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6 Trends in an Era of Consumer-Driven Healthcare
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Minnesota investment banking firm Triple Tree has
released a report about the rise of consumerism in
the healthcare industry. The company says the industry
is becoming less like a traditional healthcare system and
more like a retail environment, with B2B2C, or business-to-
business-to-consumer, business models becoming the
dominant format.

“Viewed through the lens of many healthcare product and
pharmaceutical companies as well as select services
providers (e.g., Weight Watchers) that have been addressing
the health needs of consumers through business-te-
consumer (B2C) and direct-to-consumer (DTC) models for
considerably longer, consumerism is already here,” the
report reads. “For payers and providers however - and for
the technology and service companies they rely on —
consumerism is new, and the change is having a significant
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Dig into behavior
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One bigger idea



Most patients enter our system through the top of the
funnel and stay within the funnel

A

ACUITY / # OF PATIENTS

v

*all within last twelve months

Low Acuity

High
Acuity

/

83% of non-ED admissions have PHC PCP
relationship (internal data)

89% of Piedmont patients said they visited the
specialist referred by their PCP (VisionCritical)

89% of patients said they visited the specialist
referred by their PCP (custom research/CMG)

77% of Southern Vein Care visits had a PHC
PCP visit (51% within 60 days) (internal data)

68% of cancer visits had a PHC PCP visit
(internal data)**

72% of gen cardio visits had a PHC PCP visit
(internal data)*

** numbers may change once procedure codes are updated, only includes employed physicians
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* Launched same day primary care and cardiology visits

+ Reorganized departments * Established dedicated consumer
. » Established Piedmont Urgent Care partnership experience team
* Rebranded organization )
. . . * Piedmont.org relaunch * Launched The Piedmont Way
* Began search engine/social media ) .
patient acquisition campaigns * Piloted online scheduling * Created marketing data & analytics team
* Launched content marketing g bandeCicalRCESiniabaut Zinonths + Added Net Promoter Score as
under Living Better * Created Chief Consumer Officer position top patient experience metric
L
® ® ®
* Launched segmented monthly email * Published ER wait times * Established QuickCare at Walgreens
* Started physician star ratings and review work * Merged patient/consumer * Introduced wayfinding & access app

Sxperigiesand marketing * Relaunched online scheduling platform

* Developed The Piedmont Way < Al chatbotpilot

* Launched Piedmont On Call . " .
* Chose patient financial experience partner
« Shifted ownership of My Chart
to experience team



The Consumer and Patient Journey

Search & Arrival & Registration Procedures & Post Treatment
Scheduling Treatment & Post Visit
SEARCH SCHEDULING ARRIVAL REGISTRATION WAITING ASSESSMENT DIAGNOSIS & CHECK OUT BILL FOLLOW-UP
ROOM TREATMENT ‘
REFERRAL PRE- TESTING REFERRAL
REGISTRATION

<}

Customer Journey
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The Consumer and Patient Journey

Search & . . . Procedures &
. Arrival & Registration
Scheduling Treatment
- | XC)
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The Piedmont Way Principles

Start and end every interaction by engaging on a personal level, with
patients, their family, and other staff members.

Approach every interaction, short or extended, digital or in-person, CREATE

with the goal of making the person smile or the moment brighter. UPLIFTING
MOMENTS

Embrace technology as a supplement and enabler for
building stronger personal relationships.

Address patients’ unspoken wishes and pain points that we
are aware of before they turn into issues for the patient. ANTICIPATE NEEDS

Take ownership of the patient’s full journey, connecting

with all providers and staff involved to ensure each CONNECT THE JOURNEY

patient has an easy transition at every step.




The Piedmont Way Principles

New Hire Trial Period

Branded Piedmont Language

@ Customer
Service

Handwritten Milestone Notes

CREATE
UPLIFTING
MOMENTS

Real-time SMS Notification

My Piedmont Access App

Patient
Portal Optimization

Online Chat

66

Visually Redesigned Bill

Patient Preference Tracking

00 ®® 60 © 00

Everyday Healthcare Concierge

Seamless Transitions

ANTICIPATE NEEDS

CONNECT THE JOURNEY




Access: Seamless Transitions

Retum to search results or Start a new ssarch

Barbara Caroline Krull, MD
Intemal Medicine
*hk AR 2150

2 Online bosking

@ Available within 3 days*

Find a Doctor

Services

About  Expertise  Reviews Insurance

About Barbara Caroline Kru

Dr. Kruil received her bachelor of arts degr
‘She graduated with honors from the Medi
elected to Alpha Omega Alpha, the nation:
and residency in internal medicine at the U
since she was a teenager. She enjoys mus
American College of Physicians. She has t
certifid in intermal medicine. Dr. Krullis no

Patients & Visitors

Locations

™ Piedmont

HEALTHCARE

Jan7-Jan13 >

Sun Mon
17 178

8:00sm

Give Q

™ Piedmont

HEALTHCARE

G Patient Registration

8:15am 8:00am

815am

Please provide us with your details

2:15pm 8:15am

8:30am

2:30pm 9:15am

Insurance Member ID Number

Insurance Group 1D Number

Refenting Provider (if applicable)

What is the reason for your visit? *



Access: Seamless Transitions

*Doubled daily online bookings — averaging 30 per day
*66% of patients identify as NEW to provider

- 99% are Primary Care appointments

- 45% of appointments are physicals

*Appointments have been booked online with 165 different providers
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© 9,000 downloads

- 95% use app more than once, 22% using nine or
more times

- 900 “Save My Spot” taps for QuickCare

- Top wayfinding destinations: Food, ED
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Make an
Appointment




Thank you!

Questions?






