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Let’s be honest: For all the opportunity technological advancements bring, they can just as ec
service experiences I’ve had with online or telephone chatbots, which never seem to have the
customer service professionals.

Just as we expect convenience, speed, and options in everyday life — like choosing a bed size
similar user experience in health care. Patients expect health care portals to streamline access
scheduling. However, these digital tools often fall short, resulting in patient frustration.
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A new approach: Kaiser Permanente Intelligent Navigator

Motivated by this observation, our team in Kaiser Permanente in Southern California saw the «
health care system. Enter the Kaiser Permanente Intelligent Navigator (KPIN), which harnesse
experience as they access care and retrieve health information.

Related transforming patient navigation story: Al-powered patient portal enhances access, sa

Powered by Natural Language Processing — a form of artificial intelligence — this tool was bu
personalized experience through its patient portal. It allows patients to describe their health ¢
clinically appropriate action. This could range from scheduling an appointment to making a w
bringing patients where they need to go.

Built by clinicians, designed for patient safety

We are proud to say that the KPIN is a custom-built digital customer service platform, designa
this tool. KPIN watches closely for any indication that a patient is facing a medical emergency
immediate attention versus a future appointment. The patient will immediately be connected

Related Al story: Building_trust in health care through better Al governance

A recent paper in Nature showed the platform detected urgent medical cases with 97.7% acc

to book appointments online are successful. Meanwhile, more than half of patients who used |
their health and health care.

Patients shouldn’t have to navigate an obstacle course to receive care. The process — from se
the entire care journey seamless, from the first point of contact to achieving a quality outcom
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The professional and personal perks of journal peer review Dr. Parodi on how recer
Discover how physicians gain unique professional and personal Permanente physician leadc
rewards through the benefits of journal peer review, supporting care access, and work requi

medical science and advancing quality patient care behind the scenes.
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