
©      Natalie Turner, The Entheo Network. 2010.  All rights reserved 

Health Care Quality 

Improvement Conference 

The Entheo Network 
In Pursuit of Clinical 

Excellence: How to 

Drive Innovation in 

Healthcare 

Services  

 
 
“If we don‟t change our direction, we are 

likely to end up where we are headed.” 

Chinese Proverb 
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Session Agenda 
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Agenda 

∟ A shifting landscape.... 

∟ The Six „I‟s of Innovation 

∟ Mapping the Patient Journey 

∟ “If Google were a Hospital...” 

∟ The new rules of the game 

∟ Reflection and review 



©      Natalie Turner, The Entheo Network. 2010.  All rights reserved 

Exercise 

└ Introduce yourself to others in your 

group, find out one thing you all have in 

common  

└ Do a quick brain warm up….. 
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Warm up Exercise 

Within one minute list the connections you see between these 

images…in how may ways are they similar? 
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Obstacles to Innovation 

9 │ 

No. 1 – Slow development times 

 

No. 2 – Lack of coordination 

 

No. 3 – Getting good customer insight 
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72% of senior executives named 

innovation as one of their top three 

priorities, almost half said they were 

dissatisfied with the returns on their 

investment in that area. (Business Week) 
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What is Innovation? 
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“Creating something 

valuable out of an idea 

that is new to you”. 
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Defining Intent 

└ Core questions  

 

∟Why do we need to do this? 

∟What value do we want to create? 

∟When is the right time? 

∟Where is the right place? 

∟Who is the right team? 

∟What would be sustainable? 

 

 

Intent Statement 

 

└ Create an intent “purpose” 

statement that you can revisit and 

revise as you go through the 

Innovation Challenge 

 

└ We need to do xyz because….. 

└ “We want to do this so that we….” 

└ “Our patients will benefit because 

they will receive/be able to…..” 
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Identify 

∟ Objective 

∟ To identify an opportunity space 

for innovation (opportunity, patient 

need or trend) 
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∟ Innovation Challenge: 

∟ To create new patient 

engagement strategies that will 

improve the patient experience  
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Identify: Map the Patient Journey 

└ Map out the patient journey 

└ Stages of the journey 

└ Experience at each stage 

(pain points, high points) 

└ Touch points with the 

healthcare provider/hospital 

 

└ Identify opportunity spaces for 

innovation 
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Creativity Techniques 

Lateral Thinking 

Mind Maps 

Personification 

Force Fit 

Role Playing 

Visualization 
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Ignite  

∟ Objective: 

∟ To come up with a diverse range 

of ideas 

∟ To have a high number of quality 

ideas related to the patient journey  

∟ Facilitator tips: 

∟ Be positive 

∟ Encourage different ideas 

∟ Write down all ideas 

∟ Ensure everyone contributes 

∟ Build momentum to create more 

ideas 
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What would Google Do? 

└ Brainstorm every association and word that comes to mind 

when you say or hear the word “Google” 

 

└ Google have decided to become a hospital and they have 

asked you, as healthcare specialists, to help them design 

patient engagement strategies 

 

└ Use the Google stimulus to generate ideas 

 

└ Write up your top ideas 
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Investigate  

∟ Objective: 

∟ To research and validate your ideas 

∟ To test your idea with other people and 

organisations 

∟ To select the best idea to take into the 

Invest stage (develop a selection criteria) 

∟ Facilitator tips: 

∟ Suspend judgement while ideas are 

investigated 

∟ Encourage questioning – especially “how 

could we…”, or “what if…” 

∟ Listen to opinion of everyone, not just the 

loudest or most vocal 
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Invest  

∟ Objective: 

∟ To build a business plan 

∟ To influence people to build alliances  

∟ To work out core resources (people, time, 

money) 

∟ Facilitator tips: 

∟ Be as objective as possible 

∟ Be decisive 

∟ Consider who the stakeholders will be and 

potential push-backs 
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Implement  

∟ Objective: 

∟ To create a 3 minute presentation  

∟ To excite people about your idea 

(rational and emotional)  

∟ Facilitator tips: 

∟ Be rational and realistic with 

regard to needs and time 

∟ Think broadly about what you 

would need to turn your idea into 

an innovation 
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Improve (Part One)  

∟ Objective: 

∟ Understand how your idea may have 

transferable benefits 

∟ Identify opportunities to further improve the 

innovation  

∟ Incorporate and communicate learnings 

∟ Facilitator tips: 

∟ Be broadminded  

∟ Encourage people to bring in ideas linked to 

their own area of expertise 

∟ Encourage people to build on the ideas of 

others 
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Improve (Part Two)  

∟ Objective: 

∟ Identify strengths and weaknesses in your 

team during the exercise 

∟ Pull out key group learnings  

∟ Identify personal learnings 

∟ Facilitator tips: 

∟ Encourage a range of opinions  

∟ Do not dwell on one or two issues 

∟ Be practical – ask how you can use the 

findings to help you innovate back at work 
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What is Google doing? 
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The New Rules of the Game 

└ Customers are now in charge and can have 

immediate impact on huge institutions in an instant 

└ People can find each other anywhere and organise 

themselves for or against you 

└ The mass market is dead, a market of niches 

└ “Markets are conversations”  

└ Control of products and distribution no longer 

guarantee premium or profit 

└ Collaboration is key (creating, distributing, 

supporting) 

└ The most successful organisations today are 

networks 

└ Owning people, products and IP is no longer the key 

to success, openness is. 
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Exercise - Review & Reflection 

 

 

∟What have you found most useful 

today that will help you and your 

organisation become more 

innovative? 
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Contact Details 
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Natalie Turner 

Founder, Group CEO 

 

 
natalie.turner@entheo.com 

+65 97280834 

www.entheo.com 
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The Entheo Space United Kingdom 

Suite 12945, 2nd Floor 

145-157 St John Street 

 London EC1V 4PY  

 

info@entheo.com 

www.entheo.com 

 

+44 (0) 8452 733845 

The Entheo Space Asia Pacific 

75 High Street 

Singapore 

179435 

 

 

 

 

+65 6595 6688 / 3125 1700 
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