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NORTHWELL IS 

NOW NEW 

YORK’S MOST 

AWARDED 

HEALTH SYSTEM 

BY U.S. NEWS & 

WORLD REPORT
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Patient Experience
Northwell’s National Percentile Rankings

44

53

64
66

61

64

30

40

50

60

70

80

90

2018 2019 2020 2021 2022 2023

Recommend the Hospital

42

51

68
71 72

68

0

10

20

30

40

50

60

70

80

90

2018 2019 2020 2021 2022 2023

Recommend the Practice

63

74

86
84

86

82

0

10

20

30

40

50

60

70

80

90

2018 2019 2020 2021 2022 2023

Recommend the Provider

Northwell’s national percentile rank Northwell’s national percentile rank Northwell’s national percentile rank

Trend line Trend line Trend line



Northwell Health®

$12.3 $13.1 
$14.8 $14.8 $14.9 

$17.4 $18.0 $18.9 $19.2 
$21.2 

$32.7 

$36.0 

$45.0 

$51.5 

Dupont Regeneron Nordstrom MGM
Resorts

Fox Corp. BlackRock Northwell
Health

Adobe Afflac Live Nation Visa Starbucks Coca-Cola Nike
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Total Operating Revenue 
(Dollars in billions)

At $18.0B in top line revenue, Northwell compares to several other multinational companies
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Digital Strategic Focus

Seamless & Connected 

Care

Create best in class experience for our 
customers, patients, clinicians, and 
team members

Enhance business operations

Raise health in the communities we 
serve

Redefine the relationship between 
providers and patients

Cloud
Center of Excellence

Other
Innovative Technology

Salesforce Epic
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BUILDING AND MEASURING TRUST

Summarization 

Interactions

Automation

Experience design
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• fdsagfsgfs

• fdsagfsgfs

o Summarizes complex documents or 

data sets.

o Easily works with unstructured data.

o Creates articulate and simple 

answers to complex queries.

o Works well across different 

modalities such as text, video, 

audio, robot instructions and data 

formats.

o Automates analysis.

o Streamlines data processing.

o Works with structured data.

o Works well for for well-known use 

cases.

o Does best with structured and time 

series data
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LITERATURE SUMMARY
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PATIENT INFORMATION SUMMARIZATION

EMR

Can you 
summarize what 

happened?



Northwell Health®

PATIENT INFORMATION SUMMARIZATION

Thanks!

Overall summary for hospitalist/PCP:

Mr. XXXXX is a 55 year old male with a history of IgG4-related autoimmune 

pancreatitis and depression who was admitted twice recently for jaundice. 

During his first admission in February, he was found to have a pancreatic 

mass causing biliary obstruction and underwent ERCP with stent placement. 

Biopsies showed IgG4-related pancreatitis without malignancy. He also had 

mediastinal lymphadenopathy biopsied showing granulomas, with sputum 

culture growing mycobacterium avium intracellulare (MAI). He was 

readmitted in April with recurrent jaundice. MRCP showed worsening biliary 

dilation with sludge/stones. After ID clearance, he underwent repeat ERCP 

with stent exchange and stone extraction. He was started on prednisone 

40mg daily for treatment of his autoimmune pancreatitis. He will need 

close outpatient follow-up with GI for further stent management and with 

ID to monitor for any MAI reactivation on steroids.
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• Here is a concise patient-friendly summary of the findings:

• The CT scan of your abdomen and pelvis on 12/4/2023 showed a few small abnormal 

areas in your liver up to about 2 cm in size. The MRI of your abdomen on 12/18/2023 

provided more details on these liver lesions, which have not significantly changed 

in size. The radiologist felt these could be due to an infection, inflammation, or 

less likely a tumor. 

• Since the cause was still unclear, a biopsy of one of the liver lesions was done on 

1/24/2024. The biopsy showed areas of inflammation called granulomas, but special 

stains did not find any microorganisms like tuberculosis or fungus. The biopsy 

tissue was also cultured and no tuberculosis bacteria grew after 5 weeks.

• In summary, you have several small inflammatory lesions in your liver, but the cause 

is still not certain based on the imaging and biopsy results. Further discussion 

with your doctors is recommended to determine the next steps in your care. September 13, 2024 14

INTERACTIONS: 
PATIENT FRIENDLY RESULTS DELIVERY & INTERPRETATION

Young man, recently emigrated from India, presented with abdominal pain & distension; liver lesions (parenchymal and serosal) 

and small amount of ascites seen on CT. Subsequently had MRI followed by biopsy of liver lesion. Results of all imaging plus 

pathology results and microbiology results presented to LLM, prompted to provide patient-friendly summary:
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INTERACTIONS: 
PATIENT PRODUCT MANAGEMENT

Patient: “I had a 
poor experience 

because of 
[actionable 
feedback]”

Provider has a 
successful quarter 
because [promotor 

analytics]

Patient: “I had a 
great experience 

because of 
[actionable 
feedback]”

Analyze 
feedback

Act on 
insights

Gather 
feedback

Feedback Loop: A 
customer experience 

strategy meant to 
constantly enhance and 
improve your product 
offering based on user 
reviews, opinions, and 

suggestions. This is how 
we interact with our 

customers
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INTERACTIONS: 
GENERATIVE AI TO MESSAGE PATIENTS

EMR

Patient 
advice 

request

Staff matured 
Patient advice 

request

EMR

Generative AI 
application

Generative AI 
response reviewed 

by Physician

Empathetic, matured, 
personalized response

Thanks 
doc!
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AUTOMATION: AMBIENT LISTENING

WHAT IT IS
Clinical ambient listening is a form of generative ai technology that listens into 

a clinical consult and leverages sophisticated large language models (LLMs) to 

generate clinical notes on behalf of the Provider.

THE VALUE

The Documentation burden on providers has worsened over time.

Burnout is high.

Ambient listening helps free up physicians, providing them the ability to focus 

on better patient communication & engagement. 

WHAT WE’RE 

HEARING

Early adopters are telling us that:

• Providers are spending less time in the EHR

• Providers aren’t working as many late nights

• Providers are feeling less burnt out

• Patients are feeling better engaged

• There are indications of potential positive ROI

LISTEN – GENERATE – SUMMARIZE



The best way to find 
yourself is to  lose 
yourself in the 

service of others

-Mahatma Gandhi 

EXPERIENCE DESIGN DEPENDS ON IDENTITY



Market 
Segmentation

Create a Patient AND Provider Fly Wheel  

Activate talent to create, scale, & market clinical/non-clinical programs  

Provider Life Cycle and Network Succession Planning  

Identity can be a source of strength by promoting connection, belonging, and purpose. 

It can be an obstacle to success due to perpetuating stereotypes, discrimination, & systemic barriers

Provider Patient Matching – AI driven feedback loop  

Wellness: Personalized Optimization, Development  & Engagement

Customer Feedback Loop – AI driven responses

EXPERIENCE DESIGN 
VALUE PROPOSITION



We are
Made for



Thank
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