
Communication & Collaboration Seen As Key to Improving Quality 
Healthcare Services 
 
Optimizing healthcare performance to drive better outcomes and better patient experiences while 
reducing overall costs has become even more critical as millions more Americans are now gaining 
coverage for care. The Institute for Healthcare Improvement (IHI) believes that the “Triple Aim 
Initiative” provides a valuable framework for improving health system performance for organizations 
who want to align to the following goals: 
 

 Improve the patient experience of care (including quality and satisfaction); 
 Improve the health of populations; and 
 Reduce the per capita cost of health care. 
 

Increased Demands Will Challenge Healthcare Resources 
To quickly achieve substantial outcomes across the three areas recommended by the Triple Aim 
Initiative, new approaches are required. With more patients expected to take advantage of care, 
research conducted by the Heritage Foundation points out that there will not be a similar influx in actual 
facilities or a fast-fix for the shortage in medical professionals: this growing population of participants 
will place significant demands on resources that are already taxed. While there is no one answer that 
will solve all of the challenges facing the delivery of quality healthcare; many organizations are adopting 
enabling technologies as part of their core strategy. 
 

IDC Health Insights Survey 
Leading research firm IDC recently conducted a survey on the challenges facing healthcare today and 
what technology use-cases are best to invest in to improve care while reducing cost. Overwhelmingly 
respondents identified that increased paperwork is taxing physicians and clinicians so that they are 
actually seeing patients less and becoming less effective. In some respects, technology designed to help, 
such as electronic health records (EHRs), have actually impeded progress through poor integration into 

existing systems and processes, 
thereby increasing administrative and 
reporting time. 
 

Improved Communications & 
Collaboration Needed 
Nearly half of physicians surveyed said 
that EHRs do not integrate well with 
workflows and that better 
communication and collaboration 
tools are needed to help improve 
productivity. Findings suggest that 
fragmented communication and 
information hand-offs play a 
significant role in patient safety.  
 

Breaking Down Silos 
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These findings are further collaborated by ECRI Institute, an independent, non-profit organization that 
researches the best approaches to improving the safety, quality, and cost-effectiveness of patient care. 
In a study analyzing patient safety events in the laboratory process, the first key recommendation was 
to “break down silos between care units and laboratory services and to foster good communications.” 
 

12 Use Cases Identified 
To help identify where medical facilities can focus to gain the most benefit, IDC categorized the top 12 
use cases where enabling technologies should be explored to help ease an overburdened system. Most 
of these fall under the category of 
Enterprise UC&C – a highly integrated 
communications environment that 
combines text, voice, video and data for 
process, productivity and collaboration 
opportunities. Spanning a broad 
spectrum of scenarios, some of these 
identified use-cases can easily be 
addressed by the adoption of Microsoft 
technologies including: 

 Care Team Collaboration using Lync, 
Yammer and OneDrive for Business; 

 Remote Worker Integration using Lync; 

 Clinical Quality and Operation Efficiency with Excel, Power BI and SharePoint; 

 Unified unstructured notes across devices using OneNote; 

 Patient Engagement with SharePoint, Lync and Skype 
 
Other use cases discussed in the paper include medical education, instant access to expertise, 
discharge/re-admission reduction and several others. This paper specifically explores how to pilot and 
prioritize the use cases and qualifies expected benefits. 
 

Kindred Healthcare Shares Best Practice 
One of the largest diversified providers of post-acute care services in the United States, Kindred 
Healthcare has been named a Fortune magazine Most Admired 
Company six years in a row. Leveraging technology to enable 
their mission of healing, Kindred evaluated several cloud 
collaboration solutions before selecting Microsoft and Office 
365. Successfully onboarding 22,000 users in 90 days, Kindred 
VP of Information Technology, Charles Wardrip, speaks candidly 
with Microsoft about what worked for them and why. Watch 
the full interview here. 
 

Learn More 
Microsoft offers several resources for healthcare providers who want to explore the latest thinking in 
initiatives and share best practice. Visit Microsoft Health online for the latest information about new 
software, solutions, and healthcare information technology. 
 
To access all the survey results and learn more about the 12 use cases identified by IDC, download the 
IDC Whitepaper today. 
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