Trending in

digital healthcare
A focus on improving the customer experience is driving collaboration and co-innovation across the healthcare ecosystem

A recent global research study sponsored by Axway* reveals a new technology trend in
large enterprises:

customer experience (CX) networks.

A CX network connects and unifies all the participants in a customer’s journey into a powerful
alliance that inspires and supports the mutual collaboration and co-innovation needed to
improve customer experiences. How does this affect the healthcare service organization’s
ability to achieve a value-based digital transformation and improve the patient journey?
The study gave us some valuable insight.

Where does your organization fit in the mix?
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Digital initiatives to improve the healthcare customer experience and deliver a
single customer view are important to healthcare services organizations.

Improving customer experience

78%

Delivering a single customer view

83%

88%

59%
Currently operate or plan
to operate a CX network

Over half of healthcare services
organizations have operated
or plan to operate a customer
experience network, some within
the next 2 years.

Planning to implement in the next
two years (2017 or 2018)

Nearly half of healthcare services organizations currently use APIs
(application program interfaces) to connect, collaborate, and innovate
with their digital ecosystem, including customers.

Currently use APIs to collaborate and innovate

44%

With business partners

63%

With customer supply chain

67%

77%

Directly with customers

With complementary
organizations
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83%

Challenges to API adoption can create barriers
to implementing CX networks or other digital
initiatives and are rated differently by healthcare
services organizations.

59%

Concerns around
corporate governance
of APIs

59%

63%

Security and regulatory
requirements

Lack of API skills
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For those healthcare services organizations who choose to invest in
digital initiatives, the top business benefits they hope to achieve include:
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Improved speed of product or
service delivery

70%

Improved application integration

65%

New partnerships

61%

Increased revenue streams

57%

*IDC InfoBrief, sponsored by Axway, The Role of Customer Experience Networks in Delivering Value-Based Digital Transformation, May 2017.
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