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“Consumers have been empowered by technology, they're

accessing more information than ever before, and they're
able to make choices about their own healthcare, whereas in

the past perhaps they would have relied upon their doctor to
make those choices for them.”

Scott Melville, CEO of Consumer Healthcare Products Association ! !
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Session Objectives

— Better understand the healthcare consumer's experience within the system.
— Identify opportunities to involve healthcare consumers needs.

— Identify organizational opportunities to incorporate new technologies and practices to drive
consumer engagement
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The ECRI Difference | Data Empowers. ECRI Delivers.

ECRI is a leading independent patient
safety expert, reducing preventable
harm, and making healthcare more

transparent and accessible

— 50+ years of experience as a
global leader in patient safety

— At the forefront of research of & Assessments
technologies, patient safety,
quality, and evidence-based

medicine

— A leading provider of spend and

Actionable Insights and
Expert Consulting
Services

Independent
Scientific Testing

Market Intelligence
and Benchmarking

clinical data analytics and solutions

Evidence-Based
Intelligence &
Smart Analytics

Unique Safety and
Clinical Data &
Analysis

Agnostic Supply
Chain Analytics

Committed to Integrity, Transparency, and Excellence

» ECRI
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AHRQ evidence-based Care Transformation Support (ACTS)
Future Vision: A Knowledge Ecosystem that Supports Learning Health Systems

Y ECRI

Resource Developers

Ready access to evidence and
information when and how needed:
increasingly delivered proactively for EVi DENCE
resource development, updating Process Evidence

I Into Knowledge/Tools/

Q

GUIDANCE

Use Knowledge,
Tools, Resources
in Care and
Improvement Efforts

Y,

Resources

Quintuple Aim
+ Improve Clinician Work Life
+ Reduce Costs
+ Improve Health
+ Enhance Patient Experience

I DATA + Achieve Equity
Analyze Outcomes
National Learning from Care and ACTION

Improvement Efforts Produce Care Impacts

Health System
and Health Outcomes

Supportive policies/incentives;
effective standards, marketplaces.
shared focus and efforts on goals:
information (including on costs and
outcomes) and available
when/where/how needed to optimize
decisions/actions/results

FUY

Source: AHRQ evidence-based Care Transformation Support (ACTS)
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Information/Resources are

» Findable. Accessible,
Interoperable. Reusable (FAIR)
and useful

+ Computable and based on
widely adopted standards)

* Readily updated

Care Delivery/
Transformation

Care Delivery

Patients/care team have current
tools and resources to develop
and implement evidence-informed
care plans for all clinical issues,
and to address other care needs

Care Transformation
(Organization LHS) Quality
Improvement teams use
tools/resources informed by best
evidence: these address costs,
are sensitive to organizational
needs. comprehensively support
care transformation

©2023 ECRI | www.ecri.org
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The Current State of the Healthcare Consumer
Experience
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A Patient Journey | Frustrating, Expensive and Slow to Outcomes

Example of a typical patient journey today

Joe, who suffers from Although a neuralogical

chronic back pain |, visits his The pain bacomes Joe iz given analgesia for amargency 1: sxcluded, given
Joe's history of back pam,

— Healthcare consumers are no e e e S
d .ff t f t - I if hiz symptoms worsen. amETZEncy rocm . imaging , i performed. abeut options for surgery .
lrrerent rrom retal .

customers: they want to be g ) s ) Ly ‘i 0"
good consumers who can )’/‘

' . 1
S
make informed choices about o ... k \/ \/

LATER

the care they receive and
expect digital to be a core

u * . ., * 2 WEEES S = 4 1 WEEK
]
part of this engagement = = aAn
ﬂ r
Joe decides to underze After scheduling Joe starts physictherapy; but
surgery It takes about the cperaticn, he g2z an out-ofnstoork
three weeks for JToe to Joe has surgery . provider recommended
receive prior autherization by the surgecn.
far i.l:pmcedure.
e —
- End results for Joe - ~a -
-~
P ~
Source: Cordina, Gilbert, Griffin and Kumar, “"Next-generation 7/ S \
member engagement during the care journey.”, Mckinsey, [ p | Frstmtion vt b gk ’ ‘ o e )
July 23’ 2019. \ and slow treatmant e with his insurar P
N\ - -,
-

~ -
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Common Pain points in the Current Experience

Thinking about the last time you personally had a negative experience with a medical provider,
pharmacy or hospital. Which, if any, of the following describe what made the experience negative?

33%
Not applicable.

I have never had a
negative experience

23%

The visit was
not efficient

17% 13%

The medical 1did not

advice was receive
not helpful 1 5% emotional
lwas o support
surprised 15 /° o, o,
by the cost The staff 9 A) 7 A)
‘ were rude The location The digital
1 3? was too far healthcare
o | technology
The used was
treatment unsatisfactory
didn’t work 7%
Safety and
: security
protocols 5 %
were not ot 4 ‘y
followed on o,
know o 3 A)
Other Prefer not
' l P

Source: 2021 Accenture Health and Life Sciences Experience Survey
n=11,823
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Despite Leading the World in HC Expenditures, Quality and
Access Does Not Compare

Exhibit 4 - Healthcare Quality & Access Index - US vs. Comparable Exhibit 5 - Annual Doctor Consultations per Capita - US vs.

Countries Comparable Countries
*2016 *2015
Netherlands 9.1 Japan | 1.7
australia [ 5 © Germany I 1 O

Netherlands I 5.2

Sweden | 5.
Canadz I 7.7

Japan I, o1

Comp. Country Average 76

Austria I, 0: 9 Australia I 7 4
Comp. Country Average 93.7 Belgium NN .0
Germany N 20 Austrie - — 6

France N .3
United States NN :o
Sweden NN 9

France N .7
United Kingdom N 905
United States N 5.7

Source: Jefferies, KFF, OECD
Source: Jefferes, KFF

Exhibit 6 - Per Capita HC Spending by Category - US vs. Comparable Country Average
*2018

$8,000 +144%
$7,000
$6,000
$5,000
$4,000

$3,000

Annual Spend per Capita

Source: Jefferies equity research report, H/C Payment / Care
Delivery Landscape Evolving as Value-Based Models Gain
Ground, dated October 21, 2021. #1000 . | ]

$-

$2,000 +58% +370% -54% +74%

Inpatient and Prescription drugs Administrative Long-term Preventive
outpatient and medical goods

‘ E C R I mus Comparable Country Average

Source: Jefferies, KFF, OECD

+95%

Other
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Lack of Affordability Leads to Non-Adherence

Wﬁich, if any, of the following have you ever personally done when you could not afford either medical care or medications?

49%
Not applicable - | have never

not been able to afford either
medical care or medications

20%

Treated my condition
with an over-the-
counter medication

17%
Delayed a
treatment o,
and/or :kiz A:i a
medication ppedan o,

appointment 11 A’ 11 /°

with amedical Declineda Rationed my o

provider treatment prescription 9 AD

‘ and/or Used rebates, non-profit
medication services, or other forms of

financial assistance to get
the care | needed

7%
Used digital
technologies

6% 5%

Don't

know Used digital
therapeutics
0,
2%
' ' 2

Source: 2021 Accenture Health and Life Sciences Experience Survey
n=11,823
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2023 Healthcare Trends: What's Old is New Again

Increasing patient engagement by improving the patient experience

—  Market size: $USD 13.42 billion in 2021, 74.28 billion by 2030 (wearables, educational
resources, mobile apps)

—  Simplified processes and navigation, streamlined data access, administrative efficiency,
human connection, digital experience, positive work culture

Addressing staffing shortages, clinical burnout, and employee retention

—  WHO estimates an additional 18 million healthcare workers to achieve universal
healthcare by 2030

—  Flexible hours and leave, digital innovations, ergonomically friendly environments, and
new roles to extend clinicians

Investing in mental health

—  Global prevalence of anxiety and depression increased by 25% during the pandemic,
according to WHO

—  Preventive (mindfulness), digital therapeutics, care coordination and care management,
telemedicine.

Focusing on healthcare inequalities with social determinants of health

—  Integrated into risk based primary care and payment models

— Increased development, testing, and use of assessment at the patient level and quality
metrics at the system/ population level

—  Startups devoted entirely to SDoH connect high risk people to resources Source: Healthcare Transformers: 10 Healthcare Trends for 2023

‘ EC RI ECRI Confidential ©2023 ECRI | www.ecriorg | 11



The Result: Patients Move With Their Feet, Changing Providers

More than half of patients

5 key Su rvey ﬁ nd in gS % prefer a digital connection

with practices for
five key interactions.

At least 51 percent of patients favor digital

Most patients look online
. . interactions when: scheduling an appointment,
to find healthcare pI'OVIdEI'S. filling out forms, asking a question, paying a bill,

. i d ing health ds.
3 of 4 people have searched online to find and accessing healih records

out about a doctor, a dentist, or medical care.
61 percent of people do so either sometimes

or often. Patients strongly prefer
text messaging for

. appointment communications.
Reviews are the

most influential online o , , _
when receiving medical appeointment reminders.

resource for patlents- Additionally, 59 percent would like text message
reminders to book their next appointment.

Two-thirds of patients (66%:) prefer text messages

When choosing a healthcare provider,
- TSR e

74 percent of patients find online reviews - - o
. - ~

very or extremnely important. 69 percent -~ ~
say they will not consider a healthcare 7 “r There has been a notable level ~ N
provider with an average star rating V4 . . . \
lower than 4.0 out of 5. [ _— of patient attrition at practices.

\ More than one-third of patients (36%) say they /

N have left a healthcare provider in the past two years. V4
~ ~ Eight of 10 did so because of a poor in-person P 7
~ - - experience and/or lack of access and ogwrryniﬁtion.

—-—
~~————_—

DUUILE. 0" AlllIuadl FaliClit PEISpPCLUVE DUIVEY ITCPUIL. ZUZl 1edTallll HIDIYLIL 1LV pallclit pPICITIClILeES, ULHUILES dliu beliavivls. raLIentPOD.
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Understanding Value From the Consumer Perspective
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Five Main Characteristics Consumers Seek in Healthcare Interactions

1. Personal. How do we help foster personal connections for our
partners?

2. Simple. How do we promote seamless and efficient experiences?

3. Timely. Time spent waiting in a doctor’s office costs each of us
$43 on average. How can we increase efficiency to result in
shorter wait times? Is access restricted?

4. Transparent. How can we help consumers understand what is
happening to them and why? How much they will pay? How well
each option works? Which provider is better?

=g
™
™
&
&
™
™
~
~
™
~
™

5. Secure. How can we help people understand whether their
healthcare data is secure?

Source: Deloitte Elevating Healthcare Consumer Experience
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Engaging Healthcare Consumers
OPPORTUNITY 4: EVERYONE IS FEELING

OPPORTUNITY 1: CONSUMERS WANT THE PANDEMIC PINCH
CONTROL AND CONVENIENCE

What does the survey tell us?

—_— Patlent What does the survey tell us?

COnSU merS Wa nt Two-thirds of providers have a revenue

Finding quick and convenient appointment $ shortfall due to the pandemic
more Contr0| @ times were top challenges for consumers
H during COVID-19
over their
~
10% of patients rank financial hardship/ ~N

hea Ith Ca re @ uncertainty of cost as top challenges when N

)
- —
> \

H /7 accessing care during the pandemic
eXpe rlrence a nd 1— 78% of consumers want to be able to / \
[ 1] schedule their own appointments, at any \
eX ect coo time of day or night, from their home or /
p mobile device / \
H 9% of patients want accurate estimates
convenient -——== / i
- ~ -~ - f before receiving non-emergency care
-
access to Ca re 7 73% of consumers want the optiomjf sing I
7 a portal to communicate with their prowd&r
/ schedule appointments and review \ 1
/ their records \ |:.| &5% of patients consider it very important
/ \ \ EEN to know in advance if their care is covered
/ \ by insurance /
\
I \ /
| . | \ \ More than 25% of patients have had /
‘ Q 51% of consumers want telehealth options I 3 healthcare expenses that were higher 7
\ | than expected, while more than half have /7
\ / ~ seen final costs that differed from Drigiﬁl 7’
~ estimates
~ -
~y -
Source: The State of Patient Access: 2921 // ~N_—_—_—-
Experlan Health Only &2% of consumers feel the purchase
\ E~ experience [of healthcare services] is / 58% of patients would be interested in
E C R I N S — comparable to other services, sucrysﬁtml a~ a payment plan that's tailored to their
~ - entertainment and automotives L personal financial situation (rising to iorg | 15

-
~ - 72% for 25- to 34-year-olds)
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Person-Centered Healthcare | Where can your Orgnaization Make an Impact?

=)

Better outcomes j o

Coordinated | ' Convenient

- — = b po—-— = = — f o = =

+ Huolistic care
= Seamless care

= Stay healthy

|

: = Easy scheduling
= Personalized treatment plans :

|

|

= Remote services

- & -

£

£

Value for money {: Empowered h Supported q?—'/
- e - L

= Affordable healthy lifestyle
options
= Cost-effective medical care

= Educate patients

= Enable patients to make informed
dedsions

= Supported by family and friends
= Arcess to professional emaoticnal
support

| TS S
i

Source: Newey, Young, Sridhar and Pawijit, “Unlocking the Benefits of Patient-Centric Healthcare”, LEK special report, July 2020
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Person-Centered Care: The Next Wave

PEOPLE

ENVIRONMENT

Y ECRI

DATA TECHNOLOGY

PERSONALIZED ACCESSIBLE
COORDINATEQ EQUITABLE

HIGH QUALITY
SAFE

VISIBLE
PRIVATE

©2023 ECRI |  www.
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Meeting the needs of the Healthcare Consumer
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Convenient Care

e Considerations

* Embracing virtual care and Alternative
Sites of Service

* Making episodic care effective across the
spectrum of care (including wellness)

* Expanding convenience beyond payment
pathways

* Technology supports efficiency

; EC RI ECRI Confidential ©2023 ECRI | www.ecriorg | 19



Personalized Care

« Considerations:

* Uses individual data

* Person-specific care plan and treatment
options

* Data flows across settings

Co —> “:*'_'ﬂ

» E C R I ECRI Confidential
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Transparent and Secure

« Considerations:

* Meaningful transparency of
cost and quality outcomes

* Security of the data collected
and new and existing
technology

* Personalized health record
inclusive of multiple sources of
data (IoB) —

Reports: Hospital websites

collect consumer data, feds
outline HIPAA violations
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Accessible and Equitable

« Key Considerations:
° Timely

Understandable

* Addresses resource needs

Good outcomes for all

» ECRI

()

1/2

OF US ADULTS HAVE
LOW HEALTH LITERACY.

ECRI Confidential

5%

2/3

OF OLDER ADULTS
DO NOT UNDERSTAND
BASIC HEALTH
INFORMATION .*

4x

PATIENTS WITH
LOW HEALTH LITERACY
COST FOUR TIMES AS MUCH
AS PATIENTS WITH
HIGH HEALTH LITERACY.™
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Safe and Effective

« Considerations:

* The foundation of the consumer
relationship

* Increased technology offers opportunities
to improve effectiveness, but also
presents additional risks

* Current healthcare environment requires i -
a comprehensive system approach ystems Approach

https://nam.edu/perspectives-2013-bringing-a-systems-
approach-to-health/
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Meaningful Changes to Enhance the
Future Healthcare Consumer Experience

— Move beyond the patient engagement survey as the primary source of patient
input

— Create opportunities for meaningful consumer input into key processes
— Look beyond the “patient”

— Increase diversity efforts

— Remember your team members are your consumers as well

— Developing and following a Technology Roadmap that considers engagement
opportunities with consumers across the full spectrum of care.
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“It is not the strongest of the species that survives, nor the
most intelligent, but the one most responsive to change.”
- Charles Darwin

Please contact:
Andy Poole

434.882.0685
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