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 Claudia Ellison, Director of Programs, eHealth
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* Discussion & Comments
e Susan Collins, Vice President, Strategic Partnerships

* Ray Herschman, Vice President, Population Health
Accountable Care Strategy, Cerner

‘Q&A

eH|
-



Housekeeping Issues

* All participants are muted

* To ask a question or make a comment, please submit via the Q&A feature and we will
address as many as possible after the presentations

* Technical difficulties:

* Use the chat box and we will respond as soon as possible

* Questions:
* Use Q&A feature
* Today’s slides will be available for download on
eHI’s Resource page www.ehidc.org/resources
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Our Mission

eHealth Initiative's mission is to serve as the industry
leader convening executives from multi-stakeholder
groups to identify best practices to transform
healthcare through use of technology and
innovation. eHl conducts, research, education and
advocacy activities to support the transformation of
healthcare.
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Multi-stakeholder Leaders in Every
Sector of Healthcare
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Convening Healthcare Executives

Research &
Identify Best
Practices

Best Practice Q Value &

Committees Reimbursement
ldentify &

Disseminate Technology & Analytics
Success Stories

Workflow for Providers
and Patients




eHealth Resource Center Available
With Best Practices & Findings

Best Practice Committees contribute to the eHealth Resource Center
www.ehidc.org/resources which provides assistance, education and
information to organizationstransforming healthcare through the use
of information, technology andinnovation. The Resource Center is a
compilation of reports, presentations, survey results, best practices and

case studies from the last 16 years.
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Today’s speakers

Susan Collins

Vice President
Strategic Partnerships
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A connected, person-centric health care experience
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The bar for consumer engagement Is rising
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Patient-centric care powered by intelligent CRM

Collaborative

Connected Personalized




CRM across the enterprise: example use cases

Clinical
operations ~ Revenue cycle

HR / employee efficiencies management

engagement

Patient experience /
contact center

Care management &
coordination

Population health

Compliance

Clinical network management ED Analytics

Patient marketing EI

Health system
efficiencies

Referral marketing mgt



Collaborating to revolutionize consumer engagement

Closed-loop

T o ) Combining Enterprisewide
| — 4 expertise solution

integration

SALESFORCE CERNER
Forbes Largest global health care IT company
1 World’s Most Innovative Companies Grade A
Population health management technology
Leader in health care CRM by KLAS and Grade A
Forrester Wave™ Care management execution

by Chilmark Research



Creating engagement and empowerment

Intelligent identification and Personalized, meaningful engagement
outreach journey archetypes driving consumer loyalty
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Engaging consumers, managing populations

High risk Rising risk Patient Provider
acquisition relationship
management



Meet Maria, a rising risk patient

* Age 60

* Due to her age and family history, she
needs an annual breast cancer
screening

« Developed type Il diabetes in the last
several years

«  Email is her preferred communication
method

« Limited history of patient portal use

« A business woman

» Spends time with her husband and
young grandchildren



HealtheRegistries

Registries

Search Organizations

Population

Parker Reed Memorial Hospital

Rogers Medical Group

Southside Hospital 29

Scorecards Registries Administration Vv

Apps

Rebecca Perez v

Population

84,839 Persons

26,666 Unassigned Persons
33% Complete

Adult Wellness |+ | | Met% | |

Zoom out
0% Met
Influenza Vaccination - Current Season

47,322 Persons Qualified
47,322 Persons Not Met

Quality Score

0% Met
Osteoporosis Management in Women

8 Persons Qualified
8 Persons Not Met

Calvert Family Practice

Northland Physician Practice

Rockcreek Clinic

Baseline West Children

Grace Medical Center

Baseline West Medical Center

Frontage Street Physicians

Mustashfa Amal

lyadat Noor

Baseline West Primary Care

30

32%

%
30%
%
32%
32%

33%

33%

[ 339 RS

0% Completed

0% Completed

0% Met
Breast Cancer Screening
4,847 Persons Qualified

4,843 Persons Not Met
0% Completed

%
Met

HIV Screening

47,318 Persons Qualified
47,253 Persons Not Met
0% Completed

5% Met

Body Mass Index Follow-Up
Plan

2,184 Persons Qualified

2,061 Persons Not Met
5% Completed

6% Met
Body Mass Index
47,253 Persons Qualified

44 133 Persons Not Met
6% Completed

9% Met
Chlamydia Screening in Women
11 Persons Qualified

10 Persons Not Met
9% Completed

et
Blood Pressure Re-Screen
Plan

12,655 Persons Qualified
12,420 Persons Not Met
1% Completed

Met

6 %
Met
Diabetes Screening

24,297 Persons Qualified
22,810 Persons Not Met
6% Completed

15% Mmet
Alcohol Screening Follow-Up Plan
26 Persons Qualified

22 Persons Not Met
15% Completed

23% Met
Lipid Panel

Colorectal Cancer Screening

20% met
Cervical Cancer Screening

39% Met
Lipid Panel Follow-
Up Plan




Journeys Entry Sources

. Journey Builder

History Templates

Feedback Makana Population He... ¥ e Makana Pop Health API v

JOURNEYS > BREAST CANCER SCREENING_COPY > VERSION 1

< {Breast Cancer Screeni...

Version1 ¥

_'Enter a description...

Journey Plan Duration: 2 weeks 1 day

. o Email a

DATA EXTENSION
Channel

Preference

Have you s...

creening?
DATA EXTENSION NAME

DE_EMR

RECORD COUNT
0

FILTER CRITERIA
Gender equal ferale AND
N Age equal 40 AND Last
appointment equal June 1,
2018 AND Event A is True

e
Schedule

Not Yet Scheduled

2 weeks

Remainder @

Status: Draft
1 week
Sign up
event
Sign Up for Thank you
Event

Rernainder g

Have you s...
creening?
1 day
Channel Pr...ual Have you s...
Email creening?
1 day
L

Remainder Jo

KR T 2k O

Save Validate Test

Show v Labels

8 & a

2 days
@ @ Exit on day 9

1week 1 day

¢ ¢ O

Signed Up for
Event

e Exit on day 15
@ Exit on day 15

Thank you

1 day

Remainder ‘5&

Ad Audience

e Exit on day 15
@ Exit on day 15




< Inbox (8)

From: Makana Health Patient Relations

To: Maria Gonzalez

You’re Invited!

Maria, join us for an informational session
covering topics of risk factors, treatment, the
importance of annual mammogram screenings
and clinical breast examinations.

Cal owr cootact conter 1o leam more: $-B00-HEALTH.




Al w Q. Search Salesforce ? ¢ A
Patient Engagemen... Select... ~ | f% Home v X & Maria Gonzalez v X
Contact
Mrs. Maria Gonzalez & + Follow Edit ~ BookAppointment = New Note
Age Birthdate Phone Email
62 Years 3/17/1956 1,(512) 723-9801 mgonzalez@gmail.demo
g Maria Gonzalez HFa All Care Plans ® B Timeline X ffm Household * i Care Gaps ®

Patient Navigation PREFERENCES CONVERSATION LONGITUDINAL RECORD OTHER BREAST CANCER CAMPAIGN
_— This patient has been selected for targeted outreach.

OPEN NEW TAB

v Communication Preferences

b ) Communication Preferences Ermail

|

B Patient Details i Email mganzalez@gmail.demo i \

Best Time to Call Email Opt Cut \

. Weekdays(Weekend: 8-10am
Maria Gonzalez e

1.(512) 723-9801
Birthdate Gender
March 17,1956 ( 62 Years 4 Months ) Female o Gl Ere e ees

Hospital Bed Needs Lives Alone Next Best Actions
u Patient Card — Patient Portal (i
MAIN CLINIC Transportation Family Support ) Offered 0 times + Never offered
Austin Health Support from wife and son v x| % ® 9 Q
CONDITIONS ~ Other Preferences == Flush
Diabetes Mellitus Type 2 | Allergic Rhinitis (seasonal allergies) N/ u Shot i L

. . R . Offered 0 times - Never offered

Affiliations & Memberships Special Notes S i\
MOTIVATION YMCA Silver Sneakers \ ’/ / X ||k @ o Q
wants to start surfing again Dol el
LANGUAGES ~ Birthdate Gap in Care: Colorectal Cancer Screening 0
English Offered O times + Never offered

Birthdate Name and Birth
RISK LEVEL 3/17/1956 Maria Gonzalez - 1956-03-17 x| * @ e a
Low

Birth Date Month of Birth € )
VALUE BASED PROGRAM? March 17, 1956 March View All

Year of Birth @

MAIN CARE GIVERS 1956

Log a Call New Task ~ NewEvent Send Email
~ Address Information

LAST DISCHARGE
| . | | . - - N



£ Inbox (8)

From: Makana Health Patient Relations

To: Maria Gonzalez

Thank You and Welcome!

Maria, thank you for contacting the Makana
Health Patient Access Center.

Welcome to the Makana Health Patient Portal,
your one place for all your health needs.

How Did We Do?




[3] Health Record

KNOWLEDGE MY TRAILHEAD

GET SUPPORT

SOCIAL GROUP
+] Health Profile . 5

The information provided below is in the electronic
medical record. If you believe any data is incorrect,

X Results i
?&9 mg,Tranhead | please notify the office.

Knowledge Bass
Medications
Patient Documents

Recommended Topics RECOMMENDED ACTIONS
Procedures

Radiology

WHAT TO KNOW ABOUT

Healthy Eating
Pathology GANGER MASTECTOMIES

DEALING WITH DIABETES

Learn about healthy eating from nutritional experts. Ask
= . questions and share your favorite recipes and tips.
Microbiology

Join

Clinician Notes

&
)
¥ Download & Send
v
[
&
&

I'mnot interested

Family History .

- Social History Social Communities
[#] Growth Chart INSURANCE AND BILLING
Meducation

ymprehensive Record

BREAST CANCER SUPPORT




Al Search Salesforce \*|v| 70 A w":'.

Patient Engagemen... Select... v fy Home v x| (@ Patient AccessCent.. v X

OASHBOARD . + Follow Refresh Edit Subscribe
Patient Access Center Executive Dashboard
As of Jul 24, 2018 11:38 PM - Viewing as Alex Kwain

Channel Service Agent

Al Al

P

First Contact Resolution Average Handle Time =< Customer Satisfaction = Customer Satisfaction by Agent =

First Contact Resolution Average Handle Time Customer Satisfaction Customer Satisfaction by Agent

Tim Service Linda Service Jay Service Brenda Service
91.5% 33 4.6 .

Measure | @ Average CSAT @ Average NPS [ Average Effort
Haw empawered are our firstline agents to resalve customer issues? Haw efficiently are we handling customer queries? Haw satisfied are customers with our service? Are agents praviding a good service experience?
View Report (First Contact Resolution) View Report {Average Handle Time) View Report {Customer Satisfaction by Agent) View Report (Customer Satisfaction by Agent)
' Channel History 2 Response Time by Channel ® Cases Assigned by Status 2
Channel History Response Time by Channel Cases Assigned by Status
A Resp .
s Embassy Portal
- Email E
E c Community
2 Chat
Mabile
April 2018 May 2018 June 2018 luty 2018 prone Tim Serviee Linda Service Brenda Service
nemee Social Media
Channel | — Phone —— Email — Chat —— Community — Social Media —— Mobile Status | @ New @ Working W Waiting on Customer
Which channels have growing/decreasing demand? Which channels should we drive our custamers o use? What is the warkload of our agents?
View Report (Channel History) View Repert (Response time by Channel) View Report (Cases Assigned by Status)
Escalation Rate H Cases by Channel ® Knowledge Adoption = Quality Score by Agent =
Escalation Rate Cases by Channel Knowledge Adoption Quality Score by Agent
Rec ! Case Quner Record Count + Case Owner Average Quality Score &
"
Linda Service 5 P Linda Service 7
Q Jay Service 4 Q Brenda Service 7

0.7%
a L Channel |@- @co
§, Phome {8 Insurance Verification o Omni-Chamnel  w Macros (@ History @ Rewind
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Susan Collins Ray Herschman
Vice President, Strategic Partnerships Vice President, Population Health
Salesforce Accountable Care Strategy, Cerner

eH|

eHEALTH INITIATIVE



This webinar was made possible
through the generosity and support of

% Cerner




