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Lessons from COVID-19

COVID-19 continues to test the resilience of the entire U.S. health
ecosystem. The pandemic has exacerbated weaknesses including:

* Inflexibility to adapt to sudden changes in demand
* Access issues
* Supply chain hurdles

e Quality and cost challenges

It has shown that steadfast focus on what’s easiest to measure—
healthcare costs and efficiency—has resulted in a system that lacks the
agility to respond to this kind of crisis.
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Signs of change

The pandemic response has also provided real-world proof-of-concepts
HEALTH showing that we can accelerate change. We are making the changes we
thought were further off in the future, such as using bots for testing,
integrating data platforms for scientific collaboration, and changing federal
policy to enable record-setting adoption of virtual health.

Above all, COVID-19 has shown why—and how—to accelerate the future
of health to improve the wellness of the U.S. population and protect
national readiness.
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Scaling innovation

COVID-19 has provided a glimpse of what’s possible
with truly innovative changes in how care is delivered

Robots are helping take patients’ vitals and support dietary and sanitation services in
field hospitals.! Robotic process automation is streamlining pre-screening and
reporting activities for COVID-19 testing. Moreover, remote visits between patients
and healthcare providers exploded during stay-at-home orders.

Facing a surge in unemployment claims during the COVID-19 outbreak, state
workforce agencies have deployed chatbots to answer questions and guide claimants
through the application process. This ability to scale Al to support unemployment
claims underscores the potential for chatbots and other forms of conversational Al to
support healthcare interactions.?
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Virtual health for veterans

According to the latest data released by the VA, the agency’s
telehealth visits have increased 1,412 percent from March 1
to August 29, 2020. During the final full week of August 2020,
169,271 video telehealth appointments were conducted for
veterans at home or in non-VA locations. 3

More than two million VA prescriptions were

refilled online in March 2020—a record for a single month.
And 5,000+ cellular-enabled tablets were distributed to
veterans between March 1 and April 1, 2020. All told,
veterans across the country are now using 26,000+ tablets to
access care when and where needed. March 2020 brought a
259 percent increase in visits to the VA Mobile App Store.*
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“The event horizon for
telehealth and virtual
health has been cut in
half, opening more

opportunities to
deliver high-quality,
personalized health.”

— Ron Moody, MD
Chief Medical Officer
Accenture Federal Services

The future of health is innovative

Imagine if these innovations became the rule—not the exception—in
care delivery for everyone.

Robots could help address demand surges and safeguard human
healthcare workers.

Chatbots could revolutionize patient engagement and support by
reaching out with health advice and reminders—and helping triage
basic clinical needs without involving a human provider.

Virtual health—1:1 video visits, remote monitoring, SMS protocol
support, secure Al chat, and health apps—could provide more
frequent, more convenient, and more personalized experiences while
expanding access to care.
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Accelerating cures

The shared mission of halting COVID-19 has fueled
collaboration across institutional and geographic
boundaries as scientists race to develop vaccines and
treatments.

For example, the nonprofit TransCelerate BioPharma is a
collaboration of 20 of the largest biopharma companies. It
helps enable collaboration across the research and
development community to identify, prioritize, design, and
facilitate the implementation of solutions to drive efficient,
effective, and high-quality delivery of new medicines,
improving the health of people around the world.




Connected research

During the pandemic, TransCelerate has made some of its
resources—including the DataCelerate® platform—
available to biopharma and biomedical researchers around
the globe.

DataCelerate, built on the Accenture Insights Platform (AIP), allows
for multiple de-identified research and development data types to
be voluntarily submitted, uploaded, converted, harmonized, and
downloaded through an access-controlled, secured environment.

DataCelerate enables users to quickly develop translational
insights across the research and development continuum.?
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National Research Cloud

In June 2020, leading universities and major
technology companies announced support for the
National Research Cloud intended to give
academics and other scientists access to the
computing resources now available mainly to a
handful of technology powerhouses. The initiative
has received bipartisan support in both the House
and the Senate and represents a landmark
opportunity for scientists, academics, and industry
leaders to join forces for more coordinated
research and data sharing.®
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The future of health is collaborative

Imagine if we applied the same level of collaboration and
momentum across researchers, providers, payers, and patients.

By fully leveraging discovery and research globally, we could
promote prevention and improve outcomes with more targeted
interventions—from Al support self-care to one-to-one virtual
engagement to personalized genomic therapies.

Federal agencies could create incentive models to encourage
collaboration and implement technologies that facilitate
transparency and real-time information exchange. Automated
workflows, data access and sharing, and sophisticated analytics
could accelerate cures beyond COVID-19.
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Addressing social factors

Data has shown that people of color are becoming ill and dying from COVID-
19 at a disproportionately high rate.” Before the pandemic, these
communities were similarly hard hit by other chronic conditions, including
cardiac disease, diabetes, and hypertension.?

Researchers believe that social determinants of health (SDOH) contribute up
to 80 percent of outcomes.® In other words, what happens in clinical settings
contributes to health outcomes, but what really matters is where and how
people live, work, and age.

Understanding SDOH can help identify and deliver what each person—
including those in vulnerable populations—truly needs to be healthy. That
might include addressing non-clinical needs, such as stable housing, access
to better nutrition, and a reduction in toxic stress. It can even be as simple as
providing a vacuum cleaner to a household in which children have asthma.
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The future of health is inclusive

Imagine if we took a broader view of “health” that accounts
for the myriad social factors that shape a person’s well-being.
We could begin to understand the root causes of chronic
disease for greater prevention and better outcomes.

Healthcare insurers, support agencies, and providers could
engage with patients about the non-clinical factors that are
affecting their health. Data in electronic medical records and
decision support tools could incorporate social factors. Also,
population health management could take a more holistic
look at what is helping or hurting outcomes.

The Office of the National Coordinator for Health Information
Technology (ONC) is engaging with providers to understand
how SDOH factors may be tracked and acted upon.
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How blockchain helps organizations
target and personalize services

A national nonprofit is exploring emerging health and human service
delivery models to improve care for America’s military service members,
veterans, and their families. The initiative uses blockchain technology to
record service episodes—that is, every unique transaction across a
distributed network of health and human service providers. This approach
may produce insights that can help speed the impact of an intervention
and improve client outcomes long after the service encounter has ended.°
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Imagining
a new landscape

COVID-19 is shaping a “never normal” across society—
and healthcare is no exception. It has changed our

view of healthcare and challenged many of the rules
that long defined conventional approaches.

P

How can we channel the
current sense of urgency
and innovation for a new

future of health?

A~
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The future
of health

starts now

The innovative technologies, policies, and approaches needed are here and
ready to scale. Let’s use them to break through longstanding challenges.
Let’s use them to reshape healthcare delivery for greater resilience and
better outcomes, power translational research across traditional boundaries
and drive a better understanding of social determinants to improve health
and wellness.

Now is the time for more innovation, collaboration, and inclusion in how we
deliver healthcare and support outcomes.

It is time for an ecosystem that is nimbler—and better able to respond not
just to a future crisis, but also to the complex, dynamic needs of the people
it serves.

Let’s get started together.

Copyright © 2020 Accenture. All rights reserved.



Authors Contributors

Jill Olmstead

Managing Director —
Accenture Federal Services,
Health Consulting Lead

Rich Birhanzel

Senior Managing Director —
Accenture, Global Health

Ron Moody, MD

Chief Medical Officer —
Accenture Federal Services

Kristin Ficery

Managing Director —
Accenture, Health Lead

16 Copyright © 2020 Accenture. All rights reserved.



References

https://www.fastcompany.com/90546178/if-youre-in-the-hospital-this-robot-dog-might-come-take-your-vital-signs

https://www.wsj.com/articles/chatbots-help-texas-officials-cope-with-flood-of-coronavirus-unemployment-claims-11587634202?mod=searchresults&page=1&pos=3

https://www.va.gov/health/docs/VA COVID Response.pdf

= PP

https://www.wltz.com/2020/05/04/u-s-department-of-veterans-affairs-telehealth-technologies-provide-timely-high-quality-health-care-without-needing-to-travel-to-nearest-va-

facility/
https://www.businesswire.com/news/home/20200617005214/en/TransCelerate-Expands-COVID-19-Clinical-Trial-Data-Sharing

https://www.nytimes.com/2020/06/30/technology/national-cloud-computing-project.html?searchResultPosition=1

https://www.cdc.gov/coronavirus/2019-ncov/need-extra-precautions/racial-ethnic-minorities.html

https://www.pewtrusts.org/en/research-and-analysis/blogs/stateline/2020/05/27/covid-19-is-crushing-black-communities-some-states-are-paying-attention

SOBCONES O 2

https://www.rwif.org/en/library/research/2019/02/medicaid-s-role-in-addressing-social-determinants-of-health.html

10. https://ivmf.syracuse.edu/2017/04/25/the-building-blockchains-of-americaserves-efficiency-timeliness-and-transparency/

17 Copyright © 2020 Accentur


https://www.fastcompany.com/90546178/if-youre-in-the-hospital-this-robot-dog-might-come-take-your-vital-signs
https://www.wsj.com/articles/chatbots-help-texas-officials-cope-with-flood-of-coronavirus-unemployment-claims-11587634202?mod=searchresults&page=1&pos=3
https://www.va.gov/health/docs/VA_COVID_Response.pdf
https://www.wltz.com/2020/05/04/u-s-department-of-veterans-affairs-telehealth-technologies-provide-timely-high-quality-health-care-without-needing-to-travel-to-nearest-va-facility/
https://www.businesswire.com/news/home/20200617005214/en/TransCelerate-Expands-COVID-19-Clinical-Trial-Data-Sharing
https://www.nytimes.com/2020/06/30/technology/national-cloud-computing-project.html?searchResultPosition=1
https://www.cdc.gov/coronavirus/2019-ncov/need-extra-precautions/racial-ethnic-minorities.html
https://www.pewtrusts.org/en/research-and-analysis/blogs/stateline/2020/05/27/covid-19-is-crushing-black-communities-some-states-are-paying-attention
https://www.rwjf.org/en/library/research/2019/02/medicaid-s-role-in-addressing-social-determinants-of-health.html
https://ivmf.syracuse.edu/2017/04/25/the-building-blockchains-of-americaserves-efficiency-timeliness-and-transparency/

To help our clients navigate both the B v o,

now &8 NexT

human and business impact of COVID-19,

’ COVID-19: Managing the
we’ve created a hub of all of our latest rm’&?ﬁ?ﬂ&ﬁﬂv’ﬁm
thinking on a variety of topics.

N e

The COVID-19 pandemic remains t noweum

Each topic highlights specific actions which

can be taken now, and what to consider next mpast e COVID-19: Managing the
) 4 - ' impact of coronavirus

as industries move towards a new normal. o

From leadership essentials to ensuring I retanars g
L0 o customer service

productivity for your employees and

customer service groups to building supply

chain resilience and much more, our hub :

Wi” be Constantly updated- CheCk Impact on Experience

back regularly for more insights. R

Impact on Systems

VISIT OUR HUB HERE mortonOpins



https://www.accenture.com/gb-en/about/company/coronavirus-business-economic-impact

About Accenture

Accenture is a leading global professional services company,
providing a broad range of services and solutions in strategy,
consulting, digital, technology and operations. Combining
unmatched experience and specialized skills across more than
40 industries and all business functions—underpinned by the
world’s largest delivery network—Accenture works at the
intersection of business and technology to help clients
improve their performance and create sustainable value for
their stakeholders. With 513,000 people serving clients in
more than 120 countries, Accenture drives innovation to
improve the way the world works and lives.

Visit us at www.accenture.com

About Accenture Federal
Services

Accenture Federal Services, a wholly owned subsidiary of
Accenture LLP, is a U.S. company with offices in Arlington,
Virginia. Accenture’s federal business has served every
cabinet-level department and 30 of the largest federal
organizations. Accenture Federal Services transforms bold
ideas into breakthrough outcomes for clients at defense,
intelligence, public safety, civilian and military health
organizations.

Visit us at www.accenturefederal.com.

DISCLAIMER: This document is intended for general informational purposes only and does not take into account the reader’s specific circumstances, and may not reflect
the most current developments. Accenture disclaims, to the fullest extent permitted by applicable law, any and all liability for the accuracy and completeness of the
information in this presentation and for any acts or omissions made based on such information. Accenture does not provide legal, regulatory, audit, or tax advice. Readers
are responsible for obtaining such advice from their own legal counsel or other licensed professionals.

Copyright © 2020 Accenture All rights reserved.
Accenture, its logo, and New Applied Now are trademarks of Accenture.


http://www.accenture.com/
http://www.accenturefederal.com/

