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Abstract 
 
At the 1st CNIA conference the author explored with the audience a preliminary research 
proposal in relation to unintended consequences of information communication technology 
(ICT) implementations. This presentation describes the outcomes of the subsequent 
qualitative research study undertaken at Vancouver General Hospital that focused on what 
Vancouver Coastal Health (VCH) can learn from assessing the positive and negative 
unintended consequences of information communication technology implementations to help 
understand the determinants of successful ICT implementations.  
 
Any implementation of new ICT initiatives changes the usual or expected workflow in a 
healthcare setting. Similarly, many expected improvements to patient care and patient 
safety result in both good and unforeseen changes, unintended consequences, which may 
limit effectiveness or provide unanticipated benefits. This research focused on the 
unintended consequences of introducing new technology to patient care units in a hospital 
setting – what you get is not always what you expect when new technology is introduced. In 
the study, a purposive sample of experienced ICT users participated in one-on-one 
interviews and a focus group session. Participants identified four key areas that would 
support ICT success: early end-user engagement, meaningful training and support, broad 
communication strategies, and consistent outcome evaluation. These findings will be 
discussed along with the study recommendations and organizational implications. 
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