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Agenda

* Tough feedback

* A get well plan

« Our initial wins

* A look to the future
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Unfortunately, it can SUCK to engage
with healthcare...

i lt’s suckmg my vg:ll to live! - -
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Unfortunately, it can SUCK to engage
with healthcare...

It's easy to Why can't | The information
sphedule a see my | need is
haircut, why is results unavailable
It so hard with a immediately?
doctor? o
| wait forever It’s so har_d fo It's slow. |
to be seen by pay my bill | just gave up
my doctor just don't
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We're on a mission to NOT SUCK

WERE NOT WORTHY! WERE NOT WORTHY!
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We're on a mission to NOT SUCK

BEST OF DIGITAL

not just best of healthcare.
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Our core tenets of Digital

Be part of the whole
Digital doesn't live in a silo, because customers don't live in a silo

Put the user 1st
If it doesn’t work for the user, it doesn’t work... period

Innovate with focus
Always entertain new ideas, but don'’t get distracted by shiny objects

Connect through content
Put great content in all the right places to reach and engage users

Test and learn
Move forward by prototyping often, failing fast, improving continuously

HIMSS

CENTRAL & SOUTHERN OHIO Chapter



We redefined our approach

DESIGN AUTOMATED
THINKING AGIEE TESTING
We always start with We are never more We make sure it
empathy for our users  than 2 weeks wrong works...efficiently
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Our (evolving) approach to ROI
KEY BIG IDEAS
) ) First we assess

the value of each
Big Idea...

ORG. VALUE

..then we
assess the
“return on
investment” with
an eye on risk.

CUST. VALUE
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Initial customer priorities

1. Simplify billing and costs

2. Questions and communication with
physicians/care team

3. Wait times
4. Results / diagnosis
5. Simpler, faster scheduling
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Initial org priorities

Acquire more new customers

{eep more current customers

Drive more interactions per customer

Reduce cost/time of bill collection

Right care, right place, right time
(impacting quality and cost)

6. Support meaningful use goals

A
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Paper prototype A
SUPER-EASY-TO-USE SCHEDULING

March 2016 April 2016 ¥
Sun Mon Tue Wed Thu Fri Sat Sun Mon Tue Wed Thu Fr Sat

8 11 12 3 4 5 6 T 8 9 g
13 14 15 16

20 29 22 23 24

2ar 28 29 30

ALERT Vi
FOR
EARLIER

TIME
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Paper prototype B
WAIT TIMES, “CALL AHEAD,” FORMS

123 Man B OR n |

789 BROAD ‘14 min | 16 min SRSl CHECK IN

drive wait

456 HIGH 2 min 40 min AA4:[2N CHECK IN

drive wait

CHECK IN

drive wait MIN

234 OAK ‘ 11 min 33 min [Ra
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Paper prototype C
QUESTION & ANSWER TOOL

MY QUESTIONS 5" EMBED
' IN DOC'S

— |When the???

 |What the???

How many???

Is it OK t0???
Should my spouse???
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Paper prototype D
BILLING + INSURANCE MADE EASY

MY DEDUCTIBLE
WY FoAlHsA |

SIMPLE BILL PAYMENT UNUSED
SUMMARY HISTORY BENEFITS

6 HIMSS

CENTRAL & SOUTHERN OHIO Chapter




Crafty back end, sexy front end

Medical
Record

Easily ccesszpur Health
nformation
View test results, sche appointments;
| afid message doctor! 4
o

VIEW MY ACCOUNT

FIND A FIND CARE
DOCTOR NOW

Credentialing

d B SCHEDULE AN APPOINTMENT
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Crazy-easy-to-use

seeee T 10:05 PM

i o .
%7 OhioHealth

Sun Flower

Notifications
Home
Find a Doctor

Find Care Now

Feedback and Support

(1]

t

Q&

©

Schedule an Appointment
0

Loy

Settings

J
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3,908 doctors

FILTER + SORT

e John R. Stechschulte MD

Ophthalmology
Arena Eye Surgeons
614.566.4191

Accepting New Patients

Johnna P. Tzagournis
Gastroenterology

N

0.3mi

0.3mi

Digestive Associates of Ohio, LLC

(614) 245-8897
EDULE ONLINE
Accepting New Patients
g Sugat S. Patel MD
Ophthalmology
(15)

Midwest Retina, Inc
(614) 245-8897

Accepting Mew Patients
a Zhi Huang MD

<

0.3mi

0.3mi

Mornings
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Schedule

Kunar, Matthew
Thomas, DO Cy

OhicHealth Primary Care
Physicians CALL

25 26

Afternoons

<

J

10:06 PM

Find Care Now

The Ohio State
University
ot ¥ @
Ohio ALY Ohio Union
Wooee Time o
rble CHff e +
S i
»? Columbus
GO gle 6 Mag data €2017 Google  Terma of Use
Grandview Urgent Care

9.6 mi / 23 min Drive Time
© 10 min est Wait Time

895 West 3rd Avenue
(614) 437-0278 Directions
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Disrupting for our customers
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Disrupting for our customers
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Thank youl!
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