Meeting your needs today and
innovating for tomorrow

a closer look at the NRC Health platform
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Brand Awareness

Differentiate

60% 59%
t) (j 50%
your bran N
30%
20%
250+ o
. 0%
major markets covered 2015 2016 2017 2018
300K+ ®m System 1 m System 2
voices nationwide B System 3 m System 4
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€ NRC Health Real-time Survey > w Dr A“Ce Smith

5015 ehmis
G
How likely is it that you would zum:mwnmlw,mmm N S0
recommend Alice Smith, M.D. to a a1 i
family member or friend?
oot pevews | Lacatn
010/0/©/0/0/010.0/0]T) whkwt o
Tell us why... |

Dr. Smith is the best. She worked

with me to lower my cholesterol
without medication. | did it! I'm .
healthy and happy. Thank you for providing feedback. GO ogle
Would you be willing to join our

online patient community?

vitals

O Yes

O No W healthgrades
*

25+ innovation partners
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Attract and Acquire
More Consumers
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Healthcare Transparency
G rOW "Verified Star Ratings" Adoption Curve
200
market .

E 160
LY 140
share :
a
g 100
T =»
* 60
27M+ ratings published .
4.7 average provider rating »
1]
B NRC Health ! EveryoneElse
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Top 5 Opportunities for
Preference Capture
Capture
Bariatric (Weight Loss) Surgery [N 2%
consumer
Mental Health Services |GGG 5%
preference
Senior Services [[INNEGEGEGEEGN 7%

Transplants [ 44%
15+ service lines tracked
Identify areas of opportunity Sports Medicine [N +-%

= No Preference

Methodology: 291,934 National healthcare consumers responding during the July 2018 — June 2019 time period resulting
in error range of 0.2% at 95% confidence interval
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Achieve Major Gains in Loyalty

Fulfill
Compliance

Drive
Initiatives

Prevent
Leakage

More
Consumers

Loyalty Improve

Better Brands Engagement

Gains
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~
{ ACCESS

360° view (= o )
of loyalty o Mg |

400+ marketing initiatives | o scone |
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Everyone

Deeper
relationships

Story
focused

Immediate

93% feedback within 48 hrs.
17M experiences
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Promoter Forecasting

PROMOTER LIKELIHOOD ~ ALL N APl Integration  Export
TOP EXPERIENCE TOP EXPERIENCE PROMOTER ROUNDING
PAYENTNAME:  LOCATION DRIVER DETRACTOR LIKELIHOOD STATUS
n Luces Nima JoyHealth East Nurse Courtesy & Respect Doctor Aware of Medical Info m Open v
P re d I Ct Mosdon Clarke JoyHealth West Family Talked to Staff Communication Between Staff [ ow ] Complete ¥
Mcleusin Mary JoyHealth East Had Enough Input in Care Dector Communication Open v
t Leddes Sergio JoyHealth South Doctor Overall Rating Seem in Timely Manner [ Low | Complete v
p rO l I l O e rS He Albert JoyHealth East Nurse Courtesy and Respect Rating of Provider Open v
Heides Shazad JoyHealth West Family Talked to Staff Dector Communication Complete v
Menly julie, JoyHealth West Care Providers Explained Things Well  Doctar Aware of Medical Info =3 Complete
Julieno Michael  joyHealth South Doctor Overall Rating Doctar Communication [ Low | Open v
Lee Debra JoyHealth South Had Enough Input in Care Communication Between Staff Open v
Future roa dma Leffesdy Erin JoyHealth East Family Talked to Staff Rating of Provider Complete v
o
10 = 981 Results Page 1 of 10 < >
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Prevent Leakage (Outmigration

More

Better Brands -

Loyalty Gains

Prevent

Leakage

Improve

Engagement

Drive
Initiatives
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Compliance

nrc
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Feedback S Sitetal et

Open Alerts  Closed Alerts /‘/\—W\-‘\
an Fel Mar ul Nov e

View Alerts View Alerts

Proactive
actions .

Courtesy/Respect E
Emotional Support I
Time Spent w/Patient [
Responsiveness [ GO
Pain/Physical Comfort [132

200K+ Service reCOVGrieS Folowup

Knowledge of History 76 |
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Non-contextual clues
v Age
v Comment Length

Improved
sentiment

v" Quantitative Response

“I'm usually somewhat critical of healthcare

a C CU ra C facilities. This one was excellent. | couldn’t have
y asked for a better experience. Although | wasn’t a
happy camper to be at the ED in the first place, |
6 organizations in beta really can’t say enough nice things about each and

every member of the ED staff including intake, X-

~20° i
20% accuracy improvement ray, PT, Nursing and the ED doc.”
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Simple

Interpersonal
Care -

Provider -
Emotional
Support

Provider -
Emotional

Emotional

Sentiment Support
categories
reV|Sed Actionable

Support

Clinical_Staff - N lntecr:g%si)nal
Future roadmap Nurs%ygrses Courtesy Courtesy/

/Respect Respect
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Improve Clinician and
Patient Engagement

More ] Prevent Improve Drive Fulfill
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Sally Smith

Scorecard report for July 1, 2018 - September 2018

Strengthen

Rating of Provider 92 90 L1 95

relationships

30,000+ scorecards/month o

Leam the importance of sharing your thought process during a clinical
evaluation in a way that builds trust, demystifies the experience, and
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New Call
O NoAnswer () LeftMessage () HungUp (@ Talked to Patient () Talked to Caregiver

I followed up with the patient to help her schedule follow-up appointment with Dr. Jane Gilmour. | was also able to confirm that
medication should be taken with food.

Save and Log Call Cancel

L]
ISC al e tO Comment
RESP. DATE: 08/02/2018  ENC. DATE: 08/02/2018  FACILITY: JOY HEALTH WEST  PROVIDER: DR. TIMOTHY WHITE
This was the worst experience | have ever had. All | got was a note saying nothing was wrong. | don't feel like

nothing is wrong, and | am not coming back here ever again.

rsonal Care Clinical Process Interpersonal Care - Courtesy Provider @ Clinical Staff
FEEDBACK AND ALERTS
Question Response Alert
Likelihood to recommend provider 0 0
Follow up appointment booked No No'
Rating of facility 5

88% active alert resolution
v" Reduce avoidable readmissions

v Maximize reimbursements
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Utilizes NLP engine to identify positive
comments about providers

Provider

kU d OS up to one Kudos every three days

Current configuration logic is set to send

Kudos are distributed in embedded email
Future roadmap demo format, similar to Provider Scorecard
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Drive Strategic and
Improvement Initiatives

More ] Prevent Improve Drive Fulfill
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67.9% 18.1%
(4n=91..4§0) Promoter Detractor
Interpersonal Care ® Interpersonal Care ® Access to Care ®
Interpersonal Care - Interpersonal Care - Access to Care -
Courtesy/Respect ®  Communication ®  Scheduiing Appt L]
Provider [ ] Provider [ ] Access to Care - Wait Time [ ]
[ ] [ ] CNM';;R“M [ ] Provider - Communication [ ] lenfml Process [ ]
I n S I g S Access to Gare @  AccesstoCare ® ot °
Jun 30 7 14 Jul21
SEEN IN TIMELY MANNER TRUST PROVIDERS W/ CARE CARE PROVIDER EXPLAIN-IF NOT BETTER
ves,contely [ <57 Vs, corcely I 52 Yo oo | >
Yes, somewhat [N 22.1% Yes, mostly 19.5% ‘Yes, mostly 185%
Yes, mostly 19.5% Yes, somewhat [N 17.9% Yes, somewhat I 17.5%
No [ 11.7% No [l s.0% no [ 100%
10K+ engaged users
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Self-service platform

Easy to use and simple

Tailored for Healthcare

Community
iInsights

Pre-configured templates
Actionable insights
NRC research paired with Al

Future vision demo
Peer collaboration
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Fulfill Compliance Needs

More ] Prevent Improve Drive Fulfill
Eriey B Consumers Lenfellsy Gl Leakage Engagement Initiatives Compliance
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Submittable Needed Dimensions Scores and Benchmark Previous Quarter Difference
1,200
A H P S _ o - - '
Cleanliness / Quietness N 67.3% 1.0%

Compliance ticker

Communication About

Care Transitions 54.5% 67.5% -5.6%

v" Currently submitting s L. oo o
mandated CAHPS
data for more than < I - -

67.2%

1 000 Organ |Zat|0nS Responsiveness of Hospital Staff Discharge Information _ 92.0% 3.5%
-

Overall Rating of Hospital 79.0% 2.3%

> > 4 4> > 4

v" Organizations using
. . Responsiveness of Hospital
Real-time improve N G s
CAHPS performance e Hels e 1% -
Previous ~ Curreni
*Reporting has been produced by NRC Health for quality improvement purposes and does not represent official CMS Results.
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Magnet Report @ Swewe L Emed - Jul01,2017-Jun 30,2019
v' Magnet e
v" PCMH Recognition
v Leapfrog = -
v' Baldridge F
NRC Health Magnet v Right questions
81 % Accredited partners gnhtq )
use Real-time v" Needed and approved reporting
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Ease of Use and Data Clarity
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Executives

Dashboards to summarize outcomes

Personas

Managers

Tools to manage consumer’s experience

Future vision demo
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Platform Foundation
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Proactive monitoring

500K+ outreach attempts/day

Outreach Funnel

78%

o5 - a - soe [0

Rows Encounters Qualified Encounters w/ Encounters w/

Completed Responses
20,193 18,566 Encounters Schd. Attempts Attempts Attempts 6123
18,023 17,002 16,999 15,999
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Queston Type Queston FrisnayText Question IsNPS Customer Name
(Muttiple values) | [(a v | [(aucipie vaives) = | [ TheMesroresin System
QuestionPod Name
Medical Practice Outpatient Outpatient Pediatric
Dentisty  Emergency Inpatient  Inpatient Rehab Inpatient+ICU  Medical Practice (Historical Data)  NICU/PICU Rehab Testing inpatient
100 - - - - - - - - - - -
.
-_—
] 3 . i i
e X
: | . T
. Y ¥ i
i T . :!:
3 1 . t
3 1 E
0o 1
QuestionPod Name §  Question FriendyText =
Dentistry Reating of provider | : 00
Would recommend officz [ 0 704
Provider showed respect for whal patient (respond. I 0 510
Providet litened carefully to patient (respondent) 0640
Provider spent enough time I 0 510
1 20+ re OI'tS in Provider explained things in a way that was easy 0. N 0,603
p Provider gave easy to understand information abou. | EN
Provider knew the important information about pati I 0 530
A l t C Clerks at faciity were helpful 0504
na yS Orner Scheduling routine appt 0132
Seneguing urgent appt 0.062
Informed of delay 0251
Waited more than 15 minutes o225
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INTEGRATE IN YOUR SYSTEMS

> Business intelligence / data warehouse
> CRM / marketing

You r. data > EMR/EHR/ practice management

> Grievance management

iS yo u rS Examples

N1'C K8¥. Epic nre

HEALTH

L. . Caboodle connector .
90+ active integrations for NRC Health Experience API

MatrixCare ap|

Integrated Care. Better Outcomes.
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Together.
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In-App Help In-App Chat Web Conference In Person

Join us for ideation, discovery, validation
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]1 rC Human understanding

HEALTH

Corporate Headquarters
1245 Q St. Lincoln, NE 68508
800.388.4264

Local: 402.475.2525
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