
1Future Health Index 2024  Better care for more people 

Better care for 
more people
Bridging the gaps in healthcare

South Africa report



2Future Health Index 2024  Better care for more people

Contents

Research premise 03

Foreword 04

Executive summary 05

Chapter one
Bridging the staffing gap

06

Chapter two
Bridging the insights gap

10

Chapter three
Bridging the sustainability gap

14

Appendices
Research methodology
Sources
Glossary of terms

18

2



3Future Health Index 2024  Better care for more people 

Research premise

In 2024, the Future Health Index, 
now in its ninth edition, explores 
how healthcare leaders view their 
organization’s ability to deliver 
timely, high-quality care to everyone. 
The report focuses on the gaps that 
stand in the way, as well as examining 
ways of overcoming them.

This year, the Future Health Index 
is based on proprietary quantitative 
research conducted in 14 countries 
and supported by qualitative interviews 
in four of these countries: Singapore, 
South Africa, the United Kingdom, 
and the United States.

This is the largest global survey 
of its kind, analyzing the 
priorities and perspectives of 
healthcare leaders.

Responses from almost
Across

3,000 14
healthcare leaders countries
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Delivering better care for all
New care delivery models and 
technology adoption, including virtual 
care and AI-enabled innovation are 
rapidly shaping the future of healthcare 
in South Africa. In contrast, long-standing 
barriers are making it difficult for people 
to get the care they need, when they 
need it.

The compounding effects of staff 
shortages are particularly alarming - 
significantly impacting both healthcare 
providers and patient care. Firstly, 
perpetuating the shortage by 
contributing to the risk of healthcare 
professionals leaving – their current roles, 
geographies, or the healthcare sector 
altogether - resulting in less time to 
upskill and embed new technologies, 
which could help address the problem. 
While secondly, intensifying delays in 
patients accessing essential services such 
as screening, diagnosis, treatment, and 
follow-up care.

Amid these challenges, the Future Health 
Index 2024 for South Africa signals hope. 
As local healthcare leaders recognize the 
transformative potential of technology, 
they credit virtual care in playing a part in 
breaking down barriers. The benefits is 
echoed in the widespread adoption of 
remote patient monitoring, and AI for 
clinical decision support. 

Moreover, the healthcare sector is 
increasingly acknowledging the 
inextricable link between human and 
environmental health. As a result, there is 
a growing emphasis on adopting 
practices that balance environmental 
stewardship with economic sustainability. 
As we shape this future together, we 
must do so in a sustainable way to make 
life better for generations to come. 

At Philips, we are committed to 
partnering with healthcare providers on 
this journey. 

We see the potential for a future where 
people everywhere, no matter who they 
are or where they live, can access the care 
they need, when they need it. What we 
hear from healthcare leaders is that they 
believe in the same future. A future that 
can only be achieved by partnering with 
purpose; bringing together stakeholders 
from across the healthcare ecosystem to 
collaborate and develop scalable 
solutions. That’s how we can ultimately 
deliver better care to more people.

While reflecting on the progress made 
since Philips first released the Future 
Health Index nine years ago, and the 
meaningful innovations that have 
changed the future of health, I hope you 
take inspiration from the path that other 
healthcare leaders set out in this report. 
And accept the opportunity to effectively 
bridge the gaps that stand in the way of 
quality care for everyone - built for the 
future, today. 

The tension between 
advancing health and 
ongoing barriers to high-
quality care clearly call for 
increased collaboration 
among industry 
stakeholders, to partner with 
purpose, and enable better, 
sustainable care for all.”
Romulen Pillay
Managing Director,                                                
Philips Southern Africa

Foreword



5Future Health Index 2024  Better care for more people 

Executive summary 

Bridging the 
staffing gap
In the face of widespread staffing 
shortages, healthcare leaders are turning 
to virtual care and remote patient 
monitoring to alleviate the pressure on 
hospital staff, reduce waiting lists and 
extend the reach of patient care.

1

Bridging the 
insights gap
Data security improvements and AI for 
clinical decision support are increasingly 
used by healthcare leaders to harness the 
growing volume of patient data. They 
also see the potential for data to
improve access to care.

2

Bridging the 
sustainability gap
Balancing financial viability with the 
need to reduce environmental impact, 
healthcare leaders seek sustainable 
strategies that will help ensure the future 
of healthcare while contributing to a 
healthier planet, and therefore a healthy 
population.

3
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Bridging the 
staffing gap
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Chapter 1
Bridging the staffing gap

Time stretched thin: 
the impact of staff shortages
Workforce pressures are taking their toll 
on both healthcare personnel and patients
South Africa’s healthcare leaders are 
facing multiple challenges as a result of 
staff shortages, an issue that shows 
few signs of easing.1

Their concerns are broad: more than 
half (52%) of healthcare leaders cite an 
increased likelihood of staff leaving. 
The same number report a lack of time 
to upskill staff and embed new 
technologies, which could help address 
these problems. 

Leaders also see the impact of staff 
shortages on patients, leading to delays 
in care, less time with clinicians, and 
reduced availability of treatment 
options.

While timely access to care is a challenge 
everywhere, healthcare leaders recognize 
that staff shortages may have a 
disproportionate impact on certain 
patient communities, compounding 
existing barriers to care as resources 
become even more strained. Almost half 
(49%) of the country’s healthcare leaders 
say a decreased capacity to meet the 
needs of underserved communities is an 
issue in their organizations. A similar 
number (53%) report patients having to 
travel farther for the right care.

Spotlight

South Africa dealing with critical 
shortage of medical professionals in 
state-owned hospitals

In January 2024, the South African Medical 
Association Trade Union announced that over 
800 recently-qualified doctors are unemployed 
due to budget constraints.2 

The public sector is particularly affected by the 
inability to hire more doctors and it is estimated 
that the ratio of practitioners in state-run 
facilities is 0.3 per 1,000 patients, compared with 
1.75 per 1,000 in private facilities. Rates of 
unemployment among medical professionals in 
the public sector combined with barriers in the 
healthcare system, like power cuts, are 
contributing to the large-scale emigration of 
South African doctors.3

How healthcare leaders say staff shortages 
are impacting patient care

Less time with 
patients60%
Reduced availability 
of treatment options57%
Increased treatment/
procedure waiting lists56%
Use of staffing agencies 
affecting continuity of care54%
Increased waiting list 
for appointments54%

7
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Chapter 1
Bridging the staffing gap

Virtual care: helping 
healthcare staff reach 
more patients
Healthcare leaders say virtual care is playing 
a part in easing staff shortages 
Healthcare leaders are firmly convinced of 
the benefits of virtual care in easing staff 
pressures. At their organizations, they see 
positive attitudes towards virtual care 
technology from both healthcare 
professionals and patients, both 
higher than the global average.

Virtually all (99%) of South Africa’s 
healthcare leaders say that virtual care has 
had a positive impact in easing staff 
shortages in their organizations. They 
believe it plays a vital role in guiding them 
through challenging circumstances, by 
improving collaboration between 
healthcare professionals in different 
locations (45%) and increasing staff 
support for complex patient management 
(44%).

Leaders also recognize the part that virtual 
care plays in facilitating more flexible work 
schedules (39%). This could help 
organizations attract and retain staff.

Leaders’ belief in the benefits of remote 
care is echoed in the widespread 
adoption of remote patient monitoring
Almost two-thirds of the country’s leaders 
(62%) have already implemented remote 
patient monitoring for mental healthcare 
to ease staff shortages and improve 
outcomes.

In fact, South African leaders are more 
likely than the global average to have 
already introduced remote patient 
monitoring in the areas asked about in this 
year's Future Health Index.

Global average

Areas where South African leaders are above the global 
average in implementing remote patient monitoring

Mental 
healthcare

Already 
implemented

Plan to implement 
within the next three years 

South Africa

Global average

Post-operative 
monitoring

South Africa

Global average

Pre-operative 
care

South Africa

Global average

Chronic disease 
management

South Africa

Global average

Elderly care South Africa

%62 30

39 33

56 35

43 35

55 36

41 34

55 36

50 31

55 37

42 34
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Chapter 1
Bridging the staffing gap

Automation: key but not 
yet fully trusted
While healthcare leaders have embraced automation to 
alleviate the burden on healthcare professionals, they 
face skepticism from staff

Virtually all of South Africa’s healthcare 
leaders believe that the use of 
technology to automate repetitive 
tasks and processes is critical for 
addressing staff shortages in healthcare. 
They point to its role in saving healthcare 
professionals’ time by reducing their 
day-to-day administrative tasks, allowing 
them to perform at their highest skill 
levels.

However, this optimism is not necessarily 
shared across their organizations. Four 
out of five (80%) healthcare leaders 
report that healthcare professionals are 
skeptical about the use of automation 
in healthcare.

80%
believe healthcare 

professionals are skeptical 
about the use of 

automation in healthcare

Healthcare leaders see the potential 
of automation to support staff

Think it will save healthcare 
professionals time by reducing 
their day-to-day admin tasks 

98%

Believe that automation will allow 
healthcare professionals to perform 
at their highest skill levels

100%
Say automating repetitive tasks is 
crucial for addressing staff 
shortages

99%
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Bridging the 
insights gap

2
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Chapter 2
Bridging the insights gap

Improving patient care: from 
disparate data to actionable insights
Leaders recognize the potential despite barriers

South Africa’s healthcare leaders see a 
wide range of opportunities to improve 
patient care by bringing data together in 
a meaningful way. For example, almost 
half believe the biggest opportunities lie 
in optimizing treatment plans and care 
pathways. They also see scope to forecast 
and manage patient demand and 
identify evidence-based best practices.

However, healthcare leaders face barriers 
to getting the most out of healthcare 
data. The vast majority (97%) report data 
integration challenges within their 
organizations, affecting their ability to 
provide timely, high-quality care. The 
impact is clear: healthcare professionals 
lose precious time accessing or 
integrating data, leaving less time for 
patient care.

With the basics in place, further 
innovation can be unlocked
Addressing challenges such as improved 
patient access to their own health data 
(37%), more open access to anonymized 
data (36%), and increased 
interoperability between different 
platforms and healthcare settings (35%) 
is vital to enable further innovation and 
transformation in healthcare, including 
the use of artificial intelligence (AI). 

How healthcare leaders believe 
data-driven insights can improve 
their organizations’ ability to 
provide timely, high-quality care

Identifying evidence-based 
best practices39%
Predicting and reducing adverse 
patient events 38%

Optimizing treatment 
plans/care pathways 45%
Forecasting and managing 
patient demand 43%

Spotlight

Tapping into the potential of data 
driven insights

Healthcare professionals in South Africa often face 
significant challenges in accessing disparate data 
and then integrating it into a cohesive patient story. 
However, progress is being made in this area. 
One example is NetCare hospital group’s award-
winning electronic health record.4 The system brings 
together real-time patient data, including clinical 
information, test results, and vital observations into 
one central digital dashboard, helping specialists 
and healthcare teams to make timely, informed 
clinical decisions. 
The system is currently used by over 34,000 
hospital/medical staff, patients, and other key 
stakeholders across seven provinces. With mobile 
access via iPad, this type of system could also be 
used by community-based nurses to help improve 
care delivery outside of the hospital too.

11
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Chapter 2
Bridging the insights gap

The AI evolution: exploration 
to implementation
AI is in use across many of South Africa’s 
hospitals and healthcare facilities
Over the past few years, AI has been an 
area of intense research and 
development. Today, it is increasingly 
finding its way into clinical practice. 
South Africa’s healthcare leaders are 
using AI for clinical decision support in 
several areas, including treatment 
planning, in-hospital patient monitoring 
and preventive care. In fact, the country’s 
healthcare leaders are more likely than 
the global average to have already 
implemented AI for clinical decision 
support across all areas surveyed. 

Viewing generative AI as the next frontier 
of innovation that will help unlock new 
efficiencies and insights from patient data, 
almost half of healthcare leaders (47%) 
are already investing in it – considerably 
more than the global average (29%). A 
further 37% plan to invest in generative AI 
in the next 12 months. They’re also 
looking to embrace AI more extensively 

for clinical decision support, with remote 
patient monitoring (43%) and pathology 
(40%) ranking highly in their plans for the 
next three years.

Using AI responsibly requires safeguards
Alongside enthusiasm for AI is a belief 
that it must be implemented responsibly 
to avoid unintended consequences. The 
majority (91%) of leaders are concerned 
about data bias widening disparity in 
health outcomes, with more than a fifth 
(23%) describing themselves as extremely 
concerned, significantly higher than the 
global average (16%).

To mitigate the risks associated with bias, 
healthcare leaders say it is important to 
create policies for the ethical use of data 
and AI (46%) and ensure staff diversity in 
data and AI (43%). 

91%
of healthcare leaders 

are concerned about the 
possibility of data bias 
in AI widening health 

disparities

Areas where South African leaders are above the global 
average already implementing AI for clinical decision support

Treatment planning South Africa

Global average

In-hospital patient 
monitoring

South Africa

Global average

Preventive care South Africa

Global average

Medication 
management

South Africa

Global average

Clinical command 
centers

South Africa

Global average

Pathology South Africa

Global average

Remote patient     
monitoring

South Africa

Global average

Radiology South Africa

Global average
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Chapter 2
Bridging the insights gap

Social determinants 
of health: the missing 
data piece
The role of data in addressing health disparities

All healthcare leaders in South Africa see 
the potential for data-driven insights to 
help reduce health disparities. They are 
most likely to see this happening through 
insights facilitating targeted outreach 
and tailored interventions for specific 
populations (48%), allocating treatments 
fairly among population groups (47%), 
and supporting evidence-based policy 
decisions to address health disparities 
(46%). 

However, the data that is needed to 
generate these insights is frequently in 
short supply: nearly three-quarters of 
leaders (74%) say there is a lack of data 
available in their organizations’ regions 
on the social determinants of health. 

More than three-quarters (78%) report 
difficulties within their organizations on 
strategies to overcome disparities in 
health outcomes in the absence of more 
local or regional data.

Recognizing the value of more 
comprehensive data on social 
determinants of health, 82% of leaders 
say that it would help them improve 
access to care for specific communities or 
patient populations. 82%

believe more comprehensive 
data on social determinants 

of health would help 
improve access to care for 

specific communities

Healthcare leaders’ perspectives on the role of data in addressing health disparities

78%
agree that without more 

local/regional data it’s 
difficult to build strategies 

for overcoming health 
disparities

74%
report a lack of data on

social determinants 
of health available in 

their regions 
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Bridging the 
sustainability 
gap

3
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Healthcare leaders pursue 
new financial strategies
Financial challenges are impacting patient care

The economic sustainability of health systems is 
under increasing pressure as the cost of care delivery 
continues to rise. Almost all healthcare leaders report 
that their organization is experiencing financial 
challenges. This is directly impacting the quality and 
timeliness of care, according to 88% of leaders.

Financial challenges are also limiting the ability of 
healthcare organizations to implement new 
innovations. Two-thirds of leaders say they are 
unable to invest in new or more advanced medical 
equipment or technologies, or they have to delay or 
limit such investments. 

The anticipated costs of the country’s National 
Health Insurance is likely to put health systems under 
even greater financial pressure. 

Healthcare leaders are taking necessary measures 
within their organizations to remain financially viable 
and ensure continuity of care. Their most frequently 
used or planned strategies to address financial 
challenges are pursuing better reimbursement rates 
with payers, investing in community health to lower 
costs and investing in preventive care to reduce long-
term healthcare costs.

Chapter 3
Bridging the sustainability gap

Top 5 used or planned 
strategies to address 
financial challenges 

98%
Better reimbursement 

rates with payers 

95%
Increasing patient 

volume or expanding 
services

96%
Investing in preventive 

care to reduce long-
term healthcare costs

97%
Investing in community 

health to lower costs

95%
Implementing cost 

reductions 

How financial challenges are impacting patient care

of healthcare leaders report that their organization 
is experiencing financial challenges97%
of leaders say financial challenges are having 
a direct impact on patient care88%
of leaders are delaying investment or unable to invest 
in new medical technology due to financial challenges66%
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Chapter 3
Bridging the sustainability gap

Healthcare leaders go green: 
reducing footprint, saving costs 
Addressing the impact of the sector on the planet is 
no longer a matter of if – it is a matter of how
Virtually all South African healthcare 
leaders believe that reducing CO2 
emissions and the environmental impact 
of healthcare should be a top priority for 
both healthcare organizations (99%) and 
governments (98%).

Accordingly, healthcare leaders are 
taking steps to ease their environmental 
impacts. The most implemented 
strategies today include reducing or 
eliminating hazardous substances, 
investing in green buildings and 
infrastructure, and selecting suppliers 
with sustainable targets/initiatives. 
Looking to the future, almost half plan 
to implement strategies to help their 
organizations achieve carbon neutral 
certification within the next three years.

The vast majority of healthcare leaders 
say environmental criteria play a role in 
their sourcing or tendering processes to 
some degree.

While it is crucial to maintain financial 
viability, sustainability and economic 
considerations are not mutually exclusive. 
By reducing their environmental impacts, 
healthcare organizations can achieve 
savings that benefit the environment, 
as well as their bottom line.

93%
of healthcare leaders

say environmental factors
play a part in the sourcing or 

tendering process at their 
organization to some degree

Top 5 environmental sustainability strategies 
healthcare leaders have already implemented

Investing in green buildings 
and infrastructure

Reduction/elimination of 
hazardous substances

Selecting suppliers with 
sustainable targets/initiatives

Reducing energy usage/being 
more efficient with energy 

Prioritizing reusable medical 
equipment and supplies

Top 5 environmental sustainability strategies 
healthcare leaders plan to implement in the 
next three years

Recycling waste wherever 
possible

Achieving carbon neutral 
certification for their 
organizations

Using virtual care 
technologies/remote 
monitoring to reduce 
emissions 

Setting targets for 
decarbonization and 
tracking emissions

Sustainable 
procurement, including 
circular equipment 
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Chapter 3
Bridging the sustainability gap

The route to improved care: 
collaboration between partners
Healthcare leaders look to a broad range 
of partners to improve patient care

Healthcare leaders in South Africa see a 
vital role for industry trade organizations 
to help them improve the timeliness and 
quality of care for the patients and 
communities their organizations serve. 
Health technology companies and 
governments are also ranked highly as 
potential partners. 

A desire for collaboration across the 
broader sector to drive change is 
evidenced by the fact that leaders are 
more likely than their global counterparts 
to consider educational institutions (41% 
vs 32%) and community organizations 
(37% vs 26%) as key partners. 

Reflecting many of the themes explored 
in Chapter 1, healthcare leaders see the 
strongest need for partnership in using 
data analytics for informed decision-
making (43%). Other important factors 
cited include implementing value-based 
care models (39%) and enhancing 
technology integration and 
interoperability (39%).

In summary, South Africa’s healthcare 
leaders look to collaborations to help 
build sustainable foundations to meet 
the present and future requirements of 
patients – enabling timely, high-quality 
care for everyone. 

Top five selected partners with a key role 
to play in improving the timeliness and 
quality for patients and communities

Governments42%
Educational institutions41%

Industry trade organizations 50%
Health technology companies49%

Community organizations37%
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Research methodology
2024 quantitative survey methodology

The quantitative study was 
executed by GemSeek, a global 
business and consumer research 
services firm employing a 
methodology of online (CAWI) 
surveying. 

2,800 healthcare leaders, 200 in 
each of the 14 countries included 
(Australia, Brazil, China, India, 
Indonesia, Italy, Japan, the 
Netherlands, Poland, Saudi Arabia, 
Singapore, South Africa, the United 
Kingdom, and the United States), 
participated in a 15-to-20-minute 
survey from December 2023 to 
February 2024.

Where relevant, the survey was 
translated into the local language. 
In some instances, certain questions 
needed to be adjusted slightly for 
relevance within specific countries.
Care was taken to ensure the 
meaning of the question remained 
as close to the original, English, 
version as possible.

Below shows the specific sample size, estimated margin of error* at the 95% confidence level, 
and interviewing methodology used for each country.

Unweighted 
sample size (N=)

Estimated 
margin of error
(percentage points)

Interview 
methodology

Australia 200 +/- 7.0 Online
Brazil 200 +/- 7.0 Online
China 200 +/- 7.0 Online
India 200 +/- 7.0 Online
Indonesia 200 +/- 7.0 Online
Italy 200 +/- 7.0 Online
Japan 200 +/- 7.0 Online
Netherlands 200 +/- 7.0 Online
Poland 200 +/- 7.0 Online
Saudi Arabia 200 +/- 7.0 Online
Singapore 200 +/- 7.0 Online
South Africa 200 +/- 7.0 Online
United Kingdom 200 +/- 7.0 Online
United States 200 +/- 7.0 Online
Total 2,800 +/- 2.0

2024 qualitative 
interview methodology

The qualitative portion of the Future 
Health Index 2024 was also 
conducted by GemSeek. To provide 
context and additional depth to the 
quantitative data, the survey results 
were supplemented with findings 
from a series of 45-minute, English 
language interviews with healthcare 
leaders. These interviews were 
conducted February to March 2024. 
There were eight participants, two 
from each of the following countries: 
Singapore, South Africa, the United 
Kingdom, and the United States.

* Estimated margin of error is the margin of error that would be associated with a sample of this size for the full healthcare leader population in each country. However, this is estimated since robust data is not available on the number of healthcare leaders in each country surveyed.
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Sources
1. https://journals.co.za/doi/full/10.55390/ajpsdg.2023.6.1.5#b20-ajpsdg_v6_n1_a5

2. https://samatu.org.za/article/76/media-statement-samatu-calls-for-the-department-of-health-to-employ-hundreds-of-qualified-unemployed-medical-officers

3. https://businesstech.co.za/news/government/740765/south-africa-cant-afford-the-doctors-it-need-2/

4. https://www.netcare.co.za/News-Hub/Articles/south-african-healthcare-system-garners-international-acclaim

https://journals.co.za/doi/full/10.55390/ajpsdg.2023.6.1.5
https://samatu.org.za/article/76/media-statement-samatu-calls-for-the-department-of-health-to-employ-hundreds-of-qualified-unemployed-medical-officers
https://businesstech.co.za/news/government/740765/south-africa-cant-afford-the-doctors-it-need-2/
https://www.netcare.co.za/News-Hub/Articles/south-african-healthcare-system-garners-international-acclaim
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Glossary of terms
Artificial intelligence (AI)
AI refers to the use of machine learning 
and other methods that may mimic 
intelligent human behaviors, resulting in 
a machine or program that can sense, 
reason, act and adapt to assist with 
different tasks.

Automation
The use of technology and software 
solutions to perform tasks and processes 
with limited human involvement. It may 
involve the application of digital tools, 
machines, and computer systems to 
streamline and optimize various aspects 
of healthcare delivery, administration, 
and management.

Clinical decision support
The provision of information to help 
inform decisions about patient care.

Data bias
A flaw that occurs when certain 
elements of a dataset are missing, under-
represented or over-represented.

Data-driven insights
Information gathered from the 
analysis of raw data and used to 
inform decision-making.

Data integration
Used here to refer to a variety of clinical 
and/or operational information amassed 
from numerous sources including but 
not limited to electronic medical records 
(EMRs), medical devices, and workflow 
management tools.

Decarbonization
The process of removing carbon, or 
material containing carbon, from a 
substance or object.

Generative AI
Artificial intelligence algorithms that can 
be used to produce content such as text, 
images, audio or other data in response 
to inputted prompts.

Healthcare ecosystem
Describes the locations of care and 
services provided, the people involved in 
care delivery (including patients, family 
members and caregivers), and how they 
work together to improve efficiencies 
and optimize experiences.

Healthcare leader
A C-suite or senior executive working in a 
hospital, medical practice, imaging 
center/office-based lab, or urgent care 
facility who is a final decision-maker or 
has influence in making decisions.

Healthcare organization
The hospital or healthcare facility for or 
in which the healthcare leader works.

Healthcare professional
Individuals who are directly involved 
in providing healthcare services to 
patients (including doctors, nurses, 
surgeons, specialists, technologists, 
technicians, etc.).

Interoperability
The ability of health information systems 
to work together within and across 
organizational boundaries, regardless of 
brand, operating system or hardware.

Remote patient monitoring
Technology that provides care teams 
with the tools they need to remotely 
track the health of their patients outside 
of conventional clinical settings (e.g., at 
home), collaborate with the patients’ 
other healthcare professional(s) and help 
detect problems before they lead to 
readmissions. Examples of this include 
cardiac implant surveillance, vital-sign 
sensors at home, etc.

Social determinants of health
Non-medical factors that influence 
health outcomes, such as the conditions 
in which people are born, grow, work 
and live.

Staff
This refers to all employees within a 
healthcare organization, including 
healthcare professionals, IT, financial 
services, administrative support, 
facilities, etc.

Sustainability
Meeting the environmental needs of
the present without compromising the 
ability of future generations to meet 
their own needs.

Technology infrastructure
Foundational technology services, 
software, equipment, facilities and 
structures upon which the capabilities of 
nations, cities and organizations are 
built. This includes both IT infrastructure 
and traditional infrastructure that is 
sufficiently advanced such that it can be 
considered modern technology.

Timely, high-quality care 
For the purposes of this survey, this 
phrase reflects healthcare being 
provided to all patients and the 
communities served by a healthcare 
organization.

Underserved communities
Includes people who receive fewer 
health care services and/or encounter 
barriers to accessing health care services 
(e.g., economic, geographic, cultural, 
and/or linguistic barriers).

Virtual care
The use of telecommunication 
technologies that remotely connects a 
patient to a healthcare professional, or a 
healthcare professional to a healthcare 
professional. 

Workflows
A process involving a series of tasks 
performed by various people within and 
between work environments to deliver 
care. Accomplishing each task may 
require actions by one person, between 
people, or across organizations – and can 
occur sequentially or simultaneously.
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