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“Just when you are at your weakest and 
least able to make all the phone calls, 
traverse the maze of insurance, and 
plead for healthcare referrals, is that one 
time when your life may depend on it.” 
― ROSS I. DONALDSON

THE LASSA WARD: ONE MAN'S FIGHT AGAINST ONE OF THE WORLD'S DEADLIEST 

DISEASES



3-HORIZONS OF INNOVATION*

Disruptive Innovation

Breakthrough Innovation

Incremental Innovation

Level of Disruption

Risk

* Mehrdad Baghi, Stephen Coley, and David White, The Alchemy of Growth, New York: Perseus Publishing, 1999



Innovation.

Business

Technology

Design

Policy



PERSPECTIVE

Patient Engagement 
extends beyond 
patient-facing 
systems

You are always at most 2 degrees of separation away 
from a patient.



HEALTHCARE IS 
A TEAM SPORT.



01
Empathy

KNOW THY USER



Context is 
King.
✦ Location

✦ Environment

✦ Tools

✦ Activities

✦ Emotional State



Users don’t know 
what they want… 
until they use it.

✦Hypothesize, but don’t presume.

✦ Seek subjective answers in narrative form, rather 
than concrete/objective answers.

✦ Start with the “why?”

EMPATHY



Embrace People-
Focused Strategic 
Planning

✦ Begin your strategic planning process by asking 
“Who is the most important ‘person’ for us to focus 
on this quarter and what are their biggest 
pains/needs?”

✦ Build your product roadmap from there by 
identifying features that speak directly to the 
Persona pains you are focused on.

EMPATHY



Embrace People-
Focused Strategic 
Planning

✦ Begin your strategic planning process by asking 
“Who is the most important ‘person’ for us to focus 
on this quarter and what are their biggest 
pains/needs?”

✦ Build your product roadmap from there by 
identifying features that speak directly to the 
Persona pains you are focused on.

EMPATHY



ACTION TIP:

Set up a User Advisory 
Program that allows you to 
get continuous feedback from 
your user base, and require 
your project teams to listen
to/observe the feedback first 
hand.
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Simplicity

CONFIDENCE IS 
THE OBJECTIVE



KEY TASK & USER FLOWS

INFORMATION ARCHITECTURE

Be ruthless about 
information 
hierarchy and 
content strategy.

✦ Consider not just the “organization” of information, 
but how that information maps across user tasks.

✦Map content to User Journeys.

SIMPLICITY
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Assume people will 
not receive training.

✦Design for a “first-time” user experience.

✦Minimize text and instructions.

✦ Test often and continuously.

✦ Simplicity is a process, not a concrete end-state.



Design as a 
team.

Agile software development practices allow for 
frequent and ongoing cross-functional team 
collaboration.

Create design-developer design sessions.

Partner with  design for requirements definition.



ACTION TIP:

Actively identify and manage 
the type of content that exists 
in your application (content 
that informs, alerts, makes 
tasks easier, and enriches!) 
and ensure you are leveraging 
it appropriately – and in a 
timely manner.



03
Clarity

MAKE THE SOFTWARE 
DISAPPEAR



Design is done when 
there is nothing more 
to take away.

Aim to have as few features as possible.

Treat every pixel as you would precious, costly 
real estate.

Design for intuition and learning, not just 
aesthetics.



Define a visual 
hierarchy.

✦ Create a clear and bold design system hierarchy that 
is consistent throughout your application.

SIMPLICITY



Help people 
make decisions.

Leverage white space to streamline legibility and 
improve cognitive efficiency.

Use color meaningfully to drive and indicate 
action.

Direct behavior and tasks to help users stay on the 
happy path.



Leverage 
Visualizations to 
simplify the 
complex.

✦ Pictures tell a thousand words…
Interactive pictures tell a million.

SIMPLICITY
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ACTION TIP:

Often times, what is 
considered a UI design 
problem is really a “content 
problem.” UI design is simply 
knowing how to best serve the 
right content at the right time.



04
Perspective

STICK TO YOUR PRODUCT
EXPERIENCE ROADMAP



Define MVP by 
User Flows, not 
features.

ID the most important tasks your users must 
accomplish.

Define the critical path of features according to 
those tasks.

Decide how “deep” you should dive into each of 
those features based on how critical they are to the 
task at hand.

PERSPECTIVE



The MMP represents 
your quality 
standards and 
strategic position.

MVP is for  validation.

MMP is your definition of done.
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Solve the right 
problem at the 
right time.

A “production ready”software  product will always 
have a mixture of MVP and MMP ready features.

The timing of a release is almost always critical, 
but the fidelity of the release is almost always 
negotiable.



ACTION TIP:

Know and articulate the 
difference between MVP and 
MMP for your company, then 
create and define the 
acceptance criteria 
accordingly.  This is how 
“delight” features will make 
their way off  the backlog and 
into production.
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Vision:

FOCUS IS EVERYTHING



Know and 
understand your 
solution’s 
“externalities” 

Understand how your system can impact all users 
within the healthcare ecosystem.

Everything in healthcare is connected, so 
understand the impact your solution will have 
holistically.

VISION



How does your 
product improve the 
patient experience?

This is the only question we should be asking 
ourselves… everything else is noise.

VISION



ACTION TIP:

Document the best case 
scenario for the patient that 
may live at arms-length from 
your system.  Ask yourself 
“How does your product 
support this outcome?” and 
begin to make decisions 
accordingly.
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WE ARE ALL 
CONNECTED.
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