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Chapter 11: The patient experience
reimagined: How artificial intelligence
IS transforming communication and
care delivery

11.1 Introduction

The way medicine is delivered and received is in constant evolution, yet one
fundamental aspect remains constant: the patient experience. Advances in
communications and information technology have revolutionized numerous aspects of
medicine, but now they are transforming the very nature of care interaction. Recently,
the deployment of artificial intelligence (Al) algorithms into various spheres of
healthcare has become commonplace, and their impact on patient interactions - the
communication as well as the care delivery aspect - is only beginning to be fully
realized. Al technology is widely considered to be the next major driving force in many
sectors of the healthcare industry, if not the dominant one. These developments are of
profound importance to healthcare professionals at all levels of care, and it is the
intention of this essay to bring them to the forefront of contemporary health discourse.
In the evolving landscape of healthcare, Al technology is fast becoming the prime
mover, in many cases - a mediator. This technology has allowed the transformation of
medicine in unexpected ways, facilitating the discovery of novel therapies, aiding
diagnosis, and reimagining care processes. The technology has also decreased cost and
increased efficiency and safety. So much so, that the integration of algorithms into
actual medical practice is an inescapable reality. In this context, the implications
arising from the transformation of patient interactions, and how it is not limited to the
communication tenet, are not only far-reaching but necessitate an intellectually
nuanced response. This comprises: an understanding of the patient experience,
specifically in the context of healthcare delivery redefined by Al technology and; an
awareness of novel strategies and skills that must be developed in response to this new
branch of communication. The integration of artificial intelligence (Al) into healthcare
is reshaping patient interactions in profound ways, beyond the mere communication
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aspect. As Al becomes more embedded in the fabric of medical practice, it transforms
not only how patients receive care but also how care is delivered. Al systems are
enabling more accurate diagnoses, personalizing treatment plans, and streamlining
administrative tasks, which ultimately leads to more efficient and cost-effective
healthcare. However, as Al takes on a greater role in these processes, it also changes
the nature of the patient experience, requiring healthcare professionals to adapt to new
forms of communication and engagement. These technological advancements demand
that practitioners develop new skills and strategies to ensure that Al enhances, rather
than hinders, the human connection in care. Understanding the evolving dynamics of
patient interactions within this Al-driven landscape is crucial to maintaining
compassionate, patient-centered care.

Fig 11.1: The Integration of Al and Patient Care

11.2. Understanding Patient Experience

Patient experience is an increasingly critical yet amorphous part of health care.
Understanding patient experience has moved from something that was simply
understood between a patient and healthcare professional to something that is more
broadly understood across the whole health system. It is also much more complicated,
rich, and diverse than the typical quantitative measures used to capture patient
experience. But why try to understand patient experience, and how do we try to
implement improvements? First, patient experience is not just something that should
be familiar and understood on its own merits. Rather, understanding patient experience
and its associated data is the first step in truly working in partnership with patients to
drive improvements in the whole system. Without understanding patient experience, it
is almost impossible to view health care delivery from the patient’s perspective. Health
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care and health systems are huge, varied, complex, and scary places, so the ability to
gain valuable insights from a patient’s perspective is invaluable. In most countries,
hospitals and other providers typically gather feedback from patients about their
experiences using a range of surveys. This form of measurement has been the mainstay
to monitor performance and inform improvement activities. Patients have also begun
turning to the internet, in a variety of ways, to document and disclose their experiences.
Additionally, evidence has also emerged outlining the link between patient experience
and clinical outcomes. It is unsurprising that those organizations that have managed to
improve patient experience at scale, have adopted a strategic approach to patient focus
that combines the use of patient feedback with broader consumer engagement. Patient
focus should also involve moving beyond the silo efficient focus on single service
testing and towards an understanding and view of patient care as part of a much more
extended patient journey or continuum.

11.2.1. Definition and Importance

The patient experience is now globally recognised as an independent dimension of
health-care quality. Despite its importance, there is no universal understanding of what
the “patient experience” is, evident by the lack of a standardised definition. There are
many facets of patient experience. Health professionals mainly focus on the direct
interactions of patients with health care service providers. This involves empathy,
respect, trust, and caring behaviour during the treatment of patients. Patient
experiences are diverse and dynamic, comprising additional components. They include
the ease with which patients are able to access healthcare services, manage their
conditions and medications, navigate follow-up care, coordinate and communicate
with other healthcare professionals who are responsible for their care. Addressing the
hygiene factors and improving the patient experience are mandatory to deliver a high-
quality service. Patient experiences have also been found to have “strong effects” on
overall level of satisfaction with healthcare services. As understanding the patient’s
experience of health care emerges in importance, it is necessary to clearly comprehend
what it is. The basic concepts underlying the complex and multifaceted foundation of
the patient experience need to be appreciated. A simple and fundamental conceptual
framework is reviewed on how to understand the basic human experiences of patients.
The provision of health-care services involves people taking care of other people in
unique times of significant distress. Hence, the core of understanding the patient
experience in health care is rooted in the basic human experience of people and
patients. As patients traverse from being unique healthy individuals to experiencing
the unique situation of disease and the diverse interactions within a complex service
such as health care, the basic human experiences are described (Annapareddy et al.,
2023; Kalisetty & Lakkarasu, 2024; Sambasiva Rao Suura, 2024).
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11.2.2. Historical Perspectives

Patient experience has become an important issue for healthcare service providers and
government policy makers. Patient experience, patient satisfaction, and other related
research have attracted attention in the business model of the healthcare service
industry in the United States. The increasing importance of the patient's role in
healthcare, from a passive recipient of care to an active participant in treatment
decision-making, has led to patient rights movements that seek better information and
involvement in their care. Awareness of the complex and iterative relationship among
quality of care, patient satisfaction with care received, and patient compliance with
treatment has further reinforced the need for research in many nations to assess and
effectively administer the relationship. Advances in information technology and the
growth of health information on the Internet have exponentially increased consumers'
accessibility to health information (Sriram et al., 2023; Kannan, 2024).

Patient experience constructs are not new to healthcare. The increasing importance of
the patient's role in healthcare, from a passive recipient of care to an active participant
in treatment decision-making, has led to patient rights movements that seek better
information and involvement in their care.

11.3. The Role of Communication in Patient Care

Communication has been identified as a critical factor for enhancing care, building
trust, and improving general patient care experience including safety, quality, and
satisfaction. Effective communication creates a partnership among patients, families,
healthcare providers, and caregivers, leading to the exchange of information about
health status, so that everyone involved in care has a common understanding of
treatment needs and goals, contributing to the guarantee of quality care, safety, and a
positive patient care journey. With the progression of technology in patient care, the
recent online and mobile applications, virtual tools, and patient portals are matching
the acquisition of efficient tools for communications to make information accessible.
Other than that, artificial intelligence (Al) has been demonstrated as a beneficial tool
for breakdown analysis schemes for large health systems to evaluate alarm issues,
leading to a better significant response from healthcare providers.

At the patient's end, various strategies can enhance good communication practice.
Patients/families tend to ask questions and provide information, involve in the decision,
or treatment procedures in managing care. Inversely, they can be asked to repeat or
involved in the session with the healthcare teams when given education or information.
Meanwhile, the use of simple language and body language, as well as extra materials
like videos, flashcards, or brochures, can assist in enhancing good communication
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practice to create a common understanding. To ensure effective care in strategy
communication, an assessment of cultures and languages is important for patients and
families in order to identify common risks. In the event of language or disabilities, use
medical interpreters or translation services, the interpretation of sign languages in
contracts and training for staff strategic communication use can be a major remedial
action. Patients, families, and healthcare providers who care for patients can also help
build good relationships by understanding responses, health literacy capabilities, and
creating empathy and a sense of shared responsibility in care. In addition, care
communication can be provided by providing advice and information related to cloth
services before, during, and completion of care.
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Fig 11.2: Communication in Hospitals is the Backbone of Patient Care
11.3.1. Effective Communication Strategies

“Please stop; your patient is in severe pain. Hold on,” signals Chihuahua as a medical
interpreter during a post-op ortho clinic about a patient who had an ankle surgery. A
patient, who was wincing in severe pain, wanted to give herself a break after sitting out
through a 2-hour wait and other visits prior to this clinic. The orthopedic surgeon who
explained to the patient that it was standard practice prefers that patients just stand and
wait in long lines, instead of sitting down. On that day, the family is receiving services
in the Taiwanese dialect as is preferred and was not what was provided before . “Please
stop talking, your patient is in severe pain.” The patient felt much better after she was
explained about the situation.
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Communication is a social responsibility in patient care. Studies show good patient
outcomes are related to the quality of communication between care providers including
medical providers and the patient . Therefore, strategies for effective communication
in patient care are outlined and various options are discussed to better the interaction
in healthcare services with clients. Effective communication is a back-and-forth
dialogue of information between two parties. In healthcare, it is a fundamental means
of patient care. An emphasis is placed to provide the tools and strategies to facilitate
effective communication with patients. All patients coming from varied backgrounds
deserve and should receive the same rights of dignity, respect, empathy and high-
quality care delivery they provide to your loved ones every time . It offers the medical
provider a chance to comprehend what is important to the patient and enables the
patient a chance to understand what has been explained. It is a process that begins at
the time of the first interaction and continues to follow through post-care services. It
includes both verbal and non-verbal messages and very much affects patient
experience. The non-verbal gestures such as the actions undertaken unknowingly while
communicating can influence patient understanding.

11.3.2. Barriers to Communication

This section on the patient experience as it relates to health communication should be
mentioned as it is complex and often obstructed by barriers. These barriers can operate
at several levels—to individual, team, and system-level factors that prevent or impede
understanding. There are many types of communication barriers. At an individual
level, people might not speak or hear clearly, read or write successfully, understand or
be understood. These abilities can be adversely affected in various ways, for instance
by a medical condition, by anxiety or fear, or when seeing an unfamiliar healthcare
provider or entering a different, intimidating, setting. Effective, professional,
communication in many healthcare contexts is further complicated by linguistic
differences, low English proficiency, different dialects or accents, including those
which are technical or discipline-oriented, and variations in digital proficiency,
including in the Ordinance of cyberspace and numeracy. At a team level, effective
communication can be hindered by poor coordination and teamwork, an absence of
teamwork skills, or by absent or incomplete information. At a system level, poor
communication can arise when essential information is not directly available or
accessible, or can (as with problems of continuity) when there is no clear ownership of
communication tasks, or can result from inadequate training, support, or cultural
competence. These elements can often interact. A breakdown in communication can
have many consequences. It can result in poor care and patient dissatisfaction. It can
also deny patients’ rights by concealing alternative and affordable treatment options,
misinforming patients about their legal obligations, by interfering with consent
procedures and access to life-ending treatments, and by misleading patients about the
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gualifications of healthcare providers. Avoidable failure in conveying information
could prevent a patient from making informed decisions about treatment or from
performing the necessary tasks of ongoing care. Many medical errors result from
misunderstandings. A known Spanish-speaking patient with a history of diabetes and
hypertension misheard the words nitroglycerin and nicotine patches and became
severely hypotensive. A postoperative patient was read multiple allergies but because
of the way it was communicated, including false memorized information by a nurse,
remained in fear about what would happen, unnecessarily limiting the therapeutic and
monitoring options available. Over time, chronic diseases tend to become increasingly
complex, involving multiple drugs of differing frequencies and formats, varied
interventions, and monitoring procedures, possibly the performance of intricate tasks.
Nevertheless, according to the latest follow-back survey, which involved nearly 14,000
Medicare beneficiaries hospitalized for acute coronary syndromes, heart failure, or
pneumonia, only 41% of the patients had any follow-up communication with a
healthcare provider within 30 days of discharge. Just under half of the patients claimed
to have any useful information about the medications prescribed. There is growing
evidence that failure to communicate effectively does result in poorer care and reduced
patient satisfaction. There are several communications improvements hospitals can
use: linguistic services; interpreter services; and video and telephone conferencing
services. An electronic translation machine, for example, provides immediate
translation of over 150 languages; make sure patients understand medical terminology;
and assesses the education level, literacy, and numeracy of the patient population,
communicating clearly using plain language; the use of health IT; using technologies
such as the internet, e-mail, and electronic medical records can provide or support
communication outside the encounter context; timed prompts from electronic medical
records to remind patients to take regularly prescribed medications can increase the
probability of proper adherence to the therapy.

11.4. Emergence of Artificial Intelligence in Healthcare

A powerful technological wave is sweeping through the healthcare sector, transforming
the way it is delivered and accessed. In the middle of a stormy tangle of buzzwords, it
is challenging to parse out the real tools of transformation, understand what the future
landscape looks like, and appreciate the moral implications of this rapid evolution.
With a convergent tsunami-like growth of computational power and availability of
data, the last decade has positioned machine learning as a new technological giant: it
powers the digital assistants that live in the pocket, suggests the movies of choice, and
significantly reduces the needed attention while driving an autonomous car.
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Various technologies fall under the general umbrella of artificial intelligence, ranging
from traditional algorithmic tools generating a deterministic output, to algorithms
resembling the human learning process, to eventually the exotic intersection of both
such as deep learning and various neural networks. The latter has regained the most
attention in the last years thanks to enabling technologies - the rapid increase in
computational power and the availability of unimaginable amounts of data. In
healthcare, the computational power has opened the way for the analysis of the vast
medical record libraries too enormous for any human brain to process effectively. By
crunching this data - alongside novel sources like genomics, images, unstructured text,
and operational data - Al tools manage to reveal hidden patterns and correlations,
enhancing both diagnostics and clinical decision making. Beside this clinical domain,
there is a wide array of operations and administrative processes ripe for Al efficiency-
boost reshuffle. This is also how the first major deployment of Al in the healthcare
context looks like; it is not a super-smart machine outsmarting the human in diagnosing
diseases but a gargantuan data-crunching monster enhancing the operational nuts and
bolts of hospitals and health services.. This is the groundwork upon which to
understand the third biggest Al boom, to reshape the communication between patients
and their physicians, to ideally envision how a digital companion is turning an ordinary
hospital into a quasi-hospitality experience.

11.4.1. Overview of Al Technologies

Artificial Intelligence (Al) is a broad and rapidly evolving field. For those outside of
computer science, it can be intimidating and confusing to keep up with. Section 4 aims
to demystify some of the jargon and concepts surrounding Al. It begins by providing
an overview of the various Al technologies in play, focusing on machine learning,
natural language processing, and computer vision. It then moves on to highlight
emerging areas within healthcare such as reinforcement learning, federated learning,
and time series models. Section 4 also discusses some of the key issues for successful
deployment of Al in healthcare. This is followed by a summary of ChatGPT which
best illustrates this future state.

There are multiple Al technologies that are relevant for the healthcare sector. This
includes machine learning, the broader category in which neural networks and deep
learning falls. Regarding patient care, healthcare providers are just as likely to
encounter the terms predictive analytics and automation. This is in part since these
represent the low-hanging fruit applications of Al in healthcare: generating new
insights from data (predictions) and automating tasks (automation). Other Al
technologies developing rapidly and are increasingly being applied in a clinical setting
are federated learning, reinforcement learning, computer vision, natural language
processing, and time series models.
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11.4.2. Current Applications in Healthcare

Modern patients find themselves inundated with complex medical jargon that must be
navigated to best manage their treatment plans. Even for individuals who have the
wherewithal to understand their diagnoses and prescribed medications, the process of
deciphering conditions and treatment options can be utterly confusing. But healthcare
providers are increasingly adopting the same technologies that transformed industries
afflicted with similarly dense information, such as finance and law, to pave the way for
a truly informed and empowered patient. Modern patient portals are making use of
artificial intelligence (Al) to deliver a variety of personalized health insights in addition
to reminders. These portals sort through large volumes of disparate data to provide
patients with color-coded summaries of their test results and informative updates on
their conditions. They analyze patient complaints — often in their own words — to
display a prioritized list of potential diseases, along with information regarding their
prevalence, risk factors and treatment options. They even automatically pull their
records to display relevant events in the patient’s healthcare journey.

Telemedicine companies and healthcare institutions are offering 24/7 virtual health
assistants, capitalizing on recent advancements in Al-driven natural language
processing to allow for more sophisticated patient requests. These applications serve
as digital interpreters that work in the background, listening as patients describe their
symptoms and clarifying provider instructions. This new wave of patient engagement
applications seeks to make patient-provider communication more effective and allow
patients to get answers to their questions at their own convenience. From a provider
perspective, tools leveraging AI’s abilities seem almost tailor-made for the labyrinthine
interaction points among various actors within the healthcare ecosystem. The potential
for Al to make sense of this complex web of data—by predicting patient outcomes,
automating essential tasks and identifying best practices—has founders and investors
betting that they can reinvent these broken care delivery systems. However convincing,
the scope of these product pitches can be dizzying, and the tangible metrics most care
providers can benchmark their own institutions against feel unreachable high. Coming
in at the nosebleed-inducing $1B acquisition mark, these cutting-edge jobs-to-be-done
software platforms are championed as the standard for quality care delivery.

11.5. Al-Driven Communication Tools

The rise of Al-driven communication tools offers new possibilities to transform patient
interactions and engagement. Technologies like chatbots and virtual assistants are
already facilitating real-time, one-to-one communication with patients, answering
FAQs, providing information about patient treatment, estimates, and schedules.
Additionally, they can book hours, answer the need for support, and humanizing
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treatment. Prime examples include notifications about urgent visits, pay invitations,
and drug recommendations, improving the adherence to treatment. Innovations in
telehealth technology are ensuring the evolution of machines to effectively and
precisely measure patients. Disruptions such as camera pills, the miniature microscope
Mikron AutoLife, Palm Scan technology, the smart ward Bed Analytics, drone
diagnostics, micro labs, virtual compounders, Gluco Box, devices for measuring the
pH level of tears, balloons, and patches for digestion measurement, clothing evaluating
body parameters, and home labs are merely an example of opportunities that open the
way for both radical healthcare personalized evolution and the development of a
broadly understood quantified self implemented at home. By measuring parameters, it
will be possible to detect developing pathologies at the very early stage, apply
preventive treatment, track a patient’s health precisely, and adapt the treatment to the
current state. Beyond standard medical devices, these technologies will not always be
the easiest to measure, but in the long run, they will allow for the truly holistic
designing of individually tailored medical plans. Patients will have limited engagement
in caring for their health, and in turn, they will simply wear clothes measuring the
required indicators at high frequency, material, and watch their personal data and
receive appropriate notifications when current standards are exceeded.
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11.5.1. Chatbots and Virtual Assistants

Research has shown that the chatbot market, in general, is witnessing massive growth;
and in 2026, global pharmaceutical chatbots will have been estimated at 990 million
yearly and just in external chatbot deployment health care sees a growth of 165%
within. With respect to treating doctors and health care assistance conversations, young
women had the higher adoption among all gender-age demographics while also 39%
of the conversations turned out to be consultations rather than a professional
conversation. Finally, the potential of amplifying the unmet needs of public health
becomes evident through the investigation of the geographical distribution of dialogues
in areas with a pronounced shortage of medical facilities and conceptualizing ideas to
adjust to market behavior. Recent developments in chatbots and virtual assistants are
driving forces in accepting new standards for everyday communication through chat
interfaces. These technologies are becoming omnipresent and highly accurate in
human-like conversation, which is reflected in statistics; in 2019, the chatbot market
value estimations were at 273 million USD.

When it comes to treatment in health care, patient-doctor conversations can play a key
role in building a comprehensive view of the patient’s case. Indeed, even after
consulting medical professionals, in most cases, patients still have questions. The
majority of questions are concerned with clarification or amplification of
recommendations, followed by diagnostic issues and the patient’s treatment. Fostering
patient-awareness abilities then becomes crucial for PharmaCare chatbot. For this
reason, like an example, generated recommendations enable focusing on amplifying a
patient's awareness, and they are driven by patient-doctor conversation understanding,
as well as the topics in the conversation.

Conversations between healthcare staff optimize trust in physicians and contribute to
understanding the view of diagnostic tests or medications. The ability to correctly and
promptly respond to a query increases the credibility of the chatbot, thereby fostering
more focused conversations. They can bear the potential to manage routine tasks such
as scheduling an appointment, setting up a basic notification structure unseen so far in
the healthcare chatbot deployment scene, along with under-appreciated features such
as managing consultations, follow-ups, medication reminders, or even health tips can
lead to more satisfied patients. Besides, a new communication channel leads to more
personalized and fun offline event reminders, which significantly increase patient
engagement. However, higher patient expectations become evident in cases where
over-functional chatbots are set up. In fact, in this dialogue system, 36% of the
machine’s responses are perceived as deliberate by the patient who requested external
human help. This highlights the need for a tempered approach during the chatbot
deployment. Also, healthcare staff must adapt interfacing mechanisms for external
dialogue systems. A review of dialogues enables assistant persona definition so that an
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MVP chatbot is set up with clearly defined tasks. Such a mechanism manages to be
more open about the chatbot presence and achieve a goal of understanding needed
assistance, with external chatbot conversational volume between healthcare staff and
the chatbot significantly increasing. Successful PharmaCare chatbot medical staff
assistance, primarily in specifying the patient’s case or medication for secondary
notifications, significantly eases the burden on medical staff.

11.5.2. Telehealth Innovations

The intersection of Al and patient care continues to evolve and expand. Improvements
in telehealth platforms along with Al integrations are streamlining remote patient care
unlike ever before. From easier virtual waiting rooms to automatic follow-up
reminders, the most advantageous aspects of patient care can be tailored through
carefully honed code sets . Telehealth is quickly overtaking standard visits in regard to
usability. For many, the prospect of receiving care from home is more than just a
convenience, it is imperative. Telehealth platforms are incredibly beneficial when
trying to help patients in underserved areas. In many rural regions, patients
experiencing mobility challenges due to physical location or adverse weather
conditions find it almost impossible to get appropriate care. Telehealth provides on-
demand medical services, reducing the need to ever step foot outside. Services can be
accessed on any device and can be tailored to the patient’s technological abilities,
offering a comprehensive and simple means of extending care. Remote care can
enhance patient experiences in several ways. Most appointments start with a patient
waiting - in a waiting room without medical professionals, medical tools, or
examination rooms. Virtual waiting rooms allow appointments to begin where patients
are. They have access to all necessary forms through a shared screen, they are kept
informed of expected wait times, and when ready, are directly connected with a
clinician. Telehealth platforms can provide automatic appointment reminders or allow
for appointment syncing to shared calendar services, assuring that important meetings
aren’t missed. Post-appointment, instructions can be digitally logged for easy
reference, ensuring patients know how and when to take prescribed medications or
maintain care regimens. However, much like wearable technologies, some patients
may lack the literacy to effectively connect with telehealth services. Communication
channels must always be open between healthcare professionals and patients, even if
that communication happens through other people. Privacy must be another major
consideration. The Health Insurance Portability and Accountability Act (HIPAA) is a
complex piece of legislation with regulations that will continue to evolve to
accommodate new technological and methodological treatment practices. Telehealth
is not identical to standard care; it is more convenient and focuses on aspects a standard
consult could not deliver. As patient health and treatment practices continue to involve
and the swath of available health data snowballs, telehealth innovations are necessary
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to augment real-world healthcare delivery. Smartphone apps can only go so far.
Telehealth will not entirely obliterate standard care procedures, but it does offer a new
spectrum of patient care that would otherwise be impossible. Given the perils of the
spreading global situation regarding the novel SARS-CoV-2 virus, new paradigms in
health infrastructure are mandatory. A symbiotic relationship must evolve between Al-
led telehealth platforms, standard care facilities, and public health responses.
Authorization committees and national health leaders are slowly accepting telehealth
as an honorable healthcare means. Public healthcare financing models need to adapt to
new telehealth-driven systems. Understanding and adopting telehealth platforms early
will assure a more successful transition to an imminent future.

11.6. Enhancing Patient Engagement through Al

Al can be applied to different aspects of the healthcare industry to improve the overall
patient experience, in particular the involvement of patients in the process of care. Al
is generally defined as the ability to mimic cognitive functions, such as creative
endeavors, learning styles, analyses of data, and communication, that have been
associated with human consciousness. As such, there are many ways artificial
intelligence can change the dynamics of patient care delivery. This is embodied in the
reorganization of resources, automation of basic healthcare tasks, improvement of risk
management, personalization of printed health information, information of tailored
explanations through a health chatbot interface and playing an enhanced role in patient
care decisions.

Health information, a key component of a democratic society, has promoted patients’
decision-making and participation in healthcare treatment planning. Especially in the
era of data, the printed or digital health information design should be incorporated with
the latest medical guidelines and the patient’s own health information to make it more
personalized and better empower patients to make more informed decisions. With the
help of artificial intelligence through portals and apps that interact with data records, a
personalized band of health information can be prepared for each patient. This helps
patients understand their status and potential risks better and make more informed
decisions. This particular focus is tailored health state information and how the data
should be compiled to inform patient decisions most effectively and ethically.
Consistent communication has gained prominence in recent years with the patient
engagement movement. There are health information design and ethno-bot interacted
tactics for health information that introduces the implications of data and Al advanced
analytics, including examples of how health messages can be more effective. could be
implemented by hospitals with the data needed to run analyses to inform tactical
decisions. Data is analyzed and Al is made to improve health communication as a
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public post-fact communicator. A potential health chatbot-as-a-service framework is
envisioned.

11.6.1. Personalized Health Information

The digital revolution is simultaneously enabling access to vast amounts of health
information and fostering skepticism from the general public. One idea is to counter
fake news or misunderstanding by providing each patient with easy personal access to
verified health information. Recent technological solutions allow in principle for
automated personalization of health information to make it easy to understand. The
idea is to show how a new Al tool can use data readily available in healthcare facilities
in order to provide each patient with personalized health information just after medical
consultation.

There are growing challenges in health care due to the countless sources of information
available to patients, many of which are misleading or unverified. Personalized
communication could help address these challenges by better targeting health
information. Personalization has the potential to boost patient involvement with the
healthcare sector and to improve trust between patients and health providers. This idea
could also facilitate the spreading-up of information about specific health policies. An
empirical test of this idea by making use of a randomized control trial in French-
speaking Swiss pharmacies is described revealing that personalizing communication
significantly increases patient adherence to the recommended medical treatment and
that it entails a significant increase in patient satisfaction . The ongoing data-driven
digitalization of healthcare could foster those results. However, dealing with privacy
protection and respect for patient autonomy is crucial. In particular, algorithms should
protect comprehensiveness of the patient dataset. The use of health data by the Al
algorithm is then defined. Measures to make the personalization mechanism work
while fully respecting patient confidentiality are discussed, with an emphasis on the
setting of continual feedback loops to further improve the effectiveness of the
personalization mechanism. In the medical field, one major challenge is balancing the
benefits expected from Al tools with the trust that patients have in human decision-
making. Ease of understanding of these Als’ predictions appears crucial for acceptance.
If the Al tools well-performs in predicting the physician’s diagnoses and has a high-
probability risk estimation of the future evolution of the medical condition, then
patients feel more confident in the physician’s decision to follow the Al
recommendation.

11.6.2. Feedback Mechanisms

Hospitals and healthcare systems are paying more attention to how patients experience
care. While patient feedback is critical for innovation and ongoing improvement, all
too often, it is provided with little more than a shrug of the shoulders or an apathetic
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nod. Patient feedback mechanisms are key to ensuring healthcare providers can listen
at scale, and leverage actionable insights to improve services. Al-powered feedback
solutions are a powerful way to capture patient insights. These are a series of surveys
used to collect feedback about healthcare experiences. This can range from in-person
pencil-and-paper comment cards to phone calls and text messages. Many healthcare
organizations also have digital feedback forms, available on tablets, kiosks, and
websites. “A person who had a problem with their doctor would be four times more
likely to report a bad experience as a person who had to wait a long time” . Online
reviews have become an integral part of healthcare consumerism. While it may be
uncomfortable for many healthcare providers, this feedback is becoming highly
significant for consumers looking to select providers.

One of the most important things a provider can do with feedback is listen. That means
understanding the feedback, asking questions about it and following up where required.
Al does the heavy lifting by going through and analyzing the feedback data,
determining “what” patients are talking about, learning from it, and personally
synthesizing it into actionable strategic recommendations. Al is adept at quickly
identifying trends in the data and translating them into insights useful for businesses—
such as the most efficient practices for preventing the re-hospitalization of a particular
patient group, rankings of how effectively staff at different care centers respond to
patient feedback, where a room needs more quiet hours, the community that might
most benefit from a health fair campaign—and continuing to learn the nuances of the
dataset over time. It’s an approach that can ensure the healthcare system gets the intel
needed to improve services continuously. Getting honest feedback can be challenging.
“When feedback is specifically requested, or there is an expectation of a response,
response rates are higher”. Because the doctor is seen as an expert, many patients are
often reluctant to complain, or disagree. Furthermore, many patients simply do not
know what “good care” looks like. The typical person will see a doctor only 4 times in
2 years despite complaining of 6 episodes of sickness per year, leading to a lot of
unknowns. This places even greater emphasis on building a culture of commutation
that promotes open feedback from patients.

11.7. Conclusion

Communication has always been the cornerstone of healthcare. The emerging
importance of a patient-centered approach in patient care systems is being coupled with
recognition that effective communication is essential in achieving optimal healthcare
outcomes. Aurtificial intelligence is revolutionizing communication and care delivery
in healthcare settings. On one hand, Al-driven tools will contribute to the development
of amedical context-oriented natural language that resonates with non-expert concerns.
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On the other hand, the availability of chatbots as clinically trained conversational
agents will transform treatment recommendations and guidelines into useful and
comprehensible information for patients.

Patients expect speed, convenience, and ease of access around the clock. But the
immediate response to inquiries and concerns of increasingly demanding patients is
not always compatible with the growing time pressure experienced by healthcare
professionals. These conflicting dynamics explain why there is a growing interest in
Al-driven tools for automating various health-related tasks. Recent developments in
natural language processing, machine learning, and I have opened up new opportunities
for the latter in communication and care delivery. It somehow combines recent research
efforts addressing the emerging role of Al in reshaping both domains, as well as related
broader themes and related ethical aspects. The discussion aims to inspire
policymakers, doctors, caregivers, as well as patient representative groups, to reflect
together and engage in what those issues mean for each of them. The ability to chat
about both illnesses and remedies signals the potential for earlier intervention in a
patient’s decision journey and provides further opportunities to influence treatment
choice earlier. Better communication between patients and doctors results in better
health outcomes which, in turn, reduce the future cost of health care.

11.7.1. Future Trends

The gradation of anticipated trends in Al’s penetration into healthcare is as follows:
tools currently in creation, trends likely in the coming decade, and conjecture, further
down the line. It is conservatively expected that tools previously scoping out “flatland”,
are inadequate in significance, functionality, and fitting, to medical usage, will be
gradually abandoned. At the same time, major efforts will be put into improving
existing tools (both the underlying algorithms and their applications in medical
diagnosis and treatment), regulatory frameworks will develop, and these tools will find
appropriate medical niches (mainly in laboratories and traditional medical practices).
Moreover, already existing medical processes and diagnostic equipment will be
gradually modified with the integration of Al tools (e.g., simplified use of bulky
historiography or augmented technology through auxiliary Al devices will allow more
nuanced analysis of a patient's biomarkers). According to the most optimistic
predictions, rapid expansion of Al tools utilized today in domain non-specific systems
and practices will allow patient oriented functions (e.g., telephones or internet
consultations, better analysis of self-medication, time management control and daily
plan optimization) to anticipate patient’s needs, allowing for personalized medical
services. As the most time-consuming and plentiful medium (and still largely
unprocessed) form, from a medical standpoint it is data-based in the form of
observations taken in hospitals (e.g., FBC, ECGs and CT scans and blood chemistry).
Given the complex and multi-dimensional nature of diagnosis, current datasets have
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exceeded the limits of unaided manmade interpretation. The natural course of the
development of Al will address these issues, and systematic analysis of patient’s data
will allow the discovery of well-hidden patterns (such as the existence, implications,
origin or progression of some disease) undetectable (though theoretically visible) to
physicians or statistical programs used today (despite the vast potential for positive
developments, numerous issues will emerge for healthcare: from ensuring affordability
and ethical considerations, through data-distribution problems, to safety and regulatory
aspects). In light of these factors, it is essential to anticipate and proactively resolve
these complexities and implications (both positive and negative) ensuing from such
partnership. Most troubling are the myriad legal and ethical dilemmas at the
intersection of patient care and data manipulation.
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