
Navigating the digital future 
of Australian healthcare
A look at what’s next for care delivery and operations 



Technological innovation continues to deliver 
remarkable opportunities and boundless potential 
across today’s digital economy, but perhaps 
nowhere is the impact greater – nor the outcomes 
more critical – than in the healthcare sector.

As this change accelerates, healthcare providers 
are increasingly shifting their focus from single 
point medical machines to transformative 
process-driven solutions that support the very 
foundation of care delivery. By doing so, these 
organisations are beginning to witness improved 
care outcomes, enhanced patient experiences, 
financial stability, and advanced security and 
compliance capabilities that are positively 
redefining the healthcare ecosystem.

In this discussion paper, we explore the key challenges and technology 
trends impacting providers, patients, and staff in the Australian 
healthcare sector, and how you can best position your organisation to 
tackle them head on. 

 Addressing the healthcare skills shortage 

 There’s a growing demand for specialised technology skills in healthcare 
and the competition is rising. How can healthcare providers find the right 
skills for the emerging digital age and capitalise on the opportunities for 
innovation and growth?

 Working with legacy systems and infrastructure

 Legacy infrastructure hinders digital transformation but overhauling the 
entire system isn’t always the answer. Fortunately, with plenty of planning 
legacy roadblocks can be avoided as the path to transformation is laid out.

Technology to support the patient care experience 

From passive to empowered, today’s patients take an active role in their 
care. Technology adoption can help healthcare providers in their efforts 
to improve the patient experience by delivering high-value care with 
significantly improved outcomes.

Mountains of data and the security implications 

 As the data deluge continues, healthcare providers are presented with 
incredible opportunity. Treating data as an asset – making use of it, valuing 
it and protecting it with airtight security measures can drive significant 
value and competitive advantage.

Forecasting the future of technology and healthcare

 To maximise opportunities, the healthcare sector must plan for an 
increasingly digital future by investing in digital infrastructure to support 
today’s technologies and tomorrow’s advances. 
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Addressing the healthcare 
skills shortage 

The talent pool challenge 
The healthcare sector has always depended on specialised 
workforce skills. Today, rapid digitisation in healthcare not only 
disrupts the way institutions operate, it’s also redefining the skills 
needed to adapt to these evolving changes. Finding talent with 
an understanding of the nuances of the healthcare industry 
and a high level of technical fluency to keep pace with these 
shifts is an ongoing challenge for recruiters. Retaining talent 
adds another problematic layer too. Large scale projects can 
often take three to five years to complete, making it imperative 
to hold on to skilled personnel able to guide a project end-to-
end; a significant task when faced with a limited talent pool and 
increased competition for their specialised skills.

Complementing your workforce with a strategic partner
As the skills gap deepens, it has the potential to influence 
healthcare’s adoption of digital technologies. To address 
the problem, healthcare providers are increasingly turning 
to managed service providers as a viable and cost-effective 
alternative. While on-the-ground staff members are best 
positioned to deliver consistent and assured attention and 

respond to critical events, engaging managed services for non-

critical services presents a consistent cost-to-value alternative 

for supplementing the on-site team. In this capacity, the 

pressure on healthcare ICT can be relieved by transferring the 

responsibilities of technology, infrastructure and long-term 

strategic outcomes to a trusted technology partner, while the 

day to day operations continue to be run in-house.

Questions to ask potential partners
Undertaking due diligence will help you find a partner who 
shares and enhances your core business growth plans. 

  What is your healthcare vision?

  Is your support team based in Australia?

   Do you have people on the ground where they are 
needed?

   Can you provide references from organisations in the 
healthcare sector

   How will you outline the division of responsibility?

   What are your KPIs and how are they measured?
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Working with legacy  
systems and infrastructure 

Moving beyond legacy 
From artificial intelligence, point-of-care diagnostics and virtual reality to 
biosensors, 3D-printed devices and telehealth, technology has the potential 
to deliver breakthrough performance in ways never thought possible. Yet 
outdated legacy systems are obstructing the ability of healthcare providers 
to realise true healthcare innovation.

The challenges of change
Ageing inflexible infrastructure, insufficient IT budgets, the challenge of 
transitioning within an environment that demands constant uptime and 
change management for successful organisational-wide adoption are 
frequently cited as challenges to digital transformation. Unfortunately, these 
considerable roadblocks have a tendency to skew the decision-making 
process towards remaining with the status quo rather than commencing 
wide-scale technology overhauls. 

Overcoming technology roadblocks 
Breaking through the constraints of legacy systems and infrastructure 
requires substantial planning and investment. To avoid overhauling 
entire systems, IT should undertake a full, realistic assessment of existing 
infrastructure to detail what can be retained, and what is essential to be 
replaced. In addition, outlining costs for each step of an upgrade, along with 
timelines, will build a strong business case and provide the foundation for a 
solid clinical solution. Of equal importance, bringing building and 
construction contractors and network architects together in the early stages 
of a project will ensure ICT is supported within a new healthcare facility from 
day one. 
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Technology to support  
the patient care experience 

The modern patient experience 
Anticipating, meeting, and exceeding patient needs will improve care 
quality and help a healthcare provider to gain competitive advantage. This 
is because today’s patients are empowered consumers who respond to 
options that better reflect their personal needs. By delivering high-value 
care that concentrates on the patient and their unique needs, healthcare 
providers will be well-positioned to strengthen customer loyalty, brand 
reputation and increase referrals from patients to family and friends.

Understanding patient needs
Almost across the board patience experience is top of mind - with a 
recent survey finding that 90% of Australian healthcare providers are 
planning to implement, expand or have implemented patient experience 
technologies1. By utilising engagement tools, care providers can elicit 
patient’s perspectives on services that will improve their sense of dignity 
and wellbeing and design care services that positively impact the patient 
lifecycle. 

Delivering a better patient experience
Australian researchers identified a number of key factors that contribute 
to a positive patient experience - good communication, high-quality 
information at arrival and discharge, and the environment2. 

To create door-to-door patient experiences, institutions are integrating 
electronic medical record (EMR) data with patient engagement portals 
to unlock a 360 view of patients. Not only does this enable care to be 
delivered in more personalised ways, it can result in a significant reduction 
in errors, and reduce the length of stay required. For example, many 
providers use apps to offer after-care education, follow up appointments 

and allow patients to track their wellbeing and take ownership of their 
health. Telehealth, by offering convenient and quality access to care, is also 
emerging as a valuable tool enhancing patient satisfaction. It also means 
that treatment and care can be made available to anyone, regardless of 
their proximity to the health care providers.

When it comes to improving care environments – particularly in aged 
care – cold, clinical spaces are on the decline as facilities engage interior 
designers and landscapers to develop spaces that create a more 
comfortable, home-like feeling for staff, visitors and patients.

A good patient experience  
is good for business 
    Lower risk of medical malpractice 

A study found that for each drop in patient-reported scores 
along a five-step scale of very good to very poor,  the likelihood 
of a provider being named in a malpractice suit increased by 
21.7 percent3. 

   Greater employee satisfaction and reduced turnover  
Process and system improvements that support staff to provide 
efficient and effective care can reduce employee turnover, with 
one hospital reporting a 4.7 percent reduction4. 

   Boosting patient loyalty 
Patients who reported poor quality relationships with their 
physician were three times more likely to leave a practice when 
compared to patients with the high-quality relationships5. 
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Mountains of data and  
the security implications 

Today’s data deluge
As the digitisation of clinical information continues, healthcare providers are 
becoming awash with data from EMRs, connected sensors, IoT devices and clinical 
information systems. This deluge has been accompanied by advances in data 
collection, storage and analytics, but even as data is captured, standardising it and 
promoting interoperability offers new challenges. Privacy regulations – which can 
differ between institutions, along with State and Federal legislative considerations 
-  and data sensitivity are also presenting barriers to accessing and sharing the data. 
All problems aside, data-driven healthcare is here to stay.

Coming to grips with data
Substantial value can be extracted from data, but to get to that point it must be 
discoverable, accessible, and of high quality. Data storage and reporting can 
come with a high price tag, so it’s important to understand what data you really 
need and how the organisation can use it. Once this is clear, working backwards 
will allow you to understand the technologies needed to effectively capture 
data from disparate sources and mine it for valuable insights. Only then can 
healthcare providers use this data to enable better, more connected services, 
improve processes and decision making, and gain a panoramic view of patients.

Executing robust healthcare data protection 
As the use and value of healthcare data increases, trust is critical. The healthcare 
industry is not only near the top of the list for security attacks, it also incurs the 
highest cost for data breaches compared to any other industry6. In this high-risk 
environment, developing airtight data security that balances protecting patient 
privacy, delivering enough visibility to provide quality care and meeting strict 
regulatory and compliance requirements is essential. Proactive and preventative 
approaches to security will best prepare healthcare providers for continued 
compliance while reducing the risk of costly data breaches. 

Zero Trust – an emerging  
security architecture 
Zero Trust is a strategic, architectural approach 
to cyber security centred on the belief that 
organisations should avoid automatically trusting 
anything and everything inside or outside the 
perimeters. Instead, anything attempting to connect 
must be strictly verified before access is granted. 
While Zero Trust is increasingly being adopted by 
healthcare to curb the rise of data breaches, it does 
require a profound cultural and planned shift to 
effectively transition to this approach. 
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Forecasting the future  
of technology and healthcare
As healthcare providers around Australia invest heavily to take advantage 
of the significant financial and care benefits that digital transformation 
can bring, their success depends on their ability to harness not only today’s 
technology, but emerging technology too. To maximise opportunities, 
organisations should consider three key areas:

1. Future proofing 
Infrastructure delivery involves major investment and long lead times, 
making planning for evolving business needs crucial. Predicting future 
requirements and preparing a flexible and scalable capacity plan for all 
environments – resources, servers, storage and networking – will ensure 
capacity is available as business demands inevitably grow over the years. 

Planning for interoperability by using open standard technologies is equally 
important. A lack of interoperability can significantly slow adoption of 
emerging technologies and increase the chance of stranding solutions 
that soon become obsolete, or require complex webs of workarounds. 
Secure, standard, well-established solutions will better support functional 
capabilities and contribute to successful system expansions. 

2. Big data 
The incredible volumes of data generated by healthcare extends beyond 
the four walls of a facility to health research and practices where millions of 
articles are published annually7. This accumulation of massive quantities of 
healthcare data has the potential to become a powerful knowledge engine. 
When harnessed by a solid underlying infrastructure capable of supporting 
powerful AI and machine learning initiatives, the data is able to further 
advance healthcare understanding, prediction, performance and discovery 
as it fuels an ever-learning and evolving health ecosystem. 
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Forecasting the future  
of technology and healthcare (cont.)

3. Market disruptors 
Keeping a keen eye on emerging technologies and planning for their arrival will 
set the stage for a seamless adoption of future technologies. Looking ahead, 
providers should be taking note of a number of disrupting technologies:

   The arrival of ultra-fast 5G will spawn immense possibilities. Paired with the 
proliferation of IoT devices, 5G will further help to aid medical research, diagnose 
conditions, and deliver treatment thanks to its ability to seamlessly manage the 
bandwidth-rich demands of today’s healthcare environments.

   While robotics is already transforming healthcare, wider adoption is set to 
explode with extensive applications from delivering bed linen to assisting 
in surgery, reducing repetitive tasks and freeing up staff to focus on more 
important activities. 

   Autonomous guided vehicles are already becoming the norm in the US 
facilities, however here in Australia institutions should consider planning for 
docking spaces and suitable corridor widths in preparation. 

   Augmented reality is taking exciting leaps forward to support physicians to 
diagnose, treat, and perform surgery, and allow students to better visualise 
health scenarios and treatments.

   From remote care to clinical research and preparing prescriptions,  
AI advances will reduce costs and improve patient outcomes.

   Consumer-driven healthcare is on the rise as patients become empowered to 
access open source health data, use health tracking apps and use their health 
information to make decisions about their wellbeing. While this collaborative 
care approach can be beneficial, providers need to consider the potential 
medical-legal issues that may arise if patients resort to a self-diagnostic 
approach as a result of unsatisfactory care delivery.
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Powering the healthcare 
journey to network agility 
and innovation
At Matrix CNI, we bring the best of modern networks, security, 
communications, automation and strategy into one seamless 
service offering. Top tier networking vendor partnerships, 
deep service specialisation and the drive to deliver the best 
solutions for the healthcare sector unite to deliver high 
performance networking solutions that move your business 
goals forward.

Speak to a Matrix CNI expert about architecting a network 
solution built and scaled for the future of healthcare.

1300 850 400 | info@matrixcni.com.au

www.matrixcni.com.au
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