
People-
centric 
health 
solutions 
from 
Microsoft 

Healthy, happy patients. 

Connected, productive care 

teams. And a better bottom 

line. It’s what you’re striving 

for. Microsoft Dynamics 

health solutions can help 

you get there. 
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Enable people-
centered 
healthcare 

 
 Providing better care and experiences to more patients 

despite stretched resources.  

 Coordinating health services across multiple care settings.  

 Proactively engaging people in taking good care of 

themselves. 

 Doing all of the above while at the same time reining in costs.  

 

These are likely among your health organization’s top priorities. 

 

At the center of it all are people. How can you engage your patients 

in being healthier and happier? How can you empower your staff 

and connections across the health ecosystem to deliver cohesive, 

patient-centered care? And how can you do all of this in the face of 

constrained budgets, overextended health professionals, and 

disparate systems?  

 

The good news is that today’s innovative technologies offer cost-

effective and efficient ways to answer these questions. With 

Microsoft Dynamics health solutions, you can take advantage of the 

connective and powerful yet easy-to-use capabilities of cloud 

services, mobile solutions, social media, and analytics to put people 

at the center and make a real impact for better health.



People-centric health solutions from Microsoft 

 

 

 

 

 

 

 

 

3 

 

 

 

 

  

Extend the value 

of your EMR 

investment  
When it comes to tackling the challenges your 

health organization faces every day, the 

implementation and use of an electronic 

medical records (EMR) system is just the 

beginning. You’re likely finding that to make a 

real impact on efficiency and care quality, you 

also need tools that can help with people-

centered interactions and processes that span 

the health ecosystem. 

 

“There’s so much we can do with Microsoft 

Dynamics CRM—it will be the foundation of our 

business for many years to come.” Martin Gunn, 

Chief Information Officer, Healthcare at Home 

 

That’s where Microsoft Dynamics health 

solutions come in. These flexible solutions can 

bridge the gap between your EMR and other 

systems to help connect information, people, 

and processes across the care continuum. They 

complement a health organization’s EMR with 

familiar, easy-to-use tools that health 

professionals and patients can use from 

anywhere to help improve: 

 patient experiences 

 care coordination 

 proactive engagement 

 

 
 

Make a real 

impact for better 

health 
From personalized, 360-degree patient 

interactions that keep up with ever-evolving 

expectations, to connected care workflows 

across the health ecosystem, to proactive 

outreach and tools that empower patients to 

take control of their wellness, Microsoft 

Dynamics health solutions can help you enable 

people-centered healthcare. As a result, you can 

improve patient health and satisfaction, save 

health professionals’ time, and drive operational 

efficiency and cost reductions. 

 

  

http://www.microsoft.com/en-us/dynamics/customer-success-stories-detail.aspx?casestudyid=710000001821
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The patient 

experience  
You’re likely facing several challenges and needs 

when it comes to your patients’ experience: 

 Patients expect higher levels of customer 

service than ever before. 

 People often have to repeat the same 

information at different departments, 

which causes frustration and delays. 

 Patients expect modern and convenient 

communication options, while you need 

to adhere to patient privacy regulations. 

 People increasingly expect to be involved 

in managing their healthcare and want 

easy, fast access to information all along 

their care journey. 

 

 
 

“By drawing on a centralized source of customer 

information, we can proactively address customer 

concerns … In the end, this lets us provide better 

service and reduces our call volume and costs.” 

Bala Vanukuru, Director of IT, Centene 

Corporation 

 

Improve your patients’ 

experience throughout their 

care journey with streamlined, 

360-degree interactions. Through 

modern, patient-centered communications and 

efficient processes, increase satisfaction and 

save time for patients and staff alike, while 

lowering costs. Microsoft Dynamics health 

solutions can enable you to: 

 

Equip staff with: 

 A 360-degree view of a patient. Health 

professionals can easily see all the 

interactions and activities associated with 

a patient across departments and even 

organizations. This helps them streamline 

their communication with the patient to 

quickly address the patient’s needs and 

avoid redundant steps.  

 Pre-defined, simplified steps for meeting 

patient needs. Make it fast and easy for 

health professionals to address common 

patient administrative processes.  

 An online knowledgebase that allows 

health professionals to quickly get 

answers to common patient questions.  

 

 

  

http://www.microsoft.com/casestudies/Microsoft-Dynamics-CRM-2011/Centene-Corp/Healthcare-Provider-Optimizes-Call-Center-by-Using-CRM-Solution-Improves-Service/4000011705
http://www.microsoft.com/casestudies/Microsoft-Dynamics-CRM-2011/Centene-Corp/Healthcare-Provider-Optimizes-Call-Center-by-Using-CRM-Solution-Improves-Service/4000011705
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Provide multiple, modern channels for 

patients to interact with your health 

organization and efficiently manage high-

volume interactions, while safeguarding patient 

and organizational data: 

 Empower patients with a self-service, 

single point of access to information and 

resources via an online portal.  Patients 

can make appointments, get pre-

admission and post-discharge 

information, update their personal 

information and communication 

preferences, email with their providers, 

use Q&A features (including chat) to get 

answers to common support questions, 

and more. 

 Make it convenient and secure for 

patients to access and share their 

personal health information online. 

Enable patients to see recent test results 

and share medical records and device 

readings with their health professionals 

online.  

 Enable health professionals to 

videoconference and instant message 

with patients in a compliant manner. This 

makes it easier for patients and staff to 

connect before, during, and after care. 

For example, as medical tourism 

increases, health professionals can 

conduct video consults to onboard 

patients in other regions prior to their 

arrival for health services. 

 

 
 

Increase transparency and allow patients to 

have insight into the status of their care journey. 

Patients can see the status of pending specialist 

referral approvals, lab results, and more online.  

 

Enable a fully compliant audit trail. Keep track 

of all the information, activities, and 

communication associated with a specific 

patient in a way that complies with patient 

privacy regulations. 

 

Use social listening to track patient feedback, 

expectations, and public sentiment about your 

health organization. Respond quickly to 

negative feedback on social media. Anticipate 

patient customer service expectations. 

 

Analyze the performance of patient-facing 

processes so you can identify areas for 

improvement. Capture and analyze performance 

indicators, and staff and patient feedback for 

ongoing processes such as admissions, 

discharges, transfers, and referrals for 

continuous improvement of high-volume 

interactions.  
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Care 

Coordination 
You’re likely facing several challenges when it 

comes to coordinating care: 

 Increasing demand for services in the 

face of a health professional shortage 

and stretched budgets. 

 New and evolving care models where 

patients are in multiple care settings. 

 Disconnected patient information 

compromises care quality and safety, and 

results in duplicate efforts and 

unnecessary tests and procedures. 

 Poorly coordinated care plans not only 

frustrate and waste time for both 

caregivers and patients, they can result in 

more acute episodes requiring costly 

hospital stays and ER visits. 

 

Coordinate care effectively with 

patient-centric workflows and 

automated information sharing across the care 

continuum. Improve patient health, scale staff 

resources, and drive operational- and cost-

efficiencies.  

 

Microsoft Dynamics health solutions can enable 

you to: 

 

Provide “one view of the truth” to dispersed 

care team members so care can be cohesively 

coordinated and duplicate efforts can be 

reduced. Enable health professionals to see and 

update an integrated, real-time view of the 

status of a patient’s journey across care settings. 

Understand how a patient is being served by 

other health services and even become aware of 

additional benefits a patient may be eligible for. 

 

 
 

Bring together patient information from 

different systems so health professionals can 

easily track and capture medical histories, 

screenings, tests, and patient relationships 

across the care continuum. 

Streamline care team communication and 

collaboration. Health professionals can 

seamlessly instant message, voice/video 

conference, or use social tools to sync on a 

patient’s case without interrupting their 

workflow. When the conversation is over, it’s 

automatically archived as part of the patient’s 

case record.   

 

Efficiently manage referrals and patient 

information exchange between clinicians, 

specialists, departments, and community health 

resources. Create standard procedures that are 

agreed upon across organizations. Automate 

communications that help ensure patients 

receive uninterrupted care through transitions. 

Help ensure follow-up with patients. Reminders 

and automated tools help make sure tasks such 

as post-discharge appointment scheduling, care 

plan check-ins, and coordinated handoffs are 

completed.    
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Improve chronic condition management. 

Continuity of care and follow-up improves 

patient outcomes and quality of life for those 

with chronic conditions and helps prevent the 

need for costly hospital stays and ER visits. 

 

Increase staff productivity. By automating 

routine tasks and reducing redundant steps with 

familiar tools that can be quickly adopted and 

used from anywhere, increase staff efficiency to 

manage expanding caseloads. Spending less 

time on administrative tasks and tracking down 

information means health professionals have 

more time to focus on patient care. 

 

Predict patient care needs to prioritize 

referrals and reduce acute episodes. Enable 

faster, better care coordination decisions with 

real-time insight and analysis. Automatically 

identify patients for follow-up with 

comprehensive and systematic tracking of 

screening results. 

 

 
 

Assess daily activities and overall service line 

performance. Easily view customizable key 

performance indicators using dashboards to 

improve coordination of care. 

 

Anticipate and allocate resources needed in 

real time for incoming service requirements. For 

example, an online booking agent can 

automatically check physician and exam room 

availability to schedule and allocate resources 

for appointments. 

 

“On average, we save 30 minutes per doctor visit, 

20 minutes per shift handover, and half an hour 

per referral. Overall, our productivity has 

improved by 10 percent.” Madam Low Mui Lang, 

Executive Director at Peacehaven Nursing Home 

 

 

  

http://www.microsoft.com/casestudies/Microsoft-Dynamics/Peacehaven-Nursing-Home/Nursing-Home-Cuts-Admission-Times-by-90-percent-with-CRM-Administration-and-Clinical-System/710000003287
http://www.microsoft.com/casestudies/Microsoft-Dynamics/Peacehaven-Nursing-Home/Nursing-Home-Cuts-Admission-Times-by-90-percent-with-CRM-Administration-and-Clinical-System/710000003287
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Proactive 

Engagement 
You’re likely facing many of these challenges 

and needs for proactive engagement: 

 An increasing incidence of preventable 

chronic conditions related to lifestyle. 

 Health professionals only interact with 

people when they’re experiencing 

symptoms, so it’s difficult to have an 

ongoing influence on healthy behaviors. 

 To stay competitive, you need to increase 

revenue from profitable service lines and 

attract the best health professionals. 

 Without the right tools, it’s too time-

consuming for staff to conduct targeted 

outreach. 

 

“We can analyze referrals, medications and 

outcomes by small sub-groups. We know when 

and where to follow up, and that makes the 

citizen the ultimate beneficiary.” Shelley 

Peardon, A/Allied Health Coordinator, Health 

Contact Centre, Health Services Support Agency, 

Queensland Health 

 

Proactively engage patients and 

your community in 

personalized, modern ways, while 

alleviating staff of administrative outreach tasks. 

Inform and empower patients to be healthier, 

increase awareness of health resources and 

services, and enhance provider and community 

health relationships.  

 

 
 

Microsoft Dynamics health solutions can enable 

you to: 

 

Deliver tailored patient outreach. Segment 

patient populations, personalize outreach over 

multiple communication channels, and follow-

up with automated tools to: 

 Promote relevant health and wellness 

services, and educational information 

such as support for weight loss, diabetes 

management, or smoking cessation to 

target demographics.  

 Market profitable service lines to likely 

candidates to improve your case mix and 

increase revenue. 

 

Proactively communicate between in-person 

patient visits for more productive, long-term 

relationships focused on preventive health and 

condition management. Send reminders to 

encourage diligence to care plans, provide 

coaching on healthy behaviors, or recommend 

relevant screenings with automated 

communication tools.  

  

http://www.microsoft.com/casestudies/Microsoft-Dynamics-CRM/Queensland-Health/Counsellors-dynamic-client-data-system-helps-Queensland-smokers-quit/710000002818
http://www.microsoft.com/casestudies/Microsoft-Dynamics-CRM/Queensland-Health/Counsellors-dynamic-client-data-system-helps-Queensland-smokers-quit/710000002818
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Be social. Be where patients and the public 

are. Share educational information and 

promote resources and services on social media. 

Listen and respond quickly and effectively.  

 

Empower patients to better manage and 

monitor their health. Offer a connected range 

of online tools and resources such as self-

assessments and the ability for individuals and 

their care team to monitor their health by 

tracking medical and personal device readings. 

Alerts can be sent to a patient’s care team when 

their readings are out of range, so they can 

intervene early to help head off health 

problems. 

 

Identify and proactively manage health 

trends such as emerging outbreaks and plan 

resources accordingly. Analyze data that 

includes trends on social media as well as 

internal systems. 

 

Engage patients’ family members and 

support system. Inform and enlist support from 

a patient’s personal team. Track family 

relationships and proactively stay in touch 

based on their communication preferences—

whether via IM, voice, email, or social, for 

example. 

 

Improve provider and community health 

resource relationships. Consistently reach out 

and stay connected with your provider network 

and community health resources in a 

personalized and efficient manner. Streamline 

interactions and improve their experience with 

your health organization. 

 

Recruit health professionals. Create outreach 

campaigns over modern, multiple 

communication channels to attract talent to 

your health organization. Easily import potential 

candidate lists, track responses, and automate 

follow-up tasks to improve recruiting success. 
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Works the way you do 
Microsoft Dynamics offers a suite of flexible business solutions that can be tailored to meet your health 

organization’s unique needs now and in the future. You can add capabilities when and how you want to 

at a pace and cost that makes sense for your organization—and helps you keep up with the ever-

evolving world that is healthcare. 

 

Choose from a comprehensive set of Microsoft Dynamics health solutions that include the 

following features: 

 

Patient 

relationship 

management 

 360-degree view of all the interactions and activities associated with a patient across 

departments and even organizations. 

 Patient dashboards to easily capture and see medical histories, screenings, tests, and 

relationships across physician practices and clinics. 

 Multi-channel communications, including 24/7 self-service across mobile devices, Facebook, and 

real-time chat with unified tracking of all channels. 

 Targeted outreach: automated tools for segmenting patient populations, personalizing outreach 

over multiple communication channels, and following up. 

 Compliant audit trail of all patient-related activity and communications. 

Health portals  Provide a self-service, single point of access to information and resources via an online portal.   

 Empower patients to make appointments, get pre-admission and post-discharge information, 

access test results and referral status, update their personal information and communication 

preferences, email with their providers, use Q&A features (including chat) to get answers to 

common support questions, and more via a one-stop portal.  

 Enable patients to share their medical records and device readings with authorized health 

professionals online. 

Service center 

management 

 Easily handle simultaneous interactions through voice, chat, and email while increasing 

effectiveness using guided scripts and in-context application automation. Route requests to the 

appropriate departments and flag for follow-up alerts. 

 360-degree view of a patient helps streamline communication to quickly address the patient’s 

needs and avoid redundant steps.  

 Online knowledgebase allows staff to quickly get answers to common patient questions.  

Case 

management 

  

 Enable health professionals to create cases, and then track follow-up activities.  

 Automated workflows can include the assignment of tasks and activities to individual staff 

members or they can extend to entire work queues.  

 When a task is closed, it is securely linked to the patient and stored for an audit trail that can 

improve oversight and compliance. 

 Comprehensive and systematic tracking of screening results helps automatically identify patients 

for follow-up. 

 Role-based security helps maintain patient privacy at all levels and assists in ensuring sensitive 

information is only available to users with the proper authorization. 
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Caregiver 

collaboration 

 Mobile and geographically dispersed care team members can communicate with robust security 

anywhere they have network connectivity using a variety of systems and devices.  

 With built-in unified communications, they can initiate voice and video calls, online meetings, 

presence and instant messaging (IM) without interrupting their workflow. 

 When the conversation is over, it’s automatically archived as part of the patient’s case record.  

 They can also use social tools such as Yammer to sync on a patient’s case or collaborate on 

documents using SharePoint. 

 Bring together information from different systems so care teams are all on the same page with 

an integrated, real-time view of the status of a patient’s journey across care settings. 

Physician 

relationship 

management 

 Keep track of all the information, activities, and communication associated with a specific 

physician for streamlined interactions and holistic relationship management. 

 Attract talent with targeted outreach campaigns over multiple, modern communication channels. 

Easily import potential candidate lists, track responses, and automate follow-up tasks to improve 

recruiting success. 

 Develop and distribute tailored communications about upcoming events, new services, and 

changing policies. 

 Efficiently manage phone, email, or in-person communications. 

Population 

health 

management 

 Measure, manage and monitor clinical and demographic data and programs. 

 Gain insight into population health needs to align service offerings, coverage, and eligibility 

accordingly. 

 Analyze trends to identify and provide targeted programs for high-risk populations.  

 Create outreach programs to promote relevant health and wellness services, and educational 

information such as support for weight loss, diabetes management, or smoking cessation to 

target demographics.  

Eligibility 

solutions 

 Create and use automated procedures to efficiently share eligibility information among 

departments and organizations. 

 Provide health professionals with an integrated view of patient information across the health 

ecosystem so they can understand how a patient is being served by other health services and 

become aware of additional benefits a patient may be eligible for. 

 Automated processes provide convenient links to application forms and span multiple programs. 

Social listening  Easy-to-understand dashboard shows volume of conversations by language, sentiment, and 

channel. 

 Interactive, visual analytics for easy insights and understanding. 

 View posts and reply in-line Tweets. 

 Early warning alerts to quickly identify constituent issues and trends. 

 Track conversations over thousands of sources including Twitter and Facebook. 

 Top influencer tracking lets you see who is talking most about your topic. 

 Native language sentiment analysis in the native language so you won’t miss cultural cues. 
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Knowledge 

management 

 Author, review, and publish knowledge for internal access by employees and external access by 

patients and your community.  

 Intuitive search provides highly relevant results including how-to videos, FAQs, and other 

documents. 

 Reduce time spent searching for files by keeping all related files together; documents or notes 

can be attached to any entity, including linking SharePoint document libraries. 

Comprehensive 

business 

intelligence 

 Assess and anticipate needs for resource planning and allocation activities. 

 Quickly analyze clinical, operational, and financial trends and share real-time information. 

 Pull together all your data for easy analysis in any of the more than 40 out-of-the-box reports 

covering a wide range of areas such as cases, patients, contacts, and revenue. 

 Build your own rich, interactive, structured reports using a Report Wizard, even using data from 

other data sets. 

 Easily conduct your own analysis, modeling, and reporting of data within the system by using a 

broad suite of flexible, powerful tools. 

 Review reports and analytics anywhere by taking them offline. 

 Import data of any record type into the system. 

Fund 

accounting and 

budget control 

 Use automated processes to track requests, identify available funds, review and approve 

spending, and monitor progress. 

 Effectively manage and report on budgets for multi-year projects by using various accounting 

capabilities and workflow tools. 

 Help ensure accountability and compliance with legislative requirements.  

 Streamline budgeting, including authorization of funding sources, processing of payment 

requests, and invoicing with the integration of a financial package. 

Human 

resources and 

operations 

management

  

 Manage internal help desk and human resources services via dashboard, portal, and 

communication capabilities. 

 Track employee training and skill development. 

 Keep people informed about policy changes, events, and more. 

 Help attract and retain skilled staff by giving them a solution that’s easy to learn and use. 

Finance and 

administration 

 Enable timely authorization and payment/reimbursement with streamlined processes. 

 Help ensure all necessary information is collected at the right time with centralized patient 

information and standard workflows. 

User 

experience and 

workflow 

 Improve adoption time and eliminate the costs associated with software familiarization, as users 

are accustomed to the Microsoft look and feel due to the standard set of icons and visual 

components that are utilized across the platform. 

 Control what data is surfaced, how it appears to the individual user, and their read/write access 

to the data.  Easily configure new user and security roles. 

 Manage preferences through the entire scope of the application, including access, security, 

privacy, and communication. 

 Obtain online help with Microsoft Dynamics CRM’s built-in native knowledge base application. 

 Implement workflows the way you want to--simple, single step workflows or complex ones, 

across out-of-the-box system entities or custom entities, and across few or all record types, 

manually or automatically. 
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Mobility over 

multiple 

devices 

 Access functionality with a consistent experience across your PC, phone, and tablet. 

 Take advantage of touch-first mobile applications. 

 Obtain rich client versions through certified partners. 

 Increase analytical effectiveness due to enhanced mobile analytics, reduce uncertainty through 

guided processes, and even access customized business logic added to your CRM deployment. 

Microsoft 

platform 

interoperability 

 Eliminate application-to-application challenges via native integration with Microsoft Outlook, 

Microsoft SharePoint Server, Microsoft Exchange Server, Microsoft Office Communications 

Server, and Microsoft Lync Server.   

 Outlook— due to bidirectional synchronization, data is always up-to-date and doesn’t need to be 

input or tracked in multiple sources. 

 Excel-- two-way data transfer translates to easy analysis and reporting. 

 Word—easily create mass email or postal mail campaigns with data via integration with mail 

merge. 

 Lync—simplify communications by being able to see presence status of Lync users, initiate Lync 

calls or instant messaging conversations. 

 Exchange Sync Online – Configure and manage synchronization between Dynamics and 

Microsoft Exchange Online. 

Platform 

security and 

customization, 

including xRM 

 Use several methods to build customized solutions to meet your needs on top of the flexible, 

robust core platform capabilities; no need to custom-build the foundation. 

 Many of the most common customization tasks can be carried out using point-and-click tools 

included in Microsoft Dynamics CRM, but more sophisticated customizations may be carried out 

using Visual Studio tools and any .NET development language. 

 Maintain distinctions between multiple departments’ data and customizations. 

 Regulate data access with CRM’s combination of role-based security, record-level security, and 

field-level security. 

 Control identity management and ease the burden of mundane password management by 

setting up various standards-based identity providers if authenticated sign-on security is 

required. 

 Set up web-based public-facing portals that connect to CRM and run in your data center or in 

Windows Azure via CRM’s flexible web portal framework. 

 Develop and test customizations in an isolated, non-production online environment. 

CRM online   Enjoy financially backed security, data privacy, and consistent Microsoft-managed upgrades. 

 Guaranteed uptime backed by a 99.9 percent service level agreement and online and phone 

support. 

 Pay-as-you-go pricing that allows you to shift from capital expenditures to predictable operating 

expenses. 

 Ongoing application monitoring, maintenance, and upgrades. 

 Multi-tenant platform to host workloads and apps in a public or private cloud.  

 Migrate from one deployment model to another, providing maximum flexibility. 
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Partner with industry experts 
 

Microsoft Dynamics health solutions are delivered by a global network of partners with deep healthcare 

experience. These business partners can provide you with assistance tailored to your specific needs from 

planning and configuration to implementation, training, and ongoing support. This means you can get 

world-class business solutions from professionals who understand how your health organization works. 

To find a local Microsoft Dynamics partner and solutions for health, visit 

http://dynamics.pinpoint.microsoft.com  

 

Learn more about Microsoft Dynamics  
 Learn about Microsoft Dynamics health solutions and the Healthcare Management Business 

Process 

 Explore case studies about Microsoft Dynamics health solutions  

 Check out the Microsoft Health website for information on Microsoft and partner solutions 

 

+ Share 
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