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Sanjay Motwani

Meeting your needs today and 
innovating for tomorrow 
a closer look at the NRC Health platform

Vice President of Product
NRC Health
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Our purpose is                   
human understanding. 
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NRC Health’s Customer 
Intelligence Platform

Better Brands More 
Consumers

Loyalty     
Gains

Prevent 
Leakage

Improve 
Engagement

Drive   
Initiatives

Fulfill 
Compliance
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Build Better Brands

Better Brands More 
Consumers Loyalty Gains Prevent 

Leakage
Improve 

Engagement
Drive 

Initiatives
Fulfill 

Compliance
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Differentiate 
your brand

61% 60% 61% 59%
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Brand Awareness

 System 1  System 2

 System 3  System 4

250+ 

major markets covered

300K+ 

voices nationwide
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Seamless 
engagement

25+ innovation partners
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Attract and Acquire 
More Consumers

Better Brands More 
Consumers Loyalty Gains Prevent 

Leakage
Improve 

Engagement
Drive 

Initiatives
Fulfill 

Compliance
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Grow 
market 
share

27M+ ratings published

4.7 average provider rating Everyone else
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Capture 
consumer 
preference

15+ service lines tracked

Identify areas of opportunity Everyone else

Top 5 Opportunities for 
Preference Capture 

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

44%

44%

47%

48%

52%

Sports Medicine

Transplants

Senior Services

Mental Health Services

Bariatric (Weight Loss) Surgery

No Preference
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Achieve Major Gains in Loyalty

Better Brands More 
Consumers

Loyalty 
Gains

Prevent 
Leakage

Improve 
Engagement

Drive 
Initiatives

Fulfill 
Compliance 
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Everyone else

360° view 
of loyalty

400+ marketing initiatives
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Deeper 
relationships

93% feedback within 48 hrs.

17M experiences

Everyone

ImmediateStory 
focused
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Predict 
promoters

Future roadmap

Everyone else
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Prevent Leakage (Outmigration)

Better Brands More 
Consumers Loyalty Gains Prevent 

Leakage
Improve 

Engagement
Drive 

Initiatives
Fulfill 

Compliance
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Proactive 
actions

Everyone else

200K+ service recoveries
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Improved 
sentiment 
accuracy

Everyone else

6 organizations in beta

~20% accuracy improvement

Non-contextual clues

 Age

 Comment Length

 Quantitative Response

“I’m usually somewhat critical of healthcare 
facilities. This one was excellent. I couldn’t have 
asked for a better experience. Although I wasn’t a 
happy camper to be at the ED in the first place, I 
really can’t say enough nice things about each and 
every member of the ED staff including intake, X-
ray, PT , Nursing and the ED doc.”
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Provider -
Emotional 
Support

Interpersonal 
Care -

Emotional 
Support

Provider -
Emotional 
Support

Sentiment 
categories 
revised

Everyone else

Future roadmap

Simple

Actionable

Nurse-
Courtesy 
/Respect

Clinical_Staff -
Nurse/Nurses 

Aide

Interpersonal 
Care –

Courtesy/ 
Respect
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Improve Clinician and 
Patient Engagement

Better Brands More 
Consumers Loyalty Gains Prevent 

Leakage
Improve 

Engagement
Drive 

Initiatives
Fulfill 

Compliance
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Strengthen 
relationships

Everyone else

30,000+ scorecards/month
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Discharge to 
follow-up

Everyone else

88% active alert resolution
 Reduce avoidable readmissions

 Maximize reimbursements
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Provider 
kudos

Everyone else

Future roadmap demo

Utilizes NLP engine to identify positive
comments about providers

Current configuration logic is set to send 
up to one Kudos every three days

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

Better Brands More 
Consumers Loyalty Gains Prevent 

Leakage
Improve 

Engagement
Drive 

Initiatives
Fulfill 

Compliance
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Everyone else

Data to 
insights

10K+ engaged users
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Community 
insights

Everyone else

Self-service platform

Easy to use and simple

Tailored for Healthcare

Pre-configured templates

Actionable insights

NRC research paired with AI

Peer collaboration
Future vision demo
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Fulfill Compliance Needs

Better Brands More 
Consumers Loyalty Gains Prevent 

Leakage
Improve 

Engagement
Drive 

Initiatives
Fulfill 

Compliance 
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CAHPS

Everyone else

 Currently submitting 
mandated CAHPS 
data for more than 
1000 organizations

 Organizations using 
Real-time improve 
CAHPS performance
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Everyone else

 Right questions

 Needed and approved reporting

NRC Health Magnet 
Accredited partners 
use Real-time

81%

Designations
 Magnet

 PCMH Recognition

 Leapfrog

 Baldridge
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Ease of Use and Data Clarity
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Personas

Everyone else

Future vision demo

Executives
Dashboards to summarize outcomes 

Managers
Tools to manage consumer’s experience
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Platform Foundation
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500K+ outreach attempts/day

Proactive monitoring
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Ad-hoc 
analyses

120+ reports in 

Analyst Corner
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Your data 
is yours

90+ active integrations

INTEGRATE IN YOUR SYSTEMS

 Business intelligence / data warehouse

 CRM / marketing

 EMR / EHR / practice management

 Grievance management

Examples

API

Caboodle connector 
for NRC Health

Experience API
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Together.
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Join us for ideation, discovery, validation

In-App Help In-App Chat Web Conference In Person
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CULTIVATING 
RELATIONSHIPS

EFFICIENTLY
DRIVE OUTCOMES

“KNOW ME”

CONSUMER
CENTRIC

Advancing human understanding – together 
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Corporate Headquarters
1245 Q St. Lincoln, NE 68508
800.388.4264
Local: 402.475.2525


