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DeliverHealth Gemini 2021
Early Adopters Optimistic about Digital Front Door Solution

First Look



Why This Spotlight?

Key Competitors (as reported by DeliverHealth)

Top Reasons Selected 

Number of Customers Interviewed by KLAS

Survey Respondents—by Organization Type  (n=3)

Bottom Line

AppCatalyst, Enlyte, Gozio Health, MobileSmith 
Health, Phunware

3 individuals from 3 unique organizations (out of 9 live at time of data collection)

Experience with EMR and other internal software 
systems, price, and time to delivery

Small standalone hospitals Academic health systems

0% 100%

What Does DeliverHealth Do?  
(A Customer Explains)

DeliverHealth Gemini
Customer Experience: An Initial Look

Predictable cost structure 

Better patient experience 

Updates and operational enhancements 

Time to See Outcomes  (n=2)

Outcomes Expected 
by Customers

Adoption of Key Functionality
Percentage of interviewed customers using functionality 

0% 100%

Grading scale
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A-

B+
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C+
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D+
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F= 8.55–9.0
= 8.19–8.54
= 7.92–8.18

= 7.65–7.91
= 7.29–7.64
= 7.02–7.28

= 6.75–7.01
= 6.39–6.74
= 6.12–6.38

= 5.85–6.11
= 5.49–5.84
= 5.22–5.48

= <5.22

Separating fact from fiction in emerging technologies
Emerging Technology Spotlight

Gemini: Early Adopters Optimistic 
about Digital Front Door Solution

33% 67%

Achieved Not achieved

Unexpected outcomePending

More and more healthcare organizations are looking 
to engage patients throughout their healthcare 
experience. DeliverHealth’s Gemini—a digital front 
door solution—is intended to improve the patient 
experience while minimizing pain points that can 
arise. This report seeks to validate early adopters’ 
experience with Gemini.

The Gemini digital front door solution fully 
integrates with organizations’ EMRs. Though the 
product is relatively new, early adopters highlight 
DeliverHealth’s close partnership, proactive 
customer service, and strong go-live execution. 
Customers would like DeliverHealth to be more 
collaborative with their internal teams and allow 
for more flexibility for upgrades.  

“We want a partner that is experienced in what we want 
to accomplish. We can do a lot of things with a mobile 
app. It can be patient facing, provider supporting, or 
employee facing. The integration and the experience 
with our current platforms were big prerequisites for us. 
DeliverHealth develops and hosts our mobile application 
and acts as a partner to our organization for development 
within the mobile application.” —Director of telehealth

Overall Customer Satisfaction

Highly satisfied
Satisfied
Dissatisfied

Yes No

Key Performance Indicators  (1–9 scale)

Product has 
needed 
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Executive 

involvement
Likely to 

recommend

Would you buy again? (n=3)Supports 
integration 

goals
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Comprehensive integration 

White-labeled native mobile apps 

EMR integration 

Analytics/patient intelligence 

Advanced messaging 

Within 6 months
Within 6–12 months

Immediately

Over 12 months
No outcomes yet
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Develop strong partnerships and relationships

KLAS’ Points to Ponder

HCIT market research  
and analysis expert  
with 40+ years of experience

Mike Davis
DeliverHealth’s Gemini is a digital front door solution that can be tightly integrated with patient portals, 
EMRs, and RCM solutions. Customers are highly complimentary of the implementation, support, and 
ongoing development that will enable more efficient workflows for staff and promote better experiences 
for patients. Gemini is well designed to support provider organizations as healthcare reimbursement 
practices move toward higher levels of value-based care that are partially based on patient satisfaction 
scores (e.g., HCAHPS). 

Organizations should consider the following:

“The vendor is as much of a strategic partner to us as they are a technical partner. A lot of what we do with the vendor is 
laying out organizational goals and then working with the vendor to achieve those goals.” —Marketing manager

“There could be more collaboration with our internal IT departments. That is where we could find some efficiencies.” 
—Marketing manager

“DeliverHealth was good to work with during the RFP process, the immediate start-up process, and the initial stages 
of development.” —Director of telehealth

“The vendor frequently reaches out and talks about the road map. They look forward and tell us what other clients are 
doing. I like that DeliverHealth is proactive about showing us where the puck is going.” —Marketing manager

Develop strong partnerships and relationships 

Good execution during go-live 

Proactive in their service and communication 

Strengths

“We have had some changes to how DeliverHealth rolls out updates. They are trying to only roll out updates at the end of the 
month. I am not necessarily a fan of that.” —IT manager

The Solution’s Long-Term Viability  
in Healthcare
An organization’s ability to support patients’ care 
throughout their healthcare experience impacts 
not only patient satisfaction but also patient 
outcomes. Organizations should offer digital 
solutions that are intuitive to use and easy to 
adopt. DeliverHealth has established a strong 
patient engagement solution to help continue 
their growth. They have a viable future because 
of the number of third-party IT solutions that can 
integrate into their digital environment. 

Impacts and Trade-Offs  
of the Underlying Technology
Gemini is well architected and uses digital 
components that are consistent with the 
components of other solutions in the market. 
The architecture is stable and will allow for 
additional features to be added down the road. 
Security protocols and data encryption services 
are conducted using standard industry methods. 

At this time, DeliverHealth is pursuing HITRUST 
certification, which will further validate their 
security environment. Interoperability with other 
IT applications is conducted using HL7 protocols 
as well as FHIR APIs.

Patient Engagement Analytics
Monitoring patient usage and satisfaction will 
be necessary for organizations to continually 
improve their services and the overall patient 
experience. These metrics can also be used to 
determine which features should be prioritized 
for the patient portal and which solutions are 
positively impacting operations (e.g., cost, staff 
satisfaction, staff turnover). Software solutions 
for patients should be designed to close gaps 
that impact care quality and patient safety. 
Adding patient engagement metrics to the 
enterprise data warehouse will enable better 
management of population health.

IT Collaboration with 
Patient Engagement Vendors
Organizations’ IT departments have been 
stressed by the digital transformation that was 
driven by COVID-19. This transformation has 
required providers and patients to collaborate 
virtually so that both parties can work together 
in safe environments. Provider organizations 
need to assess how their IT resources are 
working with patient engagement vendors 
to improve patient portals and digital front 
door solutions. This is especially critical to 
consider when integration between the patient 
engagement solutions and enterprise solutions 
supports the Quadruple Aim.

More collaboration with provider organizations 

Update schedules could be better aligned 
with provider organizations’ needs 

Opportunities



DeliverHealth: Company Profile at a Glance

Healthcare Executive Interview

Solution Technical Specifications (provided by DeliverHealth)

Cloud environment

Database environment

Security platform Integration approach
Development platform

Mobile application environment Data encryption

Confidentiality
HITRUST certification

Jeff Harper, 
Chief Product Officer

Founders
Assured Healthcare Partners, 
Aeries Technology Group

Estimated revenue
$100M+ 

Number of customers
5 live, 8 under contract 
(customers have had 2M+ app 
downloads from end users)

Year founded
2020

Revenue model
Monthly/annual licensing fee

Azure

SQL

NIST SDK, all modem and FHIR APIs, and 
HL7 formats

Mobile applications—Swift, Java, 
and Kotlin; web applications—React, 
JavaScript, PHP

Native applications for Apple and Google 
software environments

AES 256, protected in transit 
and at rest

BAA and HIPAA compliance
No, but in process

Number of employees
2,500+

Headquarters
Madison, WI

Target customer
Health systems, 
children’s hospitals

What is your background?
I was the founder and CEO of Duet Health. I created and ran the company from 2011 
until we were acquired and became part of DeliverHealth in 2021. During that time, we 
created some of the first mobile applications to serve healthcare organizations (e.g., 
health systems, government agencies, health education) on a large scale as both a mobile 
software development company and a pioneer in platforms used by patients as care tools. 
Prior to Duet Health, I worked in a variety of technology leadership positions in the banking 
and financial services industry, supporting organizations that moved billions of dollars 
every day. 

Why was DeliverHealth started?
We created the company because we thought there was an opportunity to activate 
patients in new ways and make them healthier and happier with their patient experience. 
We realized from the very beginning that patients were provided a fragmented, disjointed, 
and disappointing digital experience and that we had an opportunity to solve this problem 
in a big way. We felt that patients deserved the same comprehensive digital experience 
from their hospital that they received from their hospitality, banking, and retail outlets. 

What is DeliverHealth’s biggest differentiator? 
We are the only company integrating a comprehensive digital experience into a beautiful 
consumer package, enabling the incredible growth the industry is seeing right now. Our 
software was designed to take many disparate patient experiences and unify them inside 
one mobile application with a software platform backing it. As the digital ecosystem of 
healthcare grows every year, we will grow with it by nearly doubling the number of digital 
features offered each year. 

This material is copyrighted. Any organization gaining unauthorized access to this report will be liable to compensate KLAS for the full retail 
price. Please see the KLAS DATA USE POLICY for information regarding use of this report. © 2021 KLAS Enterprises, LLC. All Rights Reserved.
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Reader Responsibility
KLAS data and reports are a compilation of research gathered from websites, healthcare industry reports, interviews 
with healthcare, payer, and employer organization executives and managers, and interviews with vendor and consultant 
organizations. Data gathered from these sources includes strong opinions (which should not be interpreted as actual 
facts) reflecting the emotion of exceptional success and, at times, failure. The information is intended solely as a catalyst 
for a more meaningful and effective investigation on your organization’s part and is not intended, nor should it be used, to 
replace your organization’s due diligence. 

KLAS data and reports represent the combined candid opinions of actual people from healthcare, payer, and employer 
organizations regarding how their vendors, products, and/or services perform against their organization’s objectives and 
expectations. The findings presented are not meant to be conclusive data for an entire client base. Significant variables—
including a respondent’s role within their organization as well as the organization’s type (rural, teaching, specialty, etc.), 
size, objectives, depth/breadth of software use, software version, and system infrastructure/network—impact opinions 
and preclude an exact apples-to-apples comparison or a finely tuned statistical analysis. 

KLAS makes significant effort to identify all organizations within a vendor’s customer base so that KLAS scores are based 
on a representative random sample. However, since not all vendors share complete customer lists and some customers 
decline to participate, KLAS cannot claim a random representative sample for each solution. Therefore, while KLAS 
scores should be interpreted as KLAS’s best effort to quantify the customer experience for each solution measured, they 
may contain both quantifiable and unidentifiable variation.

We encourage our clients, friends, and partners using KLAS research data to take into account these variables as they 
include KLAS data with their own due diligence. For frequently asked questions about KLAS methodology, please refer 
to klasresearch.com/faq.

Copyright Infringement Warning
This report and its contents are copyright-
protected works and are intended solely for your 
organization. Any other organization, consultant, 
investment company, or vendor enabling or 
obtaining unauthorized access to this report 
will be liable for all damages associated with 
copyright infringement, which may include the 
full price of the report and/or attorney fees.  
For information regarding your specific 
obligations, please refer to klasresearch.com/
data-use-policy.

Note
Performance scores may change significantly 
when additional organizations are interviewed, 
especially when the existing sample size is 
limited, as in an emerging market with a small 
number of live clients.
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Our Mission
Improving the world’s healthcare through 
collaboration, insights, and transparency.

For more information about 
KLAS, please visit our website:

www.KLASresearch.com
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