
There’s a crisis plaguing many healthcare IT departments today. Juggling a host of well-intentioned 

tasks to “keep things running,” technology teams find themselves taking few risks and lacking the 

time to consider new solutions that may streamline workflows and enhance patient care.

For instance, “What if patients complain when the TV network goes down?” was a recent IT response when a hospital 
proposed converging its IT backbone to reduce costs and increase network capabilities. But despite its good intentions, the 
question overlooked the critical life support systems that are also running on the same network. Shouldn’t we be just as 
concerned about how they will be impacted? 

This IP-based interactive TV system, integrated with patients’ electronic health records and patient information portal, would 
provide content customized for each patient’s condition and post-discharge care. The solution leads to improved patient 
outcomes – yet the IT team was more concerned with patient complaints about a failed TV signal than the bigger benefit to 
both the patient and the organization.

Variations of this scenario play out often in healthcare organizations across the nation. Focused on technology silos and 
weary of the risks associated with change, many healthcare technology teams fall short of their potential to increase 
business efficiency and advance organizational goals. Innovative approaches remain untapped despite organizational 
demand for solutions to pressing daily challenges.

Today’s healthcare organizations need a parallel evolution of their technology teams; one that reduces its focus on serving 
technology, and increases its focus on serving people. This means having a Technology team that encompasses traditional 
IT along with aspects of clinical and biomedical engineering, facilities automation, and other areas of your organization 
that could benefit from more holistic IT solutions. This team measures success not just by uptime, but also by how well 
it improves patient outcomes, boosts efficiency, and meets the needs of patients, caregivers, and staff. Most critical, this 
reinvented team pivots from “tactical manager” of discrete technologies to “strategic curator” with a visionary approach to 
advance both the business and practice of healthcare.

Where do you begin? Reinventing your healthcare technology team requires a firm understanding of the growing demands 
on providers. It involves an honest assessment of the factors holding your team back. It means asking the right questions 
about which IT solutions can enable your Technology team to quickly adapt to the growing demands of accountable care, 
patient engagement, shifting reimbursements as well as a rapidly evolving business model. 
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Understand the current HIT landscape.

In today’s environment, healthcare organizations 
cannot succeed without a dramatically different 
approach to business and technology infrastructure 
and adoption than in years past. As described in a 
recent PwC report1, healthcare providers today are 
learning to compete under an evolving set of rules 
with limited resources, greater need for outcomes 
transparency, and a focus on values rather than 
volume. 

Legislation has also changed the healthcare 
landscape significantly. Since becoming law, both 
the Health Information Technology for Economic 
and Clinical Health (HITECH) Act and the Patient 
Protection and Affordable Care Act (ACA) have 
spurred innovation and transformation in the delivery 
of healthcare. As a result of these “meaningful 
use” incentives, many hospital technology teams 
have been intensely focused on electronic health 
implementation. As of February, 28, 2015, more than 
$29 billion has been invested in EHR/EMR systems 
alone through federal incentives, according to the U.S. 
Centers for Medicare and Medicaid Services. 

And while EHR related projects continue to command 
resources for many institutions, hospitals and health 
networks now must also contend with a host of new 
challenges. For instance, under the ACA, the shift 
to value-based care and bundled payments rewards 
positive outcomes and penalizes healthcare providers 
for high readmission rates, hospital-acquired 
conditions and other adverse events.

To ensure that patients are treated promptly, the Joint 
Commission National Patient Safety Goal (NPSG) 
02.03.01 states that healthcare organizations must 
report critical results in a timely manner. The rationale 
behind this is that critical results from tests and 
diagnostic procedures may indicate a life threatening 
situation. The goal is to ensure that patients can 
be treated promptly. The NPSG recommends that 
organizations provide results within an established 
timeframe per organizational protocol. This means 
healthcare providers must develop a process to 
manage critical results, implement procedures, and 
track timeliness. 

Adding further complexity to the healthcare 
landscape, the medical technology sector has 
exploded in recent years as the Internet of Things 
(IoT) and other advances have brought new 
innovations to market. Driven by streamlining clinical 
workflow processes, the global healthcare IT market 
is projected to reach $66 billion by 20202. The market 
for mobile health (mhealth) devices is projected to 
grow from $5.1 billion in 2013 to $41.8 billion in 20233. 
And whom did Medical Device & Diagnostic Industry 
Magazine name the 2014 medical device company of 
the year? Google.

Over the next five years, it will be critical for 
healthcare systems to make the leap from using 
new technologies as add-ons to making them fully 
integrated tools. Fully integrated tools allow for more 
affordable care alternatives and they translate data-
rich insights into real-time care delivery4. Technology 
leaders should be helping physicians and caregivers 
effectively use digital tools to bridge the gap of time 
and distance between themselves and consumers5. 

Perform an honest assessment 
of your team.

To enable your team to thrive in this new ecosystem, 
it’s important to take the pulse of your own 
organization. Doing so will allow you to identify ways 
your technology team can help the organization not 
just survive, but thrive in this new environment. 
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clinical workflow 
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Despite growing demands on organizations, many 
HIT teams are ill-equipped to respond to the latest 
evolutions in healthcare and technology. They are 
often held back by factors such as: 

•  Focus on traditional IT demands such as 
maintaining uptime, systems support, addressing 
user issues, and other day-to-day tasks.

•  KPIs that are tied to things like uptime and 
responsiveness to end-user requests – rather 
than HCAHP scores, patient outcomes, caregiver 
productivity, or the larger goals of the organization. 

•  Constant management of compliance objectives, 
information security, and risk.

•  Emphasis on overseeing capacity and capability of 
existing systems to manage customer demand.

•  Perceived lack of time, resources, expertise, and 
budget to introduce and execute new projects. Rather 
than explore new opportunities, the team is mired in 
conversations about what it cannot do. 

This approach is common among many healthcare 
technology departments today. But if technology 
teams remain stagnant, the outcome will always be 
the same: the inability to provide advancements that 
could transform patient care.

The Technology team of the future is one that has 
learned how to transition from providing confining, 
tactical responses to daily challenges, to more holistic, 
strategic approaches with long term impact on both 
patient care and the bottom line.

Envision a new technology ecosystem. 
Your role? Strategic curator. 

As we’ve seen, healthcare delivery is rapidly 
outgrowing the conventional, risk-averse approach to 
technology. This new technology ecosystem paired 
with the high-intensity healthcare environment, is 
propelling a reinvention of today’s HIT teams.

For success in coming years, a new kind of 
technology capability is required, one where the 
technology department is less of an owner of every 
piece of technology and more of a Strategic Curator 
of third-party solutions and expertise. The Technology 
team of the future must position itself to leverage 
external IT capabilities that benefit the organization 
and smoothly integrate them into its internal 
ecosystem.

In this curator role, Technology teams view their 
stakeholders – whether patients, caregivers or 
administrators – as consumers who naturally expect 
devices and equipment to support their experience. 
Consumers who expect the technology team to lead 
the way. Under the leadership of a Technology curator, 
the IT department is positioned to:

•  Focus the ecosystem (which includes business 
processes, and operational knowledge) on 
streamlining care, reducing readmissions, managing 
revenue, and other organizational challenges.

Thought Exercise. How would 
your organization respond to these 
scenarios?

A physician wants to adopt cutting-edge 
wireless monitoring equipment that would 
improve patient care. Given the advances 
in wireless networking technologies, would 
your team be prepared to support the 
technology and create a robust, reliable 
network or would it refrain due to the 
possibility that the wireless network might 
become unstable? 

A physician practice subscribes to 
a cloud-based secure messaging 
solution allowing caregivers to quickly 
communicate patient care issues. What 
would your IT team recommend? Are you 
positioned to advance the use of mobile 
communications with a HIPAA-compliant 
solution? 



•  Stay abreast of how digital technologies can be 
used to deliver new models of care, beyond the 
status quo.

•  Assign team member roles around the needs 
of the organization, such as diagnostics, mHealth, 
patient throughput, and revenue management – no 
longer around technology silos.

•  Spend more time on strategic innovation and 
spend less time on “keeping things running.” The 
team will be rewarded for advancing the organization 
in meaningful ways.  

•  Partner more frequently with caregivers and staff 
to proactively recommend solutions and pilot new 
ideas

•  Build and harbor a more aggressive solution 
architecture methodology that focuses on bringing 
lessons learned from pilots to scale across the 
enterprise.

As you can see, this team thrives as a key player in 
the technology ecosystem, tapping into a range of 
cutting-edge resources to improve patient outcomes, 
optimize business processes, and advance the 
organization.

4 steps to reinvent your 
technology team.

Organizations need Technology teams to walk a few 
steps ahead with agile technology infrastructure 
that can support innovative solutions as they 
emerge and displace outdated solutions and 
legacy tools. While some staff and caregivers may 
resist new technology even if it enables them to 
practice better medicine, you will always have 
others who are just as eager to see how technology 
can be leveraged to support larger goals. 

Achieving this vision of the technology role requires 
significant change on the part of healthcare providers. 
In the new healthcare environment, we’re seeing 
many providers test new models of care or even 
create business units dedicated to innovation. 

A forward-looking CIO or CMIO could lead the charge 
toward organizationally driven technology-based 
solutions to today’s challenges. Here are four steps to 
reinvent your technology team:

1. Be nimble. Shift to a consumption-based IT 
model.

This involves moving away from capital investment, 
‘big iron’ large footprint deployments. Instead, your 
team should investigate subscription-based or as-
a-service solutions. This may be disconcerting to IT 
traditionalists and engineers who want to “own” a 
solution, be certified, and be the expert in that area. 
Security and compliance are often used as reasons 
to prevent moving things off premise or into the 
cloud. However, the reality is that information security 
vendors have and will continue to develop new ways 
to make these types of deployments more and more 
secure. 

Determine what absolutely does not have be under 
your roof and move it out – for example cloud 
based email and file sharing. Make better use of 
virtualization and webscale architecture to make your 
environment more nimble.

2. Gain alignment between technology & clinical 
initiatives.

Caregivers and staff have the ability to define care 
protocols and desired workflows. But it can be 
challenging to get your technology team and clinicians 
to work in parallel. Technologists must align research-
based and peer-reviewed protocols with a constantly 
shifting innovative technology landscape. The same 
is true for patients. Be sure to collaborate with 
hospitality and other consumer driven verticals for 
ideas related to customer engagement, loyalty, and 
reward. 

Align what you know to be possible from a 
technology perspective with what you aim to 
achieve from a clinical perspective. Develop shared 
accountability in any design, pilot, or innovation by 
involving the voice of clinical end-users early and 
consistently through the process. Pilot and test new 
solutions and architectures, while fine-tuning along 
the way. Remember, long or disruptive deployments 
won’t be met with satisfaction, so develop solutions 



using agile, scalable platforms that allow for more 
efficient provisioning. 

3.    Create a safety net for solutions that don’t fit.

Organizations must become more open to 
experimentation, rapid innovation, and testing. They 
must accept that some promising technologies 
may not fit after all. Technology teams should be 
incentivized to bring a new solution to the table 
without worrying about losing their jobs if it fails. 

To that end, one major healthcare provider formed 
a research group to create the “healthcare unit 
of the future” as it was planning a new facility. In 
this environment, the technology department was 
focused on the provision of care and, despite some 
uncertainty and risk, enlisted several software 
partners to tailor applications for the new model.

4.     Ask the right questions. 

If your team is asking clinicians or patients to adopt 
a new technology, all parties involved need to know 
exactly why. “Because it’s new,” “faster,” or “more 
redundant,” are not valid answers. Be prepared with 
specific outcomes you hope to improve and how the 
various components of technology align to that goal. 
Ask the following questions:

•  How can we use technology to improve clinical 
workflow, streamline financial management, and 
achieve better patient outcomes? 

•  What’s inhibiting our caregivers from delivering 
better care?

•  How can we better engage with and manage our 
patient population as they move through the system 
of care and when they’re not under our supervision?

•  How can analytics and business intelligence help 
us perform better as an organization?

•  What can we learn from past technology 
deployments? Particularly those that were not 
successful?

Of course, every technology organization will have 
a different path to its reinvention and toward a more 
visionary use of technology that is better aligned to 
organizational goals. No one size fits all. But given 
the high stakes, no healthcare organization can afford 
to view technology with outdated assumptions. By 
shifting to the role of a strategic curator, technology 
departments can help their organizations thrive 
amidst the challenging forces of change.

If you need help answering these questions or 
want more insight on how to make the transition 
from tactical manager to strategic curator, contact 
Burwood Group at (877)-BURWOOD or online.
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See how leading organizations are embracing the new 
healthcare ecosystem:

California’s largest health district creates “Hospital of the Future.”

A regional academic medical center builds a new addition and looks 
beyond basic IT.

Advocate Health Care expands videoconferencing capabilities.

Additional reading:

The New Era of Unified Clinical Communications, a white paper by 
Kathleen Harmon, MS, RN, CEN at Burwood Group
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Group is a healthcare technology consulting firm that helps local, 
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and technology solutions. During the past 15 years, Burwood Group 
has worked with over 170 healthcare organizations. Our clients 
choose Burwood Group to ensure their technology decisions and 
integrations improve the delivery of patient care. With over 30 
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experience, Burwood Group’s healthcare team is able to provide 
smarter healthcare solutions that result in better patient outcomes.


