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• Audience audio and video options have been 
disabled.

• To interact in the Q & A portion of the presentation, 
type your question in the chat window and select 
the “all panelist” option to direct your question.

• Today’s session is being recorded and registered 
guests will be emailed a link to access from 
EventBrite.

• Want to stay informed about future sessions? Get on 
our mailing list here: 
letstalkinformatics@nshealth.ca.
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Informatics

Informatics utilizes health information and health care technology to 
enable patients to receive best treatment and best outcome possible.



Let’s Talk Informatics Objectives

This series is designed to enable participants to:

• Identify knowledge and skills healthcare providers need in order to use 
information now, and in the future.

• Prepare health care providers through an introduction to concepts and 
experiences in Informatics.

• Acquire knowledge to remain current by becoming familiar with new trends, 
terminology, studies, data and news.

• Collaborate with a network of colleagues to establishing connections with 
leaders who can provide advice on business issues, best-practice and 
knowledge sharing.
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We do not have an affiliation (financial or 
otherwise) with a pharmaceutical, medical device, 
health care informatics organization, or other for-

profit funder of this program.



Session Specific Objectives

• At the conclusion of this activity, you will be able to:
• Identify why and how chatbots can be used in health care
• Understand high level technology and where bots can be deployed in Health 
• Identify potential uses cases for where Chatbots can enhance your current 

workflow
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What is AI?

Artificial Intelligence
Enabling machines to think like humans

Machine Learning
Training machines to get better at a task 
without explicit programming
• Automated Disease Identification and 

Diagnosis
• Oncology – Detecting Cancer
• Robot-Assisted Surgery
• Virtual & Augmented Reality – Clinician 

Training & Education
• Realtime Home Monitoring & Intervention
• Genome Sequencing – Personalized 

Treatment Plan
• Nanotechnology – Site Specific Targeted 

Drug
• Outbreak Prediction
• Clinical Trial & Research Participation

Robotic Process 
Automation & Chatbots
• Virtual Assistant for staff

Image Recognition
• Automated Medical

Imaging Diagnosis

Speech Recognition & NLP
• Personal Health Companions



Current Challenge



Opportunity: Improve Customer Experience
Increase Focus on Higher Value Work

Almost 2/3 of
customers will 
not wait more 
than 2 minutes 
for assistance.

Forrester

Response Time

Instant

Instant

2-10 mins

Resolution Time
24 - 48 hours

18 mins

5 mins

+ 8 mins

5 mins



Chatbot Overview



Why & When to Use Chatbots

When Why
• Should automate repetitive 

information requests, 
FAQs, tasks etc.

• Always available.
• Can process thousands of 

requests simultaneously.
• Allows staff to focus on higher value work.
• Allows clinicians to dedicate more time to 

patients.
• Increases positive user and patient experience 

by decreasing waiting.



Guiding Principles for Responsible Chatbot Use

These principles are essential 

for a responsible and 
trustworthy approach to AI, as 

intelligent technology 
becomes more prevalent in 

the products and services that 
we use daily.



Types of Chatbots

Conversational

• Scripted conversation 
between Bot and customer

• Used more for Q&A with 
predefined answers

• Information is NOT 
retrieved from a data 
source such as SAP, or 
Clinical Systems.

Transactional

• Conversations where 
information is retrieved from:
 Internal Nova Scotia Health 

applications – SAP, Clinical 
Systems

 External Web applications -
Smartsheet



Where can Chatbots be Installed?

Teams, Slack, Facebook and other 
Messaging Platforms

SharePoint and Web Pages

Mobile Applications

Native applications like SAP, assyst

Interface with Robotic Process 
Automation



Chatbots in Health



Internal Chatbot Use Cases

01 What is in stock in Pharmacy?

07 Network and application password reset.

02 What is the cost for a drug?

06 What is the lease end date of my device?

05 Which device should I order?

03 Who is on call for a particular specialty?

04 Add on Labs to Bloodwork.
Internal 

Digital Front 
Door Chatbot



Citizen Chatbot Use Cases

Q & A on COVID, 
procedures, testing.

DI exam prep 
helper bot.

I am uninsured. What 
are the costs for 
specific procedures?

Scheduling 
appointments.

Public 
Digital 

Front Door 
Chatbot



How do we know which Chatbots to build?

Implement Work is currently underway within the proof of concept

Generate A Weighted Score

Consider Cost Savings to the Organization

Focus on Customer Experience



Financials



Saving Staff Time - Example

IM/IT team receives over 1000 request per year to check lease end dates for 
devices.

It takes 30 mins between requester and IM/IT staff to fulfill the request which 
is 500 hours per year or ~$20,000.

Activity Financial ($)

Bot build and Implementation $5,000

FTE Operations $2,000/year

Cloud Operations Cost $0.64/ea for first 2000 transactions
$0.58/ea after first 2000 transactions

Cloud Operation Cost (1000 Transactions) $640

Total Cost Year 1 $7,640

Org Saving Year 1 $12,360

Total Cost Year 2 $2,640

Org Savings/year 2 + $17,360 or ~0.2 Digital FTE



Technology



Proof of Concept

A E

B D

C

Chatbot Sandbox
Disconnected from 

On Prem Data

Repeat the process 
with Google and 

AWS

Chatbot Dev/Test
Connect to On Prem Test Data
Greeter Bot handing over to 

specific bot

Chatbots in Production 
Connected to live 

Health Data on Prem

Chatbot Dev/Test
Connect to On Prem Data via 

Middleware (CorePoint)



Delivery & Support - 3 Phases

Phase I

• IT group/vendor

Phase II

• Standardize UX
• Standardize tools
• IT/Vendor supported

Phase III

• Departments build 
bots

• Support distributed 
between IT/vendor and 
department



Chatbot Architecture



Demo



Thank you

Need More Info?

letstalkinformatics@nshealth.ca

mailto:letstalkinformatics@nshealth.ca


Let’s Talk Informatics Certifications

• Digital Health Canada - participants can claim 1CE hour for each presentation 
attended.

• College of Family Physicians of Canada and Nova Scotia Chapter -
participants can earn one Mainpro+ credit by providing proof of content aimed 
at improving computer skills applied to learning and access to information.

• Canadian College of Health Information Management - approves 1 CPE 
credit per hour for this series for professional members of Canada’s Health 
Information Management Association (CHIMA).
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