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FEATURE

TAKE A LOOK 
AT WHAT’S POSSIBLE
Experience provides the greatest learning opportunities. Every day, caregivers on the front lines learn how to save 
more time, and how to save more lives. Our clients experience successes and challenges at the speed of light in today’s 
healthcare environment. What they learn, what we learn with them, and how we all put this information to work is 
simply priceless. This insight is what helps us ensure progress for tomorrow, so we hope you enjoy these real client 
stories from the front lines of patient flow. From innovation, to best practices, to field case studies, and outcomes, 
here is a look into experiential learning that we hope is helpful to your work as well.
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At TeleTracking, we have always valued the 
essential role we play in our clients’ success and 
the important role they play in ours. This spirit 
of collaboration is woven into everything we do 
throughout the year, but it truly comes to life at 
our client conferences. At TeleCon17 we wanted 
to channel customer creativity—and capture 
priorities—so we created the Innovation Lab. 

Our theme was a simple one, and one that firmly expresses our 
beliefs—“The Future of TeleTracking is You.” Our goal was to 
provide a window into what the future could be, and learn from 
you, so that new developments meet your needs in the best 
possible way.

Taking center stage at the Innovation Lab was the Tower of 
Innovation. This eight-foot structure told the story of a future 
healthcare journey from multiple points of view—patients and 
their families, clinicians, operational staff and executives. 
The story was powerful, not just because of the emerging 
technologies enabling it, but because of the seamless nature 
of the experience for every person involved in the journey. It 
demonstrated how wearables, chat-bots, machine learning, 
real-time locating and virtual assistants have a valuable role 
to play—even if they’re not front-and-center.

The next set of engaging, hands-on activities required 
participants to create their own persona “medical file.” Each 
person completed worksheets (on classic wooden glass-top 
drafting tables) that captured needs, frustrations and long-term 
goals for their particular role. The combined result was their 
“medical file,” which provided us with a good, foundational 
understanding of who each person was and what they needed in 
order to be successful—not simply the application button they 

want to push, or the notification they want to receive, but who 
they are as individuals and healthcare professionals.

Moving back into the digital world, our Research and Feedback 
kiosks contained an abundance of short surveys on a wide 
variety of topics. Visitors could spend as much or as little time 
answering questions as they wished. Some of the survey topics 
included product needs, emerging technologies, usability 
assessments and mobile usage. 

As an added TeleCon17 bonus, each visitor to the lab had an 
opportunity to be a future cover model for Patient Flow Quarterly. 
Prompted by the question, “What do you want to be celebrating 
in five years?” Both TeleTracking clients and staff members 
posed for the camera and submitted front-cover worthy quotes 
and received a high-gloss print to frame at their hospital.

SO, WHAT DID WE LEARN?
• The patient is always the priority, and receiving timely  
 care is imperative
• Centralization, automation, intelligence and visibility across  
 the system is key
• Data needs to be predictive and actionable, and  
 communication and integrations need to be seamless
• Mobility and omni-channel experiences are not the future,  
 they are today
• Our partnership with you

As we continue to innovate our products and evolve our 
platform, you, our clients and end-users, will continue to be 
critical to our success. Your insights from this exercise—and 
other upcoming research activities—will help us identify the 
problems we should be solving and achieve the outcomes that 
successfully solve them. You are the future of TeleTracking.

TELECON17 
INNOVATION LAB
Feedback Driving the Future 
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A new addition to TeleCon17 was the Command 
Center Experience. More than 300 participants 
went through this model Command Center that 
showed how people, process, and technology come 
together—helping eliminate “the wait” for the 
hundreds of patients that move through a health 
system every day. 

Based on nationwide best practices, the TeleCon Command 
Center featured six operational functions that need to work 
in harmony to manage patient flow, and overall system 
performance. These functions included patient access, EMS 
dispatch, patient placement, EVS and transport, OR procedures, 
and a director’s station.

Also featured were the all-important visibility tools—along 
with the data and analytics teams need in order to understand, 
in real time, what’s happening across the system; analyze and 
report on what happened in the past; and predict and plan for 
what’s coming next.

Finally, around the Command Center core, we highlighted the 
key areas where central operations integrate with both the 
health system and the community. This included admissions, 
nursing units, family waiting areas, referring care teams, post-
acute facilities, and key roles such as executives, patient flow 
managers, physicians, and charge and bedside nurses.

To bring the experience to life in a truly engaging way, there 
were four patient scenarios for attendees to choose from where 
they then followed the process through the Command Center 
and related areas, step by step. 

THE FIRST TWO SCENARIOS FOCUSED ON THE 
BASICS—STREAMLINING AND AUTOMATING A PATIENTS’ 
PROGRESSION THROUGH THE CARE CONTINUUM: 

EVERYDAY DEMAND
A scheduled procedure, with a planned inpatient admission  
and a managed discharge to a post-acute setting. Highlights 
included the value of visibility, since patient discharges to a 
post-acute care setting typically represent a major bottleneck. 
Therefore, central management of that process can help 
decompress acute care facilities.

DISCHARGE AUTOMATION
A pediatric referral for a 23-hour observation stay, with an 
automatic discharge using passive enabling technology. Real-
time locating experts were on hand to answer questions around 
passive enabling technology for automating the discharge 
process which helps free up capacity for incoming patients, 
while cutting down on infrastructure and maintenance needs.

THE SECOND TWO SCENARIOS ADDRESSED BROADER 
FLOW ISSUES—HOW TO PLAN AND MANAGE SUDDEN 
PATIENT DEMAND, AND HOW TO OPTIMIZE A NETWORK’S 
ABILITY TO DELIVER CARE:
 
KEEPING IT ALL CONNECTED
A STEMI (ST-Elevation Myocardial Infarction or serious heart 
attack) transfer request for a patient needing a higher level 
of care. This scenario focused on operational best practices 
for emergent patient transfers, including quickly reallocating 
resources, freeing capacity, automating communication to key 
stakeholders, and using data to immediately see and course-
correct should something go wrong.

TIME OF GREAT NEED
A surge scenario—in this case, a multi-casualty bus crash 
coinciding with a busy flu season. For this scenario, attendees 
went straight to the director’s station, where clinical operations 
leaders led a discussion on seeing and tracking from the 
highest level, driving urgent actions, accountability, and 
managing the aftermath in a disaster. 

02
TAKING 
COMMAND 
Best Practices at Work to  
Eliminate the Wait

STORY BY JOANNE PEKICH

From left to right: 
Jason Spector, Joy 
Avery, Joanne Pekich, 
Scott Newton
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JASON SPECTOR 
Director of User Experience, 
TeleTracking

JOANNE PEKICH 
Platform Marketing Manager,
TeleTracking

Jason is an accomplished user experience and creative 
leader with almost two decades of professional 
experience in a variety of industries, including 
healthcare, finance, entertainment, and education. 

As the Director of User Experience, Jason leads 
the continuous evolution of TeleTracking’s cloud-
based platform into more usable, useful and 
engaging solutions that drive positive outcomes for 
patients, their families, and the clinical/operational 
professionals they rely on.

As TeleTracking’s Platform Marketing Manager, 
Joanne’s central focus is communicating the power 
of the “whole“—how people, operational best 
practices, and technology work together to help our 
clients transform patients’ experience across the care 
continuum, give time back to caregivers, and ensure 
no one waits for the care they need.

COMMAND CENTER ESSENTIALS 

Clients who haven’t yet centralized their operations often ask us 
what functions should be included in a Command Center. While 
every system has unique needs, as a baseline, an interdisciplinary 
Command Center team typically includes:

ACCESS: Rapidly evaluates and documents patient referral and transfer requests, 
coordinates physician hand-offs and EMS dispatch, and communicates with 
referring and accepting care teams so that patients can transition to new care 
settings, have a positive experience, and receive timely access to the care they need. 

EMS DISPATCH: Works hand-in-hand with access team members to ensure timely 
patient transport to the designated facility.

PATIENT PLACEMENT: Ensures that patients are placed in the right bed, facilitates 
timely discharges, sets resource priorities to free up needed capacity, and manages 
patient throughput so the system can meet the needs of current and projected 
patient demand.

EVS AND TRANSPORT: Work closely with patient placement to ensure optimum 
throughput, ensure timely bed cleans and patient transport, and track/improve 
performance.

OR PROCEDURES: Manages patient throughput in procedural areas to minimize 
delays, coordinates schedules in advance and re-prioritizes in real-time when 
needed to optimize OR resources and ensure patients receive timely care.

COMMAND CENTER DIRECTOR: Manages overall system operations,  
using data and analytics to:
• Predict and prevent bottlenecks and constraints
• Rapidly see and solve problems, and drive accountability so that small problems  
 don’t become large ones
• Ensure compliance and timely reporting to key stakeholders
• Provide visibility to the C-Suite to support strategic business planning


