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Reevaluating the value of primary care using design thinking

Primary care is at a critical crossroads. Our current delivery systems are unsustainable and lack the resilience to survive in new 
environments where total cost of care, patient experience, and patient centered outcomes are the primary determinants of success. 

In order for primary care to remain relevant and viable, new solutions must be created that are practical and transformative, attract 
and retain new patients and provide high value, high satisfaction services that meet their consumer needs. Our cost of care must 
come down and our quality must remain high in order for us to be able to deliver affordable care in future reimbursement realities. 
Our institution approached this problem by using the tools of design thinking to develop a novel patient centered approach and 
then implemented this population health management model across primary care clinics in multiple geographic areas. Population 
Health Management has become a hot topic of conversation in medical literature and popular media, but the concept is poorly 
defined and implementation of a population health framework is not well understood. Here we report the initial results of our 
implementation, which suggests increased patient and staff satisfaction with little impact on finances in a fee for service environment. 
We also uncovered significant cultural barriers to implementation that are likely to be universal.
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