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ENGAGE YOUR 

PATIENTS

to get—and stay—

healthy

EMPOWER YOUR 

CARE TEAMS

to improve care 

team productivity

OPTIMIZE YOUR 

CLINICAL & 

OPERATIONAL 

EFFECTIVENESS

to drive better 

diagnoses and 

treatment

TRANSFORM

THE CARE 

CONTINUUM

through platforms 

that provide insight

Give patients 

information that helps 

them understand, 

control and manage 

their personal health 

decisions.

Help care teams 

connect with patients, 

increase personal 

productivity and work 

together more 

efficiently.

Harness data to 

streamline operations 

and improve care 

outcomes.

Gain more powerful 

insights into patient 

care and operational 

best practices.

Microsoft’s Vision for Healthcare

Digital Transformation Pillars in Healthcare



Patient Experience Journey Map

• Seeking health information online

• Choosing a physician or facility for 

treatment

• Remote interactions with physician and 

clinicians

• Appointment scheduling

• Accessing electronic health records (EHR)

• Sharing EHR /EMR with other physicians

• Digitally receiving prescriptions

• Interactions with other care team members

• Filling, refilling and approving refills for 

prescriptions

• Reporting satisfaction

• Ongoing patient care and patient 

reminders

Experience 
symptoms

Schedule an 
appointment by 
self or with 
assistance

Visit lab for tests

Digital Hotspots

Use portal or apps to 
schedule an appointment 
or receive guidance

Report symptoms

Schedule 
appointment 
with lab

Chat or meet with 
physician or nurse 

about results

Receive 
treatment 

plan

Meet with care 
team members, 
as needed

Schedule 
appointments 
with care team 

members

Visit pharmacy 
for prescriptions

Treat issues

Chat or meet 
with physician to 
discuss progress

Discuss satisfaction 
with others

Obtain prescription 
refills

Visit the physician in 
person or remotely

Chat with 
physician or nurse 
about symptoms

Receive lab orders

Access history, 
lab results, 
insurance 

claims

Receive reminders 
for follow-up care?

Choose physician, 
if needed, based 
on evaluations



Empowering health throughout the patient journey

Pharmacy

Improve resource efficiency, 

prevent readmissions and 

improve care quality as a 

result of feedback

PATIENT ENGAGEMENT

Leverage data to enhance patient 

outcomes and identify health trends 

and risks, while also analyzing internal 

processes to streamline operations 

and reduce costs 

OPTIMIZE OPERATIONS

Maximize the security 

of confidential data and 

systems, demonstrate 

compliance more easily 

and ensure records are 

in the right hands

SECURITY & COMPLIANCE

Enable patients to access their 

personalized care anywhere, 

anytime, with real-time updates 

and the ability to contact care 

providers

PATIENT-CENTRIC EXPERIENCE

EMERGENCY

OUTPATIENT
CLINIC

Exercise today!
Policy Audit

Collaborate in real time 

across devices and locations, 

connecting disparate teams 

and increasing the efficiency 

and quality of care

COORDINATE CARE

Treatment Plan
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When does the Patient Experience start, and when does it end?

Patient Experience is a series of Journeys
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AWARENESS CONSIDERATION ACTION SERVICE LOYALTY

TV

Radio

Print

Outdoor

PR Word

of mouth

Direct mail Hospital Call center Physician & 

Patient Relations

Referral 

Follow-up

Online Ads

Medical 

Journal
Clinical 

Conference Search
Landing

page Blog

3rd Party

sites Website Mobile Live Chat Blog Email Newsletter

Managed touchpoint

Unmanaged touchpoint

Consumer 3Consumer 2Consumer 1

Microsoft Dynamics enables Health Organizations manage multiple consumer personas and their changing 

journeys, while enabling an organization to adapt and personalize the care delivered across all touchpoints.

Physicians, Patients, Caregivers

Registration

Consumer Journeys are Varied and Complex

Decisions Are Not Made in Straight Lines



Microsoft

Patient Acquisition

Customer
Service

Points of Care

Project Service
Automation

Operations

Financials

Marketing
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How do you manage the end-to-end Patient Experience?

Population 
health 

management

Fund 
Accounting 

& Budget 
Control

Leaders
Patients

Doctors

Health 
insurance 

exchanges

Health 
portals

Patient 
relationship 

management

Inventory
Projects

CPM & 

GRC

Service 

Scheduling

Case 

management

HCM:HR

CRM

Financials

Service 
Centers

Eligibility 
solutions

Finance HR

Nurses
Caregivers

Administrators
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Improving engagement at these key touchpoints has direct 
impact on operational KPIs

IDC White Paper  | Microsoft Dynamics CRM: 

Demonstrating Improvements in Quality and 

Efficiency of Patient Care

Dynamics 365 

Healthcare Value
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