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About Me
Director, HR Workforce Transformation, 

Intermountain Health, Salt Lake City, Utah

20+ years in healthcare operations and leadership

Doctoral Candidate, EdD in Healthcare Leadership 

and Learning, Aspen University

Adjunct Faculty, Operations and Information 

Systems, University of Utah

Research focus: AI-enabled leadership confidence
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A Small Plot Twist
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Marty Twelves, digital content 

manager, was supposed to join me.

He can’t be here.

So today, you are Marty.



AI Has Entered the Messy Middle
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The novelty phase is ending.

Now the hard questions begin:

What changed?

Who adopted it?

What improved?

What stopped?

What value was created?
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AI Pilots Don’t Fail. Systems Reject Them.
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AI 
Tools

Workflow

Trust

Governance

Confidence

Most AI initiatives do not stall because 

the tool is useless.

They stall because the system 

around the tool is not ready.
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The Healthcare Marketing AI Trap

AI promises:

Faster content

Better targeting

More personalization

Deeper insights

Lower friction

But healthcare requires:

Trust

Accuracy

Empathy

Compliance

Human judgment
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The Real Adoption Gap
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The gap is not between people 

and technology.

The gap is between:

AI ambition

and

organizational readiness



The Human Adoption Equation

Capability
Can I use it?

Confidence
Do I trust 

myself using 
it?

Context
Where does it 
fit in the work?

Consequence
What happens 
if I use it well 

or poorly?
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Capability × Confidence × 

Context × Consequence = 

Adoption

AI adoption requires four things:



The Quiet AI Exhaustion Nobody Wants to Admit

Confidential and property of Intermountain Health 9

AI burnout sounds like:

“I know I should be using it more.”

“I’m behind.”

“I don’t know what’s allowed.”

“Every week there’s a new tool.”

“I tried it once and it wasn’t great.”

“I don’t have time to learn one 

more thing.”



The Confidence Gap
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Impostor thoughts show up in AI 

adoption:

“Everyone else gets this faster than 

me.”

“I should already know this.”

“What if I use it wrong?”

“What if my expertise becomes less 

valuable?”

“What if AI exposes what I don’t 

know?”



AI Can Trigger Impostor Syndrome
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AI can make capable people feel:

Behind

Replaceable

Exposed

Less expert

Less creative

Less in control



AI Can Also Reduce Impostor Syndrome
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When used well, AI can help people:

✓Practice privately

✓Generate first drafts

✓Prepare for hard conversations

✓Clarify messy thinking

✓Build confidence through 

repetition

✓Ask questions without 

embarrassment



From Tool Training to Confidence Building
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Do you know how to use the 
tool?

Traditional training 
asks:

Do you feel safe, clear, 
capable, and supported 
enough to use it in real 
work?

Human-centered 
adoption asks:

Awareness

Skill 
development

ExperimentationConfidence

Adoption



Practiced Confidence
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Confidence grows through:

• Repetition

• Safe experimentation

• Coaching

• Feedback

• Visible progress

• Permission to learn

Confidence is earned through motion.



The New HR–Marketing Alliance

Marketing 
understands:

Audience trust

Storytelling

Behavior change

Message clarity

Brand experience

HR 
understands:

Capability building

Leadership behavior

Change adoption

Psychological safety

Workforce readiness
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Together: AI adoption becomes a human strategy.
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Five Radical Ideas to Leave With
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1. Stop launching AI pilots. Start redesigning work. 

2. Treat confidence as infrastructure. 

3. Make HR and Marketing co-owners of adoption. 

4. Measure behavior change, not tool access. 

5. Use AI to make healthcare more human.

Bonus: 

Confidence is not something you wait for. 

It is something you practice. 



Continue the Conversation
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If your organization is exploring:

• Strengthening HR-Marketing partnerships

• Workforce redesign

• Skills-based planning

• AI adoption

• Leadership confidence

I would welcome a conversation after the 

conference.

linkedin.com/in/lancebradshaw

Download a copy of these slides

tinyurl.com/Swaay26
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