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Patient Experience is a series of Consumer Journeys

Consumer Journey
o RECEIVE PERSONALIZED
The journey often begins when Cortumers receive timely and
a Consumer discovers that Health :‘::':"‘"""‘

System is relevant and
engaging. Often, an illness or
need to consult a Provider
triggers a Consumer to search.

Satisfied Consumers share their
experience and advocate on
Health Sys behalf to family,
friends, acquaintences and
others.

> :
accentureconsulting

RECEIVE PERSONALIZED e

questions are
arowered and ther hesith.
reeds are clarified to match
ther needs, Options extend o

Consumers engage with Health

System through a
concierge-like experience and

- _avanade

Results Realized

Individualized care and
management tools support the
Consumers and their families
throughout treatment.




Microsoft's Vision for Healthcare

Digital Transformation Pillars in Healthcare

LD -

ENGAGE YOUR EMPOWER YOUR
PATIENTS CARE TEAMS

o
OPTIMIZE YOUR
CLINICAL &

OPERATIONAL
EFFECTIVENESS

to get—and stay—
healthy team productivity

to improve care

to drive better
diagnoses and
treatment

Harness data to
streamline operations
and improve care
outcomes.

Give patients
information that helps
them understand,
control and manage
their personal health
decisions.

Help care teams
connect with patients,
increase personal
productivity and work
together more
efficiently.

Cap

TRANSFORM
THE CARE
CONTINUUM

through platforms
that provide insight

Gain more powerful

insights into patient

care and operational
best practices.



Patient Experience Journey Map

Discuss satisfaction

p Chat with with othe;
* physician or nurse . @
Use portal or apps to Qo "@” » about symptoms 'ﬁ'
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Schedule s
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with lab \.

Visit pharmacy
for prescriptions
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J— treatment &
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Chat or meet with
physician or nurse
about results

g Visit lab for tests

/O
8

btain prescription
refills

Chat or meet
with physician to
discuss progress

Digital Hotspots

» Seeking health information online

Choosing a physician or facility for
treatment

Remote interactions with physician and
clinicians

Appointment scheduling e
. ) prescriptions
Accessing electronic health records (EHR)

Sharing EHR /EMR with other physicians

Ongoi t
Digitally receiving prescriptions ngoing pa

reminders

Filling, refilling and approving refills for

Reporting satisfaction
ient care and patient



Empowering health throughout the patient journey

SECURITY & COMPLIANCE $ ” o

Maximize the security : & BC

of confidential data and B a
systems, demonstrate ] ?
compliance more easily a ﬂ

A 4

and ensure records are
in the right hands Policy Audit
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Treatment Plan

COORDINATE CARE

PATIENT-CENTRIC EXPERIENCE
Collaborate in real time PATIENT ENGAGEMENT

across devices and locations,
connecting disparate teams
and increasing the efficiency
and quality of care

Enable patients to access their
personalized care anywhere,
anytime, with real-time updates
and the ability to contact care
providers

Improve resource efficiency,
prevent readmissions and
improve care quality as a
result of feedback

OPTIMIZE OPERATIONS

Leverage data to enhance patient
outcomes and identify health trends
and risks, while also analyzing internal
processes to streamline operations

and reduce costs

OUTPATIENT

CLINIC

i 1D

EMERGENCY
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Interaction with the Microsoft Ecosystem

SECURITY & COMPLIANCE
Microsoft Security Essentials
Dynamics 365
Cortana Intelligence Suite
Enterprise Mobility Suite
Azure loT Suite
Office 365

Maximize the security
of confidential data and
systems, demonstrate
compliance more easily
and ensure records are
in the right hands

Dynamics 365
Cortana In.telligence

COORDINATE CARE

Collaborate in real time
across devices and locations,
connecting disparate teams
and increasing the efficiency
and quality of care

Dynamics 365
Cortana
Intelligence Suite
Azure |oT Suite
Power BI
Wearables
Office 365

Azure loT Suite
Wearables

OPTIMIZE OPERATIONS

Leverage data to enhance patient
outcomes and identify health trends
and risks, while also analyzing internal
processes to streamline operations

and reduce costs

EMERGENCY

Dynamics 365 red

Azure loT Suite
Power Bl

Office 365
Microsoft Social
Engagement

PATIENT-CENTRIC EXPERIENCE PATIENT ENGAGEMENT

Enable patients to access their
personalized care anywhere,
anytime, with real-time updates
and the ability to contact care
providers

Improve resource efficiency,
prevent readmissions and
improve care quality as a
result of feedback

Microsoft Social
Engagement
Dynamics 365

Azure |oT Suite
Cortana Intelligence Suite
Office 365
Wearables

OUTPATIENT

CLINIC




When does the Patient Experience start, and when does it end?

We believe:
» Starts before the patient even has an MRN
* First Impressions—Coordinated Care—Between Care

\ )
f

Patient Experience is a series of Journeys




Consumer Journeys are Varied and Complex

Decisions Are Not Made in Straight Lines

Medical

Journal Clinical Landing 31 Party
Online Ads Conference Searc Iog sites
“4 iy
Wse /ff

. Chat Blog  Email Newsletter

N
AWARENESS \ CONSIDERATION ACTION SERVICE />

o e W e e

Word Direct mai Hospital Call center Registration Physician & Referral

F:Dé:ﬁ:? of mouth Patient Relations  Follow-up

Outdoor

Consumer 3

‘ Managed touchpoint

@ Unmanaged touchpoint

Microsoft Dynamics enables Health Organizations manage multiple consumer personas and their changing
journeys, while enabling an organization to adapt and personalize the care delivered across all touchpoints.
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Patient Acquisition

Points of Care

L(E

Marketing

o3

Operations

AN
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Financials

@

Customer
Service

Project Service
Automation




How do you manage the end-to-end Patient Experience?

« Microsoft's Dynamics 365: The
next generation consumer
experience management
platform
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Improving engagement at these key touchpoints has direct

impact on operational KPIs

Addressing Customer Engagement Challenges

Market awareness and perception

Winning physician relationships

Retaining physician loyalty

Converting referrals to visits

[ ] Cross / Up selling services
Patient

Retaining patient loyalty

0

Customer
Retention

Customer
Acquisition

Patient
No-Shows

HCAHPS Rate
Improvement

Per Patient Cost
to Engage?

erational Impact!

+ 3-5%

+ 2-4%

- 35%

+ 10-15%
- $7.50

Dynamics 365
Healthcare Value
391%

Average five-year ROI

9 months to breakeven

$42,648

in business benefits per
100 users per year

19%

higher patient satisfaction

2 S(y more productive care
O coordinator teams

2%
more efficient EHR/EMR
administration

IDC White Paper | Microsoft Dynamics CRM:
Demonstrating Improvements in Quality and
Efficiency of Patient Care
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Want to learn more?

Contact for a preview
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