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What is a chatbot?

Relationship Experience Technology

 Instant
 Intelligent
 Digital conversation
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Software designed to: 

• simulate human conversation

• often powered by AI and machine learning
• designed to automate 1-on-1 interactions 

• often eliminating the need for a human

Ogilvy.com 
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Source: AppAnnie.com



Why now?

Pressure to Reduce Costs & 
Improve Efficiency

Provide Immediate 
Information

Provider Insights 
Between Visits

Rachel Haviland, PhD @RachelHaviland RachelHaviland.com



Rachel Haviland, PhD @RachelHaviland RachelHaviland.com

Bennett CC and Hauser K “Artificial intelligence framework for simulating clinical decision-making: 
a Markov decision process approach.” Artif Intell Med. 2013 Jan;57(1):9-19

https://www.ncbi.nlm.nih.gov/pubmed/23287490


Rachel Haviland, PhD @RachelHaviland RachelHaviland.com

Slides available at HealthMarketingAcademy.com/mcsmn



5 Features of Conversational Marketing

REAL
TIME SCALABLE ENGAGEMENT

PERSONAL FEEDBACK

Source: Drift.com



Where can I find them?

• Websites
• Text Messaging app
• Social Networks
• Messaging apps



Patient-Only, Patient-Clinician or Clinician-only

Safe
Drug Bot



Use Cases

CUSTOMER SERVICE

ADMIN & INFORMATION

EDUCATION & SUPPORT

PATIENT ENGAGEMENT

CARE MANAGEMENT



CUSTOMER SERVICE • Website concierge
• Location & directions
• Open hours
• Specialty doctors



CUSTOMER SERVICE

ADMIN & INFORMATION

• Schedule appointments
• Issue reminders
• Refill Rx
• Billing & Claims



CUSTOMER SERVICE

ADMIN & INFORMATION

EDUCATION & SUPPORT

• Health conditions
• Treatment & services
• Support between visits



CUSTOMER SERVICE

ADMIN & INFORMATION

EDUCATION & SUPPORT

PATIENT ENGAGEMENT

• Follow up
• Personalized plans
• Medication reminders



CUSTOMER SERVICE

ADMIN & INFORMATION

EDUCATION & SUPPORT

PATIENT ENGAGEMENT

CARE MANAGEMENT

• Symptom checker
• Coordinated care
• Outreach
• Risk analysis



1. Report symptoms 2. Referral or advice 3. Track BP and weight



http://www.sensely.com

Meet Molly…



1. Understands what’s wrong 2. Provides relevant information 3. Suggest solutions







https://www.therachat.io/



https://www.therachat.io/



https://www.safeinbreastfeeding.com

SafeDrugBot



Thinking about using a 
chatbot?

Consider user experience first
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Can I speak to a real person?

Am I talking to a chatbot or a human?

Can they really solve my problem?

Language matters

Don’t pretend to be human!



6 Steps to Designing 
Chatbots
1. Decide the purpose, goals & KPIs
2. Choose your platform (HIPAA)
3. Determine your customer journey
4. Map out your campaign
5. Write your copy
6. Build the bot!
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Slidedeck available at:

HealthMarketingAcademy.com/mcsmn
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Phone: 813-767-9290
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