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• Healthcare provision, the 

economy, regulatory & social 

norms disrupted with 

technological excellence in 

diagnosis, care, accessibility 

and Preventive management.

• Medical Travel Programs & 

associated businesses, got 

significantly impacted a plethora 

of “novel” business opportunities

What did “Digital” do to Healthcare: Overview
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THE IMPACT OF DIGITAL ON THE GLOBAL HEALTHCARE INFRASTRUCTURE 
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What did “Digital” do to Healthcare: Some ground breaking cases, which leads 

to us believe; “Digital is the answer to all problems”

THE “GOOD” IMPACT OF DIGITAL ON THE GLOBAL HEALTHCARE INFRASTRUCTURE 
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Drone-

delivered 

medical 

supplies

A stem-cell 

cure for 

diabetes

A wristband 

that can read 

your mind

& Vitals

AI to read 

every science 

paper

Rehab in 

virtual reality

An ultrasound 

in your pocket

Walmart-

ification of 

health care

Cancer-

diagnosing 

artificial 

intelligence

A more 

diverse global 

bio bank

Source: Time magazine - 12 Innovations That Will Change Health Care and Medicine in the 2020s

https://time.com/5710295/top-health-innovations/
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Yet it takes seconds to bring you back from your “Digital World” !
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Post Digitization Realities: Are Digital enhancements all alone a brand 

differentiator? 

TWO PERSONAL CASE STUDIES
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Post Digitization Realities: Some facts that cannot be ignored

THERE’S NO QUESTION THAT HEALTHCARE NEEDS TO EMBRACE TECHNOLOGY, BUT IT’S IMPORTANT THAT WE DO 
SO IN A WAY THAT IMPROVES THE QUALITY OF CARE AND MAKES IT MORE ACCESSIBLE FOR PATIENTS
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Source: Galen Data, LinkedIn

Higher costs 
resulting from 

both issue 
boxes

Lack of Empathy in 
Patient and Doctor 

Interaction

Too Much Reliance on 
Technology, less  

Learning for hospital 
staff

Patients treated with Technology 
Instead of a Human Care 

INTERACTION AND EXPERIENCE ISSUE

Altered Data may 
Inadvertently Lead to 
Incorrect Healthcare 

Decisions

Breach of Protected 
Health Information

Data Management and Integration

OPERATIONAL AND INFORMATION ISSUES

https://galendata.com/disadvantages-of-technology-in-healthcare/
https://www.linkedin.com/pulse/top-5-technology-problems-healthcare-agilethought/


What does this mean for all the stakeholders 

involved in this “Changed” Patient 

Experience?

© 2024 Vmarsh FZCO-LLC.  CONFIDENTIAL: This document is for your organizations' internal use only                       



Business Strategy | Quality Improvement | Transaction Advisory  9 Chicago | Dublin | Cairo | Dubai | Mumbai | Kuala Lumpur © 2024 Vmarsh FZCO-LLC.  CONFIDENTIAL: This document is for your organizations' internal use only                       

What Needs To Be Done: Humanize Healthcare ! 

DEVELOPMENT FROM PATIENT-CENTERED CARE TO PERSON-FOCUSED CARE TO HUMANIZATION OF CARE

HUMANIZATION OF

CARE

• Focus on all stakeholders involved in the process 

of care and their interactions

• Humanization of relational, organizational and 

structural aspects

PERSON-FOCUSED

CARE

• Focus on the patient as person with individual history

• Health promotion, prevention and treatment of the 

disease considering the course of patient's life

PATIENT CENTERED CARE

• Focus on the patient and her/his individual 

needs and preferences regarding her/his

medical condition

H
o
lis

ti
c
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e
rs

p
e

c
ti
v
e

Source: Springer Link

https://link.springer.com/article/10.1007/s40271-019-00370-1
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• Making informed decisions towards 

accessing their healthcare needs. 

• Encouraging one self to try out new 

technological platforms to learn and 

get comfortable yet on risking quality 

of care and safety

• Strong Operational enhancement 

Patient Experience Strategies, well 

segregated between use of digital and 

human efforts

• Cross functional work with regulators 

and tech firms for regular iterations in 

use of both

• Periodic updates in policies around use 
of “Tech/digital” based integrations in 
healthcare ecosystem   

• Encourage hospitals and supporting 
stakeholders for constant trainings and 
updates on use of tech 

• Create/promote a balanced environment 
between humanized and Digital 
elements 

Significant players in this 

ecosystem also includes:

• Hotels

• Air Ambulances

• Medical travel agents

• Medical tourism 

organizations

• Insurance companies

• Telemedicine providers 

OUTCOMES

Emphasis on patient’s uniqueness, individuality, and humanity, as well as adequate working conditions and sufficient human and 

material resources should be the most discussed key elements of humanization of care according to the different areas explored (i.e. 

relational, organizational, and structural, respectively)

PEOPLEGOVERNMENT HOSPITALS SUPPORTING STAKEHOLDERS
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The Stakeholders: Key Points for Decision Makers across the Healthcare Ecosystem

EVERYONE PLAYS A ROLE IN THE CHANGED PATIENT EXPERIENCE OR “THE BALANCED EXPERIENCE”

Source: Springer Link

https://link.springer.com/article/10.1007/s40271-019-00370-1
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3. Marketing & 

communication strategies 

need a corresponding shift 

towards “Humanizing 

Healthcare”

1. Evaluating the current 

“Patient experience journey” 

infrastructure & capabilities 

in your organization 

2. Incorporating new & more 

connected service delivery 

delivery system yet 

emphasizing on the “Human 

Touch”
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What Needs To Be Done: A Step By Step Approach 

HOW TO FOCUS ON “HUMANIZING HEALTHCARE” TO BUILD TRUST AND CONFIDENCE IN PATIENTS YET USE TECHNOLOGY TO ITS BEST
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Thank you !

"LOVE KINDNESS, WARM-
HEARTEDNESS ARE KEYS 
TO HEALTH,."

- DALAI LAMA

Source: Mayo Clinic

https://newsnetwork.mayoclinic.org/discussion/sharing-mayo-clinic-eight-lessons-on-compassion-in-health-care/#:~:text=%22A%20more%20compassionate%20mind%20is,because%20you%20practice%20these%20things.%22
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