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Background and Company Performance 

Industry Challenges 
Within the healthcare domain, patients often have the simple need for direct and brief 
correspondence with a provider who can answer questions about a symptom or concern 
about a drug. The patients’ worry or anxiety can be exacerbated if they cannot get an 
answer quickly. From the providers’ perspective, there may be limited time to offer instant 
or even quick responses, due to their heavy workload of patients being treated.  

Another challenge pertaining to digital healthcare initiatives involves ensuring timely 
medical intervention is conducted when necessary as recommended from a remote 
monitoring system. This scenario could develop if the biometric data from a remote 
monitoring system indicates a serious problem is likely to occur unless a responsive 
strategy is implemented quickly. 

These challenges require a new generation of digital health solutions. The specific need for 
patients and providers is a way to take advantage of the power of conversational 
interaction when they are not in the same space. The good news is that a digital solution 
that permits patient-provider dialog when needed has been introduced. Conversa Health 
has introduced an artificial intelligence (AI)-based chat solution that draws from a library 
of more than 750 conversation programs addressing conditions such as asthma, chronic 
obstructive pulmonary disease, and hypertension.  

In 2018, Frost & Sullivan presented a Best Practices award to Conversa Health for filling 
the gaps in traditional care through its automated, AI-based Conversa Conversation 
Platform™. In 2019, Frost & Sullivan is presenting Conversa with the award for Visionary 
Innovation Leadership.  

Focus on the Future and Best Practices Implementation 
Focus on Unmet Needs 

Conversa has designed its solution to address the paramount problem that has frustrated 
patients and providers, namely, how to maintain a consistent channel of communication 
with patients who may be away from a traditional provider setting. By creating a library of 
750 conversations for use on an intelligent platform, Conversa has created smart virtual 
connectivity that ensures the right conversation is available with the right knowledge at 
any time. Patients who are remote do not have to wait until their provider’s office is open 
and the physician is available; now they can have a meaningful virtual dialog to answer a 
question or solve a problem.  

Impressively, patients do not need to download an app to interact with the technology. 
They can use this service via text messaging or email. An important question about a pain 
or the need to clarify an issue related to their condition can be input as a message, and 
then a chat bot will respond to the issue or flag it if the intelligence determines the case 
should be forwarded to the provider to initiate an intervention or next step. 

Conversa has experienced fantastic results with Northwell Health, New York State’s largest 
health care provider and private employer, caring for more than 2 million patients each 
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year. The system includes 22 hospitals and over 550 outpatient facilities. Patients are 
from both New York and other geographic locations. 

The system has introduced Northwell Health Chats enabled by Conversa, a technology that 
has dramatically changed the coordination of care delivery. The Conversa Chats platform 
provides a new way to automate the collection of patient-generated health data (PGHD). 
As a result, the healthcare teams are completely aware of the latest details concerning 
their full roster of patients. When the time for the in-person visit occurs, Northwell doctors 
have stated that their patients are more informed and engaged in their care plan. In fact, 
Frost & Sullivan believes that Conversa Health has taken a great leap forward to achieve 
an operational game-changing, real-time patient-generated health data model. 

Visionary Scenarios through Mega Trends  

Various studies across all industries conclude that people and enterprise teams have come 
to accept the same instant communication for their business data flow that they have 
come to rely on in their personal lives. Notable Social Trends include: 

• Seventy-two trillion messages were sent in 2018 across platforms like Twitch, 
Microsoft Teams, and Bumble. 

• Sixty-eight percent of consumers have reported that messaging is the most 
convenient way to stay in communications with businesses.1 

• In a recent survey, 60% of surveyed consumers indicate that they would share 
personal health data (generated from wearable devices) with their doctor to 
improve their health.2  

• Northwell Health reports that 82% of clinicians would recommend care chats to 
their colleagues, and that 97% of the patients found the chats helpful  

As indicated by the Social Trends data, the realization of a visionary technical approach 
will yield success. For example, according to a Population Health Business Transformation 
executive from Northwell Health, “Conversa is enabling Northwell to use innovative, 
scalable technology to improve care coordination, patient satisfaction, and ongoing patient 
relationship management resulting in the improved well-being of our customers while also 
reducing costs.” Frost & Sullivan concludes that Conversa’s technology solution is an 
outstanding example of the benefits of digital health technology applied specifically to 
address a long-standing communications problem in an easy-to-access manner. 

Growth Pipeline 

Conversa Health has progressed from an innovative vision to become a successful 
emerging company that is working with a variety of leading industry participants to 
accelerate growth. Innovative partners that will drive Conversa’s growth include University 
                                          
1 https://www.adweek.com/digital/heres-how-messaging-is-positioned-to-dominate-in-
2019/  
2 Deloitte 2018 Survey of US Health Care Consumers as reported in: 
https://www2.deloitte.com/insights/us/en/industry/health-care/patient-engagement-health-
care-consumer-survey.html 

https://www.adweek.com/digital/heres-how-messaging-is-positioned-to-dominate-in-2019/
https://www.adweek.com/digital/heres-how-messaging-is-positioned-to-dominate-in-2019/
https://www2.deloitte.com/insights/us/en/industry/health-care/patient-engagement-health-care-consumer-survey.html
https://www2.deloitte.com/insights/us/en/industry/health-care/patient-engagement-health-care-consumer-survey.html
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Hospitals, Centura Health, Atrium Health, El Camino Health, UNC Health, Merck, MDLIVE, 
Allscripts, and Healthgrades, among others. Conversa is well-connected with leading 
healthcare stakeholders including providers, pharmaceutical industry leaders, EHR 
companies, and telemedicine providers. This robust ecosystem of clients and partners will 
drive growth for Conversa. 

Vision Alignment  

Conversa is strongly aligned with the well-known healthcare triple aim. This vision 
includes improving clinical outcomes and reducing costs, enhancing the patient 
experience, and improving the health of populations. In fact, Conversa has taken this 
industry vision a step further by positioning a quadruple aim. The added vision is to 
enhance provider satisfaction by enabling constant communication between the provider 
and patients while gathering real-time patient health status data between visits. 
Conversa’s technology provides personalized, automated, contextual care conversations 
and permits providers to maintain awareness of the patient’s daily health without the need 
for constant management. 

Frost & Sullivan is impressed by the progress that Conversa is achieving in its early 
market deployments. It is gratifying to observe the benefits that patients are already able 
to derive from this early deployment and the potential for the next phase of development 
that can be delivered to service a wider array of patients and conditions. It is clear that 
Conversa is helping patients become partners in their care.  

Process Design  

The Conversa Conversation Platform supports two critical areas of healthcare, patient care 
management and the patient experience.  

1. Conversa’s proven success in patient care management allows healthcare 
organizations to: 

• Manage key populations 

• Automate outreach and monitoring at scale 

• Optimize pre- and post-surgical care 

• Achieve efficient care coordination 

• Decrease readmissions 

• Improve patient engagement 

• Increase patient satisfaction 

2. Conversa’s solution also delivers an impactful patient experience including: 

• Managing patient response, access, and self-management 

• Supporting efficient CRM and mass personalization reach 

• Generating incremental patient visits 
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• Bring clinical care conversation to “digital front door” strategies 

• Optimizing call center operations 

• Increasing patient satisfaction and support 

Clearly, the Conversa Health platform is designed to support and improve critical 
healthcare processes that are vital to the success of patients and their providers. 

Technological Sophistication  

Conversa Health has created a powerful technical solution to help healthcare organizations 
solve these challenges at scale. Northwell Health’s use of Conversa across the healthcare 
enterprise supports health solutions for traditional care management, such as post-
discharge programs, CJR programs, advanced bundled payments for care improvement, 
and employee wellness. Given its success this sophisticated technology, that supports 
clinical workflows, has expanded to support medical departments, including radiation 
oncology, surgery, OBGYN, the emergency department, and medical oncology. The 
platform is being utilized to improve community health, and also applicable for functions 
such as research, clinical trials, and patient access services. Frost & Sullivan believes that 
Conversa Health is moving the healthcare industry closer to the successful realization of 
an end-to-end digital health experience.   

Conclusion 
In today’s digital world communication is virtually instantaneous; data can be transported 
from one location to another without regard to most geographical locations. However, 
patients and health providers often find it difficult to communicate as data flows rapidly in 
the world around them. In fact, even simple conversations may be difficult to complete 
due to various complexities associated with the operational and clinical workflows within 
the healthcare industry. However, this deficiency will be overcome as the Conversa Health 
Conversation platform advances in the marketplace.  

The success of its clients using the Conversa technology is an indication that Conversa is 
enhancing the patient and provider experience while helping decrease costs associated 
with healthcare delivery. For its strong overall performance, Conversa Health is recognized 
with Frost & Sullivan’s 2019 Visionary Innovation Leadership Award. 
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Significance of Visionary Innovation Leadership  
A Visionary Innovation Leadership position enables a market participant to deliver 
competitive products and solutions that transform the way individuals and businesses 
perform their daily activities. Such products and solutions set new, long-lasting trends in 
how technologies are deployed and consumed by businesses and end users. Most 
importantly, they deliver unique and differentiated benefits that can greatly improve 
business performance as well as individuals’ work and personal lives. These improvements 
are measured by customer demand, brand strength, and competitive positioning.  

 

Understanding Visionary Innovation Leadership 
Visionary innovation is the ability to innovate today in light of perceived changes and 
opportunities that will arise from Mega Trends in the future. It is the ability to scout for 
and detect unmet (and as yet undefined) needs and proactively address them with 
disruptive solutions that cater to new and unique customers, lifestyles, technologies, and 
markets. At the heart of visionary innovation is a deep understanding of the implications 
and global ramifications of Mega Trends, leading to the correct identification and ultimate 
capture of niche and white space market opportunities. 
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Key Benchmarking Criteria 
For the Visionary Innovation Leadership Award, Frost & Sullivan analysts independently 
evaluated 2 key factors—Focus on the Future and Best Practices Implementation—
according to the criteria identified below.  

Focus on the Future  
Criterion 1: Focus on Unmet Needs 
Requirement: Implementing a robust process to discover customers’ unmet or 
underserved needs and create the products or solutions to address them effectively.  

Criterion 2: Visionary Scenarios through Mega Trends  
Requirement: Incorporating long-range, macro-level scenarios into the innovation 
strategy, thereby enabling first-to-market growth opportunity solutions 

Criterion 3: Growth Pipeline  
Requirement: Best-in-class process to identify and prioritize growth opportunities 
leveraging both internal and external sources. 

Criterion 4: Blue Ocean Strategy 
Requirement: Strategic focus on creating a leadership position in a potentially uncontested 
market space, manifested by stiff barriers to entry for competitors. 

Criterion 5: Growth Performance 
Requirement: Growth success linked tangibly to new growth opportunities identified 
though visionary innovation.  

Best Practices Implementation  
Criterion 1: Vision Alignment 
Requirement: The executive team is aligned with the organization’s mission, vision, 
strategy, and execution. 

Criterion 2: Process Design 
Requirement: Processes support the efficient and consistent implementation of tactics 
designed to implement the strategy.  

Criterion 3: Operational Efficiency 
Requirement: Staff performs assigned tasks seamlessly, quickly, and to a high quality 
standard. 

Criterion 4: Technological Sophistication 
Requirements: Systems enable companywide transparency, communication, and 
efficiency. 

Criterion 5: Company Culture 
Requirement: The executive team sets the standard for commitment to customers, 
quality, and staff, which translates directly into front-line performance excellence. 
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Best Practices Recognition: 10 Steps to Researching, 
Identifying, and Recognizing Best Practices  
Frost & Sullivan analysts follow a 10-step process to evaluate award candidates and 
assess their fit with select best practices criteria. The reputation and integrity of the 
awards are based on close adherence to this process. 

STEP OBJECTIVE KEY ACTIVITIES OUTPUT 

1 
Monitor, 
target, and 
screen 

Identify award recipient 
candidates from around the 
world 

• Conduct in-depth industry 
research 

• Identify emerging industries 
• Scan multiple regions 

Pipeline of candidates that 
potentially meet all best 
practices criteria 

2 
Perform  
360-degree 
research 

Perform comprehensive, 
360-degree research on all 
candidates in the pipeline 

• Interview thought leaders 
and industry practitioners  

• Assess candidates’ fit with 
best practices criteria 

• Rank all candidates 

Matrix positioning of all 
candidates’ performance 
relative to one another  

3 

Invite 
thought 
leadership in 
best 
practices 

Perform in-depth 
examination of all candidates 

• Confirm best practices 
criteria 

• Examine eligibility of all 
candidates 

• Identify any information gaps  

Detailed profiles of all 
ranked candidates 

4 
Initiate 
research 
director 
review 

Conduct an unbiased 
evaluation of all candidate 
profiles 

• Brainstorm ranking options 
• Invite multiple perspectives 

on candidates’ performance 
• Update candidate profiles  

Final prioritization of all 
eligible candidates and 
companion best practices 
positioning paper 

5 
Assemble 
panel of 
industry 
experts 

Present findings to an expert 
panel of industry thought 
leaders 

• Share findings 
• Strengthen cases for 

candidate eligibility 
• Prioritize candidates 

Refined list of prioritized 
award candidates 

6 
Conduct 
global 
industry 
review 

Build consensus on award 
candidates’ eligibility 

• Hold global team meeting to 
review all candidates 

• Pressure-test fit with criteria 
• Confirm inclusion of all 

eligible candidates 

Final list of eligible award 
candidates, representing 
success stories worldwide 

7 Perform 
quality check 

Develop official award 
consideration materials  

• Perform final performance 
benchmarking activities 

• Write nominations 
• Perform quality review 

High-quality, accurate, and 
creative presentation of 
nominees’ successes 

8 
Reconnect 
with panel of 
industry 
experts 

Finalize the selection of the 
best practices award 
recipient 

• Review analysis with panel 
• Build consensus 
• Select recipient 

Decision on which company 
performs best against all 
best practices criteria 

9 Communicate 
recognition 

Inform award recipient of 
recognition  

• Present award to the CEO 
• Inspire the organization for 

continued success 
• Celebrate the recipient’s 

performance 

Announcement of award 
and plan for how recipient 
can use the award to 
enhance the brand 

10 
Take 
strategic 
action 

Upon licensing, company is 
able to share award news 
with stakeholders and 
customers 

• Coordinate media outreach 
• Design a marketing plan 
• Assess award’s role in 

strategic planning 

Widespread awareness of 
recipient’s award status 
among investors, media 
personnel, and employees  
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The Intersection between 360-Degree Research and Best 
Practices Awards 
Research Methodology  
Frost & Sullivan’s 360-degree research 
methodology represents the analytical 
rigor of the research process. It offers a 
360-degree view of industry challenges, 
trends, and issues by integrating all 7 of 
Frost & Sullivan’s research methodologies. 
Too often companies make important 
growth decisions based on a narrow 
understanding of their environment, 
resulting in errors of both omission and 
commission. Successful growth strategies 
are founded on a thorough understanding 
of market, technical, economic, financial, 
customer, best practices, and demographic 
analyses. The integration of these research 
disciplines into the 360-degree research 
methodology provides an evaluation 
platform for benchmarking industry 
players and for identifying those performing at best-in-class levels. 

About Frost & Sullivan  
Frost & Sullivan, the Growth Partnership Company, helps clients accelerate growth and 
achieve best-in-class positions in growth, innovation, and leadership. The company's 
Growth Partnership Service provides the CEO and the CEO's growth team with disciplined 
research and best practices models to drive the generation, evaluation, and 
implementation of powerful growth strategies. Frost & Sullivan leverages nearly 60 years 
of experience in partnering with Global 1000 companies, emerging businesses, and the 
investment community from 45 offices on 6 continents. To join Frost & Sullivan’s Growth 
Partnership, visit http://www.frost.com. 
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