Care team thal they will pariner with B @
him and his family. He receives an

ovorview of whora he is on Ais care
Journey, o detailed quode of his OOP

@

o B —
Greetad with 8 wheelchair on arival, Jack and his @

wife come 1o Clevetand for surcery, Parking,
wayfincng, and aulomatc check-n are 0 easy
using his Dighal Guided Care app. 1t nctifies him of
his wail time and hathe wil 9o Back in 15 minutes!
Surgery is sucoassiu! He was %0

; ’3\ thriled we also remembered his
20 birtnday! Post-op visit and rehab from
i hoens via virtusl vislls

Continuing

Athome, Jack receles & bil from Digital *
Guides Care and & sees his medical nil v -
malches the estimale exaclly, He pays on .1 |§|

ume, via g phone. Local doclor gets thank-

you and update kom CC!

Digital Guided Care proactively checks

inwith Jack every faw monts Heis e &
wormed sbout hismoms heath .. we | " & 20
see har immadiately virtually =

| Lo

costs, and a thark-you nota for thasting
1w his cae

Jack feels inspired. He becomes a
hear! patient mortor, refers lriends %
CC, and campleies glowng axpenance

BUIVEYS, even writing a ietier about s
fabulous expenence

Abbreviations: PCP = primary care physician; OOP = out-of-pocket; CC = Cleveland Clinic.



Office of Patient Experience E] Cleveland Clinic
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Virtual Hospital 2013
Mercy Virtual Care

One Homespital,
One Intelligent Care Union
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TRANSFORM

Designing Solutions. Inspiring Health.
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