
Dispelling the Myth 
of “Non-Disruptive” 
Disruption
Stephen K. Klasko, MD, MBA

President and CEO, Thomas Jefferson University and Jefferson Health
Distinguished Fellow, World Economic Forum



| THOMAS JEFFERSON UNIVERSITY & JEFFERSON HEALTH | HOME OF SIDNEY KIMMEL MEDICAL COLLEGE



| THOMAS JEFFERSON UNIVERSITY & JEFFERSON HEALTH | HOME OF SIDNEY KIMMEL MEDICAL COLLEGE



| THOMAS JEFFERSON UNIVERSITY & JEFFERSON HEALTH | HOME OF SIDNEY KIMMEL MEDICAL COLLEGE

What happened to Hospitals?

30,000 employees furloughed, $3B loss

$39.9m loss Q1

Losses of $323B in 2020
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What happened to Insurers?

Up 14.9%, $2.3B profit

Up 24.6%, $1.8B profit

100% profit increase

100% profit increase
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Healthcare has broken smashed 
the cost, access, quality and
patient experience curve
through a series of disruptive
events and creative partnerships
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HOW DID WE GET HERE?
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BACK IN
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The iron triangle
of health care

ACCESS

QUALITY

COST
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“We’re going to increase
access, increase quality
and decrease costs…

…and it’s not going to 
be painful.”
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HEALTH
PLAN

N UNIVERSI
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UnHealthcare: From Sick Care

B2B B2C
WHOLESALE

Providers sell themselves to physician and insurers.

Employers make decisions on behalf of individuals 

and their families.

HOUSE MONEY

RETAIL

Providers sell themselves to consumers.

Individuals make decisions on benefits,

Providers and course of care.

YOUR MONEY
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I’M MAD AS HELL
AND I’M NOT GOING TO 

TAKE IT ANYMORE!
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What are People saying?  HARRIS POLL

• 81 percent of the respondents said shopping for healthcare services should 
be as easy as shopping for other types of services.

• 67 percent of the respondents said it feels like every step of the healthcare 
process is a chore.

• 62 percent of the respondents said the healthcare experience feels like it’s 
intentionally set up to be confusing.

• 56 percent of the respondents said they know people who will do anything 
to avoid seeking care because the healthcare experience is so poor.
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IRON TRIANGLE OF HEALTHCARE

….To Health Assurance

Ability to thrive and not have health get 
in the way

Ability to connect and have human relationships

Ability to easily navigate on their own terms

Ability to understand what they need to do



| THOMAS JEFFERSON UNIVERSITY & JEFFERSON HEALTH | HOME OF SIDNEY KIMMEL MEDICAL COLLEGE

JEFFERSON 
PILLARS

ACADEMIC

CLINICAL

INNOVATION

Strategic 
Partnerships

OLD MATH: NEW MATH
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Can a 195 year old
AMC make it acting 
like a start-up 
company?

START-UP
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ASSUMPTIONS
• Paid based on quality, cost patient experience and outcomes

• Hospital stays will be commoditized

• Our doctors and nurses will coexist (cooperate) with deep learning.

• Given the above, we will need to select and educate humans to be 
better humans than the robots, e.g. foster creativity

• Population health, predictive analytics, and social determinants need 
to move to the mainstream of clinical care, payment models and medical education
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Retreating From Innovation Is Not an Option: Post COVID

• Build on disruption introduced by the pandemic

• Remote monitoring

• Virtual care delivery and rounds

• Set up structure to prevent innovation regression

• Schedule a “minimum” number of virtual patient visits in each department

• Prevent “backsliding” 

• Establish innovation partners with different yet complimentary skills

• Don’t be a “vendee” be a partner
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UN-SCALED

20 th century pr inciples 
of  mass production and 
economies of  scale are 
ceding to mass 
personal izat ion and 
rentable scale
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UN-HEALTHCARE

Cost ly  “s ick  care”  i s  g iv ing way 
to af fordable ,  personal ized ,  and 
preempt ive care wi th genomics ,  
sensors  and AI-based d ig i ta l  
therapies .
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“We’re delivering
Star Wars
technology in
Fred Flintstone’s
delivery system.”

– Dr. Freda Lewis-Hall
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To meet the needs of patients
to access their healthcare in
the flexible manner in which
they consume every other 
consumer good.

To redefine Jefferson Health
based on our care and caring
rather than our location.
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AN OBSESSION TOWARD 
MAKING WHAT’S DIFFICULT.    IN HEALTCARE EASIER
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Health Assurance: When Patients are People

Create a strong sustainable partnership between technologists and providers 
to remake medicine’s role in society

Apply data and technologic advances to deliver the best preventative, 
supportive and least intensive care possible

Re-center the healthcare experience to focus on the relationship between the 
needs of individual people  and their care providers

Evolve the payor-patient-provider system to one where incentives are aligned 
across all constituencies

Scale a resilient model that can dynamically accommodate changes in demand
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INNOVATION AS A GROWTH DRIVER
DIGITAL 

INNOVATION

INNOVATION 
PILLAR

STRATEGIC 
VENTURES
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Today, for our employees, 60% of 
non-ambulance ER visits 
that utilize virtual triage and 
JeffConnect do not end up in our ERs:

• Urgent Care

• Direct Telehealth

• Next Day Office Scheduling
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Care, like everything else: Digital

ACCESS | EXPERIENCE | CONVENIENCE
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INPATIENT CARE
Virtual Rounds

• Include key family members in daily rounds

• Enable family members & physicians to 
participate in discharge planning

• Available to all inpatients
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FINDING 
THE RIGHT
DOCTOR 
SHOULDN’T 
BE SO HARD



APPOINTMENT REMINDER
Convenient to You
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GENDER 
DATA GAP
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Healthcare Marketing is mired in the 1990s

1. Nobody knows what it costs to acquire a patient. 

2. Nobody knows what it costs to retain a patient.

3. Nobody knows what it costs to prevent leakage

4. Patients and members, both new and existing, will tell you 
that healthcare marketing has zero impact on who they 
choose as their provider and payer.

5. Providers and payers will continue to spend money on 
marketing campaigns that do not resonate with anyone 
outside of marketing. 

CONSUMER SEGMENTATION
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Guide consumers by giving them 
the information they need to make 
good decisions about their health 
▶ Consumers who are disengaged in managing 

their own healthcare are often unsatisfied 
and drive up costs

Find convenient ways for consumers 
to connect with the healthcare community
▶ Be Amazon, Target, Walmart

▶ Don’t Be Macys, Sears, Penney’s

Inspire loyalty
▶ Learn from success of other industries

▶ Demonstrate value for money

▶ Give consumers a single point of contact

▶ Create a seamless experience across the continuum
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THE RISK OF 
TECHNOLOGY 
VS. TOUCH
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DR. ROWAN MOLNAR
“Technology will 
replace 80% of 
what doctors do.”

DIFFERENTIATOR #1
“We Need an Extreme 
Makeover of Medical 
Education.” VINOD KHOSLA

“Any doctor that 
can be replaced 
by a computer 
should be.”
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START FROM THE 
BEGINNING
Doctors in 2020 were chosen 
based on 3 criteria:

• Science GPA

• MCATs

• Organic Chemistry Performance
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…AND SOMEHOW 
WE’RE AMAZED
Doctors in 2020 aren’t more:

• Empathetic

• Communicative

• Creative
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ORGANIC CHEMISTRY
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WHAT’S GOING 
ON IN THIS 
PICTURE?
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. 

- IBM
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To teach our health professionals 
to be ready for what will happen 
ten years from now today.
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70% of Physicians Practicing 
3 Years or Less Felt they 
Did Not Learn What They 
Need Most in Practice

• Management of Change

• Negotiations

• Healthcare Financing

• Effective Communication

• Making Patients Happy

• Individuals in an Organization

• Leadership Development

• Running an Effective Meeting

• The Fourth Industrial 
Revolution
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JOLT: CHANGING CULTURE
40 senior leaders yearly

Application process, sponsor involvement, 
executive approval

Three highly integrated streams in a 
9-month program

• Classroom

• Project/Sketch Assignment

• Executive Coaching
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PHYSICIAN ATTITUDES VS. 
ADMINISTRATORS TIME CHANGING THEM 

0%

10%

20%

30%

40%

50%

60%

70%

Percentage
of Medical
Staff Who

Get It

Time Spent 
Preaching

the Converted

Percentage
of  Medical 
Staff Who 

Never Get It

Wasted
Time 

Frustrating
Yourself

The
All-Important
Silent Majority

Time Spent
on Turning
Them into
Leaders
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OUTCOMES
• Competency Development

• Readiness for Leadership Roles

• Projects

• Participant Feedback

• Sponsor Feedback

• Physician Burnout
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325% IMPROVEMENT IN 
DEALING WITH DIFFICULT 
ISSUES AND SITUATIONSJOLT
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THE RIGHT WAY
• 133% commitment to and engagement 

in ensuring TJU’s success

• 200% work in teams

• 167% effectively communicate 
and influence

• 250% loyalty to organization

• 80% willingness to serve in a 
leadership capacity



| THOMAS JEFFERSON UNIVERSITY & JEFFERSON HEALTH | HOME OF SIDNEY KIMMEL MEDICAL COLLEGE



| THOMAS JEFFERSON UNIVERSITY & JEFFERSON HEALTH | HOME OF SIDNEY KIMMEL MEDICAL COLLEGE



| THOMAS JEFFERSON UNIVERSITY & JEFFERSON HEALTH | HOME OF SIDNEY KIMMEL MEDICAL COLLEGE

Healthcare has broken the
cost, access, quality and
patient experience curve
through a series of disruptive
events and creative partnerships

Robots &
Humans
Working together 
to provide 
better health.
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21-year disparity in life expectancy just a 10-minute walk 
in either direction from the Rocky statue.

[ Spring Garden Neighborhood ][ Mantua Neighborhood ]
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ROBOTS AND HUMANS WORKING TOGETHER TO PROVIDE BETTER HEALTH…FOR EVERYONE!

2030



| THOMAS JEFFERSON UNIVERSITY & JEFFERSON HEALTH | HOME OF SIDNEY KIMMEL MEDICAL COLLEGE

How Do We Not Just Make the Wealthy Healthier?

• We need large scale transformations in healthcare to both survive as a 
business and to have a positive societal outcome

• True disruption means threatening your existing product line and your past 
investments.  Breakthrough products disrupt current lines of business.

• There is no such thing as non-disruptive disruption

o It will be painful for those who don’t want to think differently as new 
ecosystems are built

o The fourth industrial revolution will give us the tools and data to do this but we need to 
proactively address the human and ethical consequences

o Social determinants and health inequities need to move from academic ponderings to 
the mainstream of clinical care and health policy
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U.S. consumers were asked which is more important to them—
data security or convenience regarding access to different kinds of health data 

CYBERSECURITY:
THE NEXT 

HOSPITAL BOARD 
CRISIS
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“The Amazon Moment in Healthcare Is Coming!”

• From sick care to health assurance (people are not patients until they are 
sick)

• From hospital to home, from the physician and administrator as the boss to 
the patient as the boss

• From static to continuous data—”abolish the physical”

• From humans as robots to humans as humans
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THE TEN YEAR GAME-CHANGER
Deep Learning, Machine Cognition, Augmented, Intelligence
By 2022
25% of hospitals with $1 billion of net revenue were providing real time genomic based decision support 
at the time of Rx writing

By 2024
20% of the population with chronic conditions were relying on virtual health assistants 
for wellness and management

By 2025
Health systems have moved from “sick care” to health assurance; Health policy rewards healthy choices; Food and 
home environment are among the variables in how health systems are paid

By 2029
For the first time, the majority of interactions were virtual or remote and the majority 
of those involved AI or machine cognition applications
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Transplanting Medical 
Advances and Knowledge
into Improved Patient 
Care Through Procedure 
Rehearsal Studios

A New
Educational
Paradigm
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SEE ONE
DO ONE

TEACH ONE

NO MORE
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Simulate! 
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IS YOUR SURGEON 
QUALIFIED?

Can they prove it?
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MOST IMPORTANTLY, 
WE HAVE TO…


