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IntroductionContents
Many of us have experienced  telehealth over the past 12 months.  Accelerated 
in large part due to the pandemic, telehealth is a way of seeing a physician and 
delivering care from anywhere, without the need for a particular physical location. 

The question now is how much will telehealth continue to play a role in healthcare? 
Where will it be most impactful and how will it continue to evolve with the use of 
artificial intelligence (AI) and the cloud? 

Information Age, in partnership with Avanade, brought together healthcare leaders 
worldwide representing a diverse group of organizations including health plans, 
hospitals, medical clinic and home and social care services.   

Highlights, drawn from two virtual roundtables, are featured with insights into how 
AI and the cloud will impact the future of telehealth; how it will be used to enhance 
the patient experience; and the potential to use telehealth to increase care team 
collaboration for greater agility and organizational resiliency.  
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Roundtable 
Contributors

Alastair Sharman 
Chief Digital Officer, Mater Group

Jan Lukas Robertus M.D., PhD 
Senior Consultant Cardiothoracic 
Pathologist, Royal Brompton and  
Harefield Hospitals

Ali Noorani, MBBS BSc (Hons) 
MRCS FRCS (Trauma & Orth) 
Orthopedic Surgeon, Medical Director 
of the Orthopedic Specialists Group 
and Chairman of Harley Street 
Specialist Hospital

Jeb Dunkelberger 
CEO, Sutter Health-Aetna

Amanda Hamilton 
Chief Information Officer, City and 
County Healthcare Group

Mitchell Fong 
Director of Telehealth, Renown Health

David C. Rhew, M.D.  
Managing Director, Global Chief 
Medical Officer & Vice-President of 
Healthcare, Microsoft

Robert Hazelton 
Global Industry Lead, Health  
&  Life Sciences, Avanade

Elif E. Oker, M.D., FACEP 
Clinical Officer, Exponential 
Technologies, Anthem Digital

Ryan Pattison 
Director of Consumer Telehealth, 
Ochsner Medical Center

Elena Mendoza Lora 
Health and Public Sector Industry 
Lead, Avanade

5



AI in telehealth  
and home health 

Dr. Ali Noorani, orthopedic surgeon, medical 
director of the Orthopedic Specialists Group and 
chairman of Harley Street Specialist Hospital, 
commented: "While realizing the importance of 
telehealth over the past 18 months, we've found 
AI to be a powerful tool for analyzing databases 
to provide personalized predictive medicine. 

"We've been focusing on knee arthritis, and 
looking for new treatment methods for 
many types of osteoarthritis, using better 
computational algorithms to make highly 
accurate predictions." 

Moving forward, Dr. David C. Rhew, managing 
director, global chief medical officer and vice-
president of healthcare at Microsoft: "AI will 
continue to evolve in telehealth, with a key 
example being voice AI. 

"There has been a lot of work done on producing 
voice-to-text over the years, but AI can improve 
understanding of that text from a contextual 
standpoint, before integrating it into an 
electronic health record. This isn't only available 
for clinics, but also for telehealth visits. 

 

"Conversations between patients and clinicians, 
facilitated remotely, can now be converted into 
progress notes, which can then be integrated 
into an EHR." 

According to Ryan Pattison, director of 
consumer telehealth at Ochsner medical 
center, "AI is going to be a plus on the patient 
side, but focusing on the provider side, we're 
looking to give providers tools that empower 
their telehealth journey. 

"While in a visit, leveraging text analytics to 
identify articles that can be sent to the patient 
specific to their condition or resources covered 
by their individual health plan, can help identify 
and address social determinants." 

AI has been used to help doctors and clinicians get the data they need faster, 
saving time on both sides of the provider-patient relationship. Many healthcare 
systems and governments have seen that AI has the potential to help deliver 
care rapidly and increase access to services . Now the challenge is to maintain 
the momentum to ensure that benefits for healthcare systems and other health 
organizations are embedded long-term.  

Home Health    
The use of telehealth at home has been so 
pronounced in the industry over the last 14 
months that it may be one of the biggest 
indications of changes to come. It signals a clear 
and present motivation to embrace new ways 
of managing the very core of the healthcare 
experience: the interaction of a patient with a 
healthcare provider. This is the "wedge in the 
door" that will allow for the adoption of so many 
other tech-enabled efficiencies. 

Mitchell Fong, director of telehealth at Renown 
Health, meanwhile, explained the importance 
of patient empowerment, and how AI can boost 
this aspect of remote health experiences: "When 
I think about the future of AI, I consider how we 
can apply it during the visit. 

"With the majority of care now being done 
outside the doctor's office, our goal is to make 
the patient a valuable member of the care 
team. If they have the tools and support to 
care of themselves, the process can be more 
effective, because 99% of decisions that affect 
their health are made without our guidance." 
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Patient care 
experience 

"Over the past 18 months, we have found an 
increased demand for the use of telehealth, 
particularly for our complex care business, 
and for us this includes live-in nursing," said 
Amanda Hamilton, chief information officer at 
the City and County Healthcare Group. 

"Communication tools such as Microsoft 
Teams are being utilized for different purposes 
and outcomes, depending on what features 
they bring to the table. In particular, this has 
facilitated a supportive ‘touch base’ for families 
and loved ones. This was quite informal, and 
used more for family support than for reaching 
clinical outcomes." 

Alastair Sharman, chief digital officer for 
Mater Group, commented: "As a result of the 
pandemic, the funding model changed rapidly 
and proved to be key for not only Mater but 
for the whole health system, as it aimed to 
continue to deliver care safely. Prior to this, 
funding for telehealth was limited, but these 
changes made it possible for us to deliver a 
significant number of our outpatient services 
online. 

"Another focus for us has been on creating a 
virtual experience as good if not better than 
the physical one. A key element of this is virtual 
waiting rooms, for which we are implementing 
digital concierge support. This infrastructure is 
making the patient and the clinician experience 
more comfortable and efficient." 

When considering what tech can enhance the 
patient experience, Jeb Dunkelberger, CEO of 
Sutter Health-Aetna, said: “We’ve found that 
asking patients to fulfil things like insurance 
card validation or co-payment collection, which 
is typically done through a patient app, has 
driven adoption of other virtual offerings. 

“Also, from our experience, patients prefer 
communication via text to through an app, so 
it’s all about listening to what the patient wants, 
and reflecting that back to them.” 

According to Accenture, 95% of customer interactions are expected to be  
AI-enabled by 2025.  As organizations strive to make traditionally cumbersome 
parts of customer engagement more frictionless – delighting individuals and 
building loyalty in the process – they’ll need to reimagine the role that service 
plays as part of the broader patient care experience. 

9

https://www.accenture.com/us-en/services/applied-intelligence/solutions-ai-customer-engagement


Care team 
collaboration 

According to Dr. Elif E. Oker, clinical officer, 
exponential technologies at Anthem Digital, 
"Well functioning care teams act almost like an 
orchestra. While individuals are playing their 
different parts, a high level of coordination 
between care team members is essential. At 
Anthem, one way we're looking at this is from an 
information exchange perspective. 

"For example, we've established a partnership 
with Epic, that involves exchanging information 
through our partner's payer platform, while 
they are connecting to our health platform. 
This merges patient and provider information 
with payer information and breaks down 
more of those silos — which is really powerful 
in enhancing and simplifying healthcare for 
everyone involved." 

More efficient, barrierless collaboration, 
alongside evolving AI, cloud, and data science 
capabilities, look set to continue revolutionizing 
the healthcare space, and improving the 
patient experience for years to come. 

According to Dr. Jan Lukas Robertus, PhD, senior 
consultant cardiothoracic pathologist at the 
Royal Brompton and Harefield Hospitals, this 
has been a key part of work done in pathology: 
"During the pandemic, we set up an emergency 
off-site reporting system, which we used to 
keep diagnostic work going in a quick, easy 
way. 

"While this was initially a temporary measure 
and nothing new, it's been especially useful 
during the pandemic, and similar systems are 
still being used around the world now.” 

Multi-disciplinary care makes a big difference in the total care treatment of acute, 
elderly or multi chronic patients. Digital collaboration allows clinical teams to 
change the way they work.  Real-time data generated through patient checkups 
and treatment procedures, for example, can be accessed by more members of the 
care team with the right digital tools, as opposed to a select few.  This leads to the 
efficient sharing of vital information with the full care team that can lead to better 
more coordinated care.  
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Data-driven insights
When it comes to electronic health record (EHR) integration, data insights have 
accelerated operations within telehealth, and tasks are increasingly being carried 
out in the cloud. In fact,  88% of healthcare organizations have accelerated spending 
on cloud migration. But as the amount of data at the disposal of healthcare 
organizations rises, the challenge of managing it becomes more prominent. 

"Many believe interoperability will help to 
improve clinical outcomes, but this theory 
needs validation,” said Oker. "It’s critical we 
avoid flooding clinicians with information, 
and that we ensure technology and data are 
actually enabling better healthcare. 

"Health is such a crucial part of all of our lives 
— so we need to take a disciplined approach 
around these tools by studying them and 
demonstrating improved outcomes.” 

Rhew commented: "The value of telehealth 
goes beyond consultation — clinical data is now 
being integrated into the workflow. 

"This can be done through APIs in a 
clinical setting, which makes it possible for 
conversations to focus specifically on patient 
data, whether this is the patient talking to 
the clinician, and/or clinician-to-clinician 
discussions." 

Hamilton, meanwhile, explained the 
importance of data literacy in realizing the 
value of healthcare data: "The adoption and 
improvement of data input is vital for the 
accuracy. Data literacy and adoption has been 
a huge portion of our digital transformation 
program. 

"For us, the biggest challenge when it comes to 
interoperability is when dealing with over 200 
locations across the United Kingdom, as well as 
most local governments, it's nearly impossible 
to meet every single standard and need. 

“It’s all about establishing a simplified backbone  
that is nationally mandated, and allows any 
supplier to standardize digital platforms to 
meet those data standards.” 
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Conclusion 
The future of care will most likely continue to use telehealth and AI 
powered by the cloud based on the value and the potential it has already 
demonstrated. Now the challenge will be to effectively blend physical and 
digital environments to provide care that meets people where they are—and 
delivers what they need.

"The emergence of visual AI, non-verbal AI and text AI, among other 
technologies, has shown that the future is now," said Robert Hazelton, Global 
Industry Lead, Health &  Life Sciences at Avanade .

"However, we shouldn't look at adoption from the perspective of technology 
alone, but through the impact it can have on the patient. This needs to be 
complementary to patient visits." 

Elena Mendoza Lora, health and public sector industry lead at Avanade, added: 
"The response to the pandemic that the healthcare sector has demonstrated 
has been amazing, and goes to show that telehealth is here to stay. 

"Healthcare will continue to change, but getting the best out of data remains 
a challenge, which can be mitigated by ensuring that assets are clean before 
we use it."
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About Avanade   
Avanade is the leading provider of innovative digital and cloud services, 
business solutions and design-led experiences on the Microsoft ecosystem, and 
the power behind the Accenture Microsoft Business Group. Avanade Health is 
a global practice of over 1,000 technical, functional and organizational change 
professionals, health strategists and consultants, serving health providers, health 
plans, life sciences and medical device clients. 
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