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The New Patient-Centered 
Approach in Healthcare:  
Helping Consumers Stay Out  
of the Hospital  
Health systems can build trust by reimagining  
how they provide care



“Consumerism will require a fundamental change  
in how we look at delivering care.”

— CHARLES G. LEWIS
Executive Vice President, Chief Growth & Marketing Officer,  

Thomas Jefferson University and Jefferson Health
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“A consumer’s 

innermost circle will 

influence the decisions 

they make about 

healthcare. We have 

a very high trust in 

that inner circle, and 

providers aren’t  

part of it.” 

— ROGER HOLSTEIN

 Vice Chairman,  

 Healthgrades Board of Directors

Introduction

Healthgrades convened an exclusive group of C-suite executives from the country’s leading 

healthcare systems at its third annual HealthShare Executive Summit. The summit was held 

in San Diego, California in April 2017. 

During the HealthShare Executive Summit, healthcare leaders provided insights into the 

most pressing industry trends. From healthcare consumerism and the demand for new 

access points across the health journey, to evolving payment models and new ways in 

which patient-centered care is transforming the healthcare landscape, attendees shared 

strategies and solutions that their health systems are deploying to reimagine care for their 

patients. 

The summit’s panel discussions were moderated by Susan Dentzer, president and CEO of 

the Network for Excellence in Health Innovation. Participants included Eric Topol, MD, chief 

academic officer at Scripps Health; Patrick Conway, MD, MSc, deputy administrator for 

innovation and quality director at the Center for Medicare & Medicaid Innovation, Centers 

for Medicare & Medicaid Services; Dean Ornish, MD, founder and president of the Preventive 

Medicine Research Institute; Healthgrades CEO Scott Booker; Roger Holstein, managing 

director at Vestar Capital and vice chairman of the Healthgrades Board of Directors; and 

Healthgrades chief medical officer Brad Bowman, MD. Healthcare executives from  

Ochsner Health System, Thomas Jefferson University, Henry Ford Health System, 

Penrose-St. Francis Health Services, and Prime Healthcare Services also took part. 

Several key themes emerged from a compelling conversation that spotlighted innovation at 

leading hospital systems:

• First, there is a seismic shift to reimagine the industry with consumers at the center, which 

will allow consumerism to reach its full potential through new access points, and greater 

trust and loyalty as systems help consumers choose and get care. 

• Second, healthcare executives are collaborating across their health systems, and with 

government entities, community organizations, and insurers, to update processes and 

care models. 

• Finally, executives believe there is an opportunity to build loyalty with patients beyond 

their acute care needs, using technology to bridge current gaps. 
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“People decide about 

their health at home, 

and we want to be 

where people live, 

learn, love, labor,  

pray, or play.” 

— MARGARET SABIN

President and CEO,  
Penrose-St. Francis Health Services,  

and President, Centura Health  
South State Operating Group

Building Trust and Loyalty With Patients: 
Taking Your Place in the Inner Circle 

Hospitals are working diligently to build loyalty with their patients, but Holstein believes the issue 

at play here is really trust: “A consumer’s innermost circle will influence the decisions they make 

about healthcare. We have a very high trust in that inner circle, and providers aren’t part of it.”

This is where the opportunity lies for hospitals to build trust and, ultimately, loyalty with their 

patients, according to Holstein. “Healthcare systems and providers need to take their place 

in the inner circle. Instead, candidly, they sit outside.”

Chuck Lewis, chief growth and marketing officer at Jefferson Health, shared his observation 

that while health systems think they’re now consumer-centric, the reality is that they remain 

system- or physician-centric. To put the patient at the center, he often encourages his team 

to “remember why they became physicians in the first place — to help people. Consumerism 

will require a fundamental change in how we look at delivering care.” 

Holstein challenged hospitals to think about building trust with patients beyond transparency 

initiatives. Hospitals need to serve as “care decision architects” or “superheroes of behavior 

change.” This means helping consumers by organizing the context in which they make decisions, 

and providing them the technology to interact with their providers efficiently and effectively.  

It’s About the Health Journey,  
Not the Care Event

Technology plays a critical role in how hospitals are interacting with their patients, and can 

be leveraged to manage care along the health journey. Topol believes the personalized data 

insights we glean from patients can help hospitals take a more patient-centered approach 

over time, and that coupled with the technology we have, the opportunities are infinite. 

Topol discussed telemedicine as an example. While patients may see it as a convenience, 

providers aren’t always sure they can provide the right care over the phone or through a screen. 

He asserted that the data needed to treat patients more effectively is available today to 
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“The fear of dying  

is not sustainable.  

The joy of living is.”

— DEAN ORNISH, MD

 Founder and President,  

 Preventive Medicine Research Institute,  

 and Clinical Professor of Medicine,   

 University of California, San Francisco

providers, but will require systems to leverage these advantages and reconfigure their processes 

to enable the use of new technologies, as there is historically provider resistance to change. 

“These are changes that benefit patients. Right now, technology entities are fueling this, not 

academia,” he said. But Topol believes that “these technologies will give us a foundation of 

trust if we give them time.” 

While integrating technology and personalized data to treat patients over time has its 

benefits, panelist Rose Glenn, SVP and chief experience officer at Henry Ford Health System, 

said, “No matter where we go with machine learning and technology, patients are still going 

to want the caring and empathetic support side.” 

Evolving Care Models and Treating the 
Patient Outside the Hospital

Conway, who is serving under his third presidential administration in his role at CMS, clearly 

articulated that the CMS Innovation Center has made progress developing new community care 

models and evolving reimbursement strategies for physicians and systems. He shared examples 

from a program dealing with accountable health communities, a model in which for the first time, 

Medicare is helping systems take on the social determinants on health. 

Margaret Sabin, president and CEO of Penrose-St. Francis Health Services and president of 

Centura Health South State Operating Group, spoke about how her system was working with 

patients beyond the office walls. “We want to be where consumers make decisions about 

health,” she said. “People decide about their health at home, and we want to be where people 

live, learn, love, labor, pray, or play.”

Randy Moore, MD, president of Mercy Virtual, pointedly closed this discussion around public 

policy and evolving care models with these words: “The key is not technology; it is about how 

hospitals reengineer it around people. How do we keep people out of the hospital? We have a 

mismatch of supply and demand, not a shortage of doctors and nurses.” 

This topic permeated much of the discussion at the executive summit. Building trust and loyalty 

with patients cannot necessarily be done in a few short office visits. Rather, the more willing 

hospitals are to evolve their care models, integrate technology in the process, and focus on patients 

as a whole, the better they can drive behavior changes that lead to better health outcomes. 
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Addressing the Social Determinants  
of Health

Susan Hawkins, SVP, population health at Henry Ford Health System, said that many health 

systems focus their population health efforts on their highest-risk patients, but said Henry 

Ford is looking at more preventative approaches, to better address the social determinants 

of health.

Ornish, who for more than three decades has researched how lifestyle changes affect 

health, also led a powerful discussion on this topic, saying that the healthcare system is 

currently focused on treating sick people because it’s profitable. But, he challenged, “what if 

a hospital got paid to have prevented that issue?” 

Many in attendance agreed the environmental shift around reimbursement provided a 

plethora of opportunities to address the social determinants of health better, to learn 

more about patients outside the hospital, and to inspire patients to change their behaviors. 

“The whole language of behavior change has a finger-wagging, judgmental aspect that’s 

counterproductive,” Ornish said. 

If the system recognized and reimbursed hospitals to engage with patients in a new, positive 

way, both patients and providers would benefit. 

Conclusion: To Lead or Follow: Pushing the 
Market With Patient-Centered Approaches

Leading health systems and innovative healthcare executives are on the cusp of meaningful 

change that will benefit patients. They are reimagining the industry with consumers at the 

center, updating processes and care models, and leveraging technology to build loyalty with 

patients beyond their acute care needs. 

There is an industry groundswell to connect with patients and manage their care holistically. 

A hospital that takes a true patient-centered approach will understand the social 

determinants of health, engage with patients year-round — even when they aren’t sick — 

and implement technology that connects providers and patients in a simple, convenient way. 

Ultimately, this will help health systems to build trust with their patients and give them the 

opportunity to take their rightful place in the inner circle. 

“No matter  

where we go with 

machine learning and 

technology, patients 

are still going to  

want the caring  

and empathetic 

support side.” 

— ROSE GLENN

Senior Vice President  
and Chief Experience Officer,  

Henry Ford Health System
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About Healthgrades
We are not simply experts in patient and physician engagement. We actually 

created customer relationship management for healthcare nearly 25 years 

ago and continue to move the needle with our tools for patient engagement 

and physician relationship management. We can help your health system 

target, connect with, and motivate the patients you want, and show you how to 

strengthen your physician relationships to keep referrals within your network. 

Our solutions combine evidence-based, multichannel communications with a 

business intelligence platform to build relationships, influence behaviors, and 

improve healthcare utilization — all with a measurable contribution margin for 

your hospital.

To learn more about how the Healthgrades platform can empower your health 

system, your physicians, and your patients — so that you can deliver a new  

and better model of care while improving your top-line growth — contact  

Jen Newman at jnewman@healthgrades.com.


