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PwC:  Describe the digital transformation in the healthcare industry as you see it. 

 

Weissel:  I like to think about digital in three categories. First, the health industry has 

been digital in some ways for a long time. There are mature infrastructure platforms for 

insurance, systems built to help with claim adjudication and benefits, and to manage the 

entire process.  There are large systems built inside hospital systems to deal with the 

revenue cycle. Those are very mature platforms that have been digital for a long time. 

 

Second, there are maturing platforms, like electronic medical record (EMR) systems. You 

see huge investment in those digital technologies, which are trying to deal—in one 

system—with capturing clinical information and sharing it across a hospital system. I say 

they are maturing, not mature, because the effort to achieve interconnectivity and 

information flow across platforms and make data ubiquitous is in the early stages.  

 

And finally, there's a whole bunch of platforms for interaction, which are in their earliest 

days. These would be consumer tools, for instance.  And tools to help physicians think 

about what they specifically want to discuss with a patient that day.  

 

So it is hard to say where the digital maturity of the industry is. It's not hard to say we're 

behind other industries, like financial services, for good reason. Healthcare is a 

complicated industry. In healthcare, digital transformation is a question of thinking 

differently about how you use data to change the way you treat and engage patients. It 

means changing the way consumers empower themselves. The issue is much broader 

than the digital platforms themselves.  

 

 

PwC:  What are the big challenges—information flows, privacy, security, integration?  

 

Weissel:  The healthcare system faces all of these issues, and others as well. The industry 

faces lots of issues related to keeping individuals’ information safe and secure. There's 

significant activity focused on that. I’m not sure that by itself it is the biggest defining 

issue.  It’s critically important to keep people’s information secure and private and it’s a 

major challenge.   But this challenge does not improve the system, save costs or save 

lives so I go back to the position that technology in healthcare needs to be a force for 

good. It has to reduce friction among the parties involved.  I see three big things our 

customers face. 

 

The first is cost, a huge issue. Leapfrogging legacy platforms is expensive, and you see 

many hospital systems and health plans spending hundreds of millions. You have to ask 

what the ROI is, how you get there, and can you afford not to get there.  

 



Then, there's integration. How do new systems and old systems and different companies’ 

systems work together? There's been a ton of consolidation in the marketplace. Each time 

a hospital buys a doctor's practice, a payer buys another payer, or an employer buys 

another employer they have to integrate systems—these systems don't all talk to each 

other. They're not all built on the same platform. This is really challenging and expensive.   

But the value in the deals often comes from this specific integration of data and 

technology platforms so it needs to be done.  

 

Then, as I said before, there is interoperability. There is too little seamless information 

sharing today, and I think it's because we don't have integration and because of the cost of 

getting all of these standards in place.  

 

While privacy and security are vitally important, I don't think they are the biggest 

opportunities for the industry.   Cost, integration and interoperability are truly the issues 

that impact people’s health and care.  

 

 

PwC:  As you see the industry work on these issues, are you optimistic or pessimistic?  

 

Weissel:  I'm optimistic but it's not going to be inexpensive. Whether we like it or 
not, we’re being forced to go digital because the efficiency opportunities that exist 
are incredible. Moving to digital will save money and lives. But there'll be some 
things we'll go kicking and screaming on because they're expensive.  
 

 

PwC:  In dealing with customers, what do you try to tackle first? What are your 

priorities?  

 

Weissel:  I break our customer set down into our B2B customers; this is where we're 

selling directly to large companies of some kind. Here we focus on how to support their 

infrastructure, and to provide platforms to help them build their business.  

 

When we think about health plans, we might be helping them with their analytics. When 

we talk about doctor practices we might be supporting them through our platform that 

helps them understand the nature of their patient population. So in B2B we want to 

support them in their goals to be more effective, more efficient and improve outcomes in 

the market place.  

 

There's another customer set, and that's the consumer. We sell a lot of products or 

services to a business customer that pays for it. But it’s the consumer who actually uses 

it.   So our priorities are how our customers’ consumers use the health system more 

effectively.   We want to make it simple for consumers to understand their health status 

and fun for them to engage in challenges that help them improve their health.   And we 

need to do this while also providing better and more integrated digital tools which is the 

way consumers are heading in every other part of their lives.   

 



 

PwC:  How are things going to change over the next five years?  

 

Weissel:  I wish I had the crystal ball on this one. But I can tell you what we want. We 

want to see the connectivity improve. We want to reduce variability of care so we 

eliminate waste. We want to modernize underlying infrastructures in the healthcare 

system. We want to do those things to drive better outcomes and to reduce costs. And the 

mission of our organization is to help make the healthcare system work better for 

everyone.  

 

One of the things I see happening in the next five years is accelerating change in the way 

consumers manage their own health, and the demands that will place on the system to 

become more digitally oriented.  

 

 

PwC:  How do you partner and collaborate with other healthcare firms or technology 

companies?  

 

Weissel:  We partner with a lot of healthcare firms. We have a set of things that we do 

through our OptumLabs, which is our research institute, a space where we get together 

with our partners and we share information and data. We do studies on the market place 

that we publish about how to make the healthcare system work better.  

 

We also work with a huge number of technology companies in various ways. We work 

with people on cloud services. We work with people on open-platform activity; we work 

with startups that have interesting consumer technologies and imbed them into our 

systems in some white label fashion. We also work with other health industry players in 

big ways. You’ve seen recent announcements, for instance, in how we are working with 

large retailers in our pharmacy business. We invest in a number of early-stage companies 

as well. So we're always out there, trying to find the best way to get to better outcomes 

for patients.  

 


