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Using Virtual Care To Improve Your Value 
Proposition: Best Practices In Integrating Technology 
Into Your Community-Based Program

Over the past month, we’ve written about how 
the health and human service landscape is being 
altered by technology-with a changing model for 
delivery therapy, the restructuring of primary care 
and new approaches to staffing. Across these 
domains, the increased use of “virtual care” is 
likely to have the most far-reaching impact on 
competitive advantage and sustainability.

We may have once thought about virtual care 
as another term for telehealth, the emergence 
of new technologies, changes in consumer 
expectations, and new service delivery and 
financing models have redefined the term 
to encompass a wide range of services and 
program models. We are seeing the morphing 
of a wide range of tech-enabled treatment-
telehealth, remote monitoring, eCBT, wearables, 
and more-into the broad category of virtual care. 
This wide-ranging definition opens up a new 
word of service delivery models for provider 
organizations to consider.

How does virtual care effect competitive 
advantage and sustainability? Virtual health 
technologies can replace some staff activities 
and augment the work of other staff. Virtual 
care eliminates the need for consumers and 
professionals to be in the same location 
for service to occur. Virtual care can allow 
professionals to provide services when 
consumers are not present. These attributes 
of virtual care disrupt the relationship of 
the workforce to sustainability in some 
very significant ways. The issue for many 
executive teams is developing a strategy 
that leverages emerging virtual technologies 
for a better competitive edge. That strategic 
framework is essential to prioritizing and 
planning technology investments that are key to 
developing the tech-enabled service lines that 
are increasingly preferred by consumers and 
payers. The question that immediately arises 
for any executive team that isn’t well-versed or 
experienced in the selection process is, “how 
do we do this?” To address that issue, our team 
at OPEN MINDS has developed a three-step 
process to link strategy to tech investment:

• Step 1: Analyze your service lines to 
determine where you don’t have competitive 
advantage-and what aspect of performance 
needs to be improved.

• Step 2: Identify what technology solutions 
could be used to improve service line 
performance metrics.

• Step 3: Conduct a cost/benefit analysis of 
the costs of the various technology solutions 
and the likely revenue/margin improvements 
when they are deployed.

With these steps completed, executive 
teams can prioritize tech investments and 
use best practice technology selection and 
implementation models to incorporate technology 
into their service lines.

Step 1: Analyze your service lines to 
determine where you don’t have competitive 
advantage-and what aspect of performance 
needs to be improved.
This key first step starts with your strategy 
and your key service lines. As part of that 
strategic analysis, executive teams should 
know the “competitive” performance metrics 
for each service line—and how they stack up 
to what customers want when compared to the 
competition. For any area where performance 
doesn’t stack up well in the market, the next 
question is whether technology could be used to 
improve performance.

This key first step starts with your strategy and 
your key service lines. As part of that strategic 
analysis, executive teams should know the 
“competitive” performance metrics for each 
service line—and how they stack up to what 
customers want, compared to the competition. 
For any area where performance doesn’t stack 
up well in the market, the next question is 
whether technology could be used to improve 
performance. In the example, both cost and 
consumer experience/outcomes are at issue.
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Step 2: Identify what technology solutions 
could be used to improve service line 
performance metrics.
Once your analysis has identified a performance 
improvement goal, the next question is what 
technology could possible improve performance. 
This requires an executive team that is aware 
of the range of available technologies—and 
their likely performance impact. At this stage in 
the process, the executive team should identify 
the service line, the proposed performance 
improvement, and the types of technologies that 
could improve performance. 

Step 3: Conduct a cost/benefit analysis of the 
costs of the various technology solutions and 
the likely revenue/margin improvements when 
they are deployed.
The third step in this process involves more 
detailed analysis—executive teams need to 
create a high-level cost/benefit analysis of 
each proposed technology to be acquired. The 
key is to estimate the cost of the technology 
acquisition—and then the likely return. This 
“return” can be either an increased revenue or in 
reduced cost/improved margins. But, to evaluate 
the many categories of technologies to be 
acquired, a comparative cost/benefit analysis is 
the best tool for prioritizing technology acquisition 
initiatives.

This three-step process is really a strategic 
prelude to the heavy organizational lift of 
selecting, implementing, and optimizing new 
technology solutions. The comparative cost/
benefit analysis will drive decisions about what 
types of technologies to purchase, their role in 
the organization, and a timeline for acquisition—
all decisions that should be incorporated in the 
budget cycle and operating plans. Executive 
teams can then use management best practice 
models for technology selection and technology 
implementation.

These processes for technology strategy, 
technology assessment, and technology 
implementation/optimization will be increasingly 
critical to organizational performance and 
competitive advantage.


