Social Networks and Health 2.0: Improving Customer Service and Organizational Performance

Recent world events have convincingly demonstrated how world systems are moving toward an interconnected whole. The world will soon contain one trillion connected things, and we already produce more transistors than grains of rice—and at a cheaper price. In an increasingly intelligent and connected environment, or “Smarter Planet”, what is the role of Health 2.0 and related concepts such as social networking—and how can CIOs leverage those concepts to improve organizational adaptability, sustainability, and growth? Recent research suggests that many organizations have struggled with social networking and Web 2.0 deployment strategies, organizational issues, and outcomes. Addressing the technical issues is manageable; the organizational behaviors and social firewalls are much harder.
As a first step, leaders can evaluate social network and Web 2.0 concepts within organizations. Leading organizations have demonstrated an ROI in their deployment of these "open" concepts, resulting in organizational growth through innovation, better outcomes, improved efficiency, and increased utilization of key resources. Organizational execution and innovation rely on people, collaboration, “cross-boundarying” of ideas, and connecting the right people at the right time. This becomes complex, leading to more social (human) interactions with previously unknown people. A recent article described a healthcare executive's routine operation, saying that 113 credentialed people accessed his EMR. If that typifies the team needed in support of one operation, health organizations must be viewed as complex, interconnected systems. A holistic view of such a system calls for organizational and technical changes to support social networking and Web 2.0 concepts because the concepts are more than just the enabling technologies.  That is, information technology and tools alone do not build the organizational alignment, linkages, trust, and social capital that result in effective relationships and collaboration.
Secondly, leaders can evaluate ways to employ these concepts from a patient-centric point of view, improving consumer attraction, service, and retention. The network generation is especially comfortable with seeking and analyzing information, and they are looking for transparency across the entire healthcare system. Organizations can embrace this opportunity to collaborate with, innovate with, and serve patients. A networked and Web 2.0 patient-centric view precludes the traditional organizational view of attracting, serving, and retaining patients, because no single organization "owns" the patient in entirety. "Closed” approaches are no longer sustainable. 
For more information about these topics, including how IBM can help you design sustainable organizations that employ these concepts in the era of the interconnected whole, please contact your IBM representative. You are also invited to learn about “Smarter Planet” – IBM's new point-of-view on how interconnected technologies are changing the way the world literally works: 
http://www.ibm.com/ibm/ideasfromibm/us/smartplanet/20081106/
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