EASYPASS LOYALTY PROGRAM

BayCare Health System
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Brian Curtiss
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| AGENDA

What is a membership program/loyalty?
How do we measure loyalty in healthcare?

Discovering the need for loyalty in your organization

Use Case Examples
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MEMBERSHIP PROGRAMS

SEPHORA
Southwests
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1:15PM breathing difficuli

2:10PM heartburn
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Loyalty /’

3:50

Look Like in #
HealthCare:
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| HOW DO WE MEASURE LOYALTY
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WHAT IS NPS?

DETRACTORS PASSIVES PROMOTERS

F1Y2YsV4:Yc Y7 Ys Yoo

Customers rate their answers on a scale from 0 to 10

“How likely is it that you would recommend
this company to a friend or colleague?”
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NPS AVERAGES

Health Care Airlines Auto Dealers Retailers
16 37 35 48
Amazon EEPICEE
Prime Tesla FasyPass

62 96 60
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WHY

LOYALTY?
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A HEALTH SYSTEM
MEMBERSHIP PROGRAM?
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A HEALTH SYSTEM
MEMBERSHIP PROGRAM?

o Increase
Remove Ease | Incentivize NPS + Brand
Friction @ Navigation - Consumers Stickiness
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Saves
Money

More
Revenue
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“PID WE GET. ™
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PROGRAM CONCEPTUALIZED IN 2014

LOYALTY SERVICES PARTNER SELECTION

Year 1 Year 2 Year 3
Discovery | Use Case  Use Case Scale
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DISCOVERY

nrc #E:yucaa:w NRC Health Symposium | Understanding in focus | #NRCSymp 15

lﬁ— —_— — =
“EXPERIENCING THE WORLD THROUGH ENDLESS
SECONDHAND INFORMATION ISN'T ENOUGH. IF WE
WANT AUTHENTICITY WE HAVE TO INITIATE IT.” T
- TRAVIS RICE Vi ,
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mMentih proof of concept @’
Cross-Functional support from key stakeholders ©

Establish ownership from the top down ©@

-
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17
YEAR
1 INTERNAL RESEARCH
Interview Internal Identify Pilot Group
of Key Focus Friction Groundwork
Stakeholders Groups Areas
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YEAR
1 EXTERNAL RESEARCH
EXternaI Vendor Current and Test against
Partnership Future Patients internal research
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YEAR
1 BUILDING AN EFFECTIVE TEAM
C-Suite Partner Find Outside
Support with IT Partner or Vendor
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YEAR DISCOVERY

WHAT CONSUMERS TOLD US

@ NAVIGATING HEALTHCARE IS CONFUSING
@ ONLINE SCHEDULING DESIRED
@ ‘s WANTA PERSONALIZED EXPERIENCE”
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USE CASE
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YEAR

2 )| USE CASE

PILOT:
Group of Physician

Practices

@ MVP Website Constructed
Frictionless Environment

L
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& BayCare

PASS MEMBERSHIP SNAPSHOT

BayCare launched the BayCare EasyPass Membership Program
with a MVP of 4 benefits in one physician practice in June 2017

There are two tiers in the EasyPass program - in order to become a
Tier Il All-Access member, all the patient has to do is provide a little
more data and information

The objective of the program is to make it so easy and enjoyable
for patients to access and use all BayCare services, that members
will use them out of habit, thereby using more of our services on a
per-capita basis, and creating more loyalty for BayCare.

L
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EXISTING BAYCARE PERSONA : Beverly

Back

Persona Type: Retiree

Name: Beverly

Age: 65

Location: Largo (Moved here from Michigan)

Technical Comfort: Low

Hobbies/Interests: Social activities, family/grandkids, her dogs, likes to cook, swimming
Favorite Websites/Apps: Facebook, Amazon, Yahoo, YouTube, USAToday.com, Skype

Story—4 bit about Beverly's ife
Lived in Michigan and she and her husband wanted to move somewhere warmer. iked vacationing in Clearwater Beach, so she and her
husband moved to Largo.
She is 3 retired
Has two kids and three grandkids, who she loves spending time with.
Has Medicare
She and her husband have a PCP and/or a speciallist

i . Why does
Keeping active
Her and her husband's health
Health costs; She fs living on a fixed income
She wants with her heslth care provid
‘She can't get into to see her regular doctor quickly enough.
She doesn't like to drive in traffic. 50 she wants to eo somewhere that s close-bv

heard of us?

The Ideal Experience —Beverly's story, which includes features and content that will help her
have a great experience.

nrc

8ayCore urgent Care? g
Unaware of it or where it is

May not kaow what “urgent care” ts

Really loyal to her family doctor and doesn’t want to stray
it looks

Doesn't know that Medicare will pay for it

“I would prefer to go to my
family doctor, but if | or my
husband needs something
quick, we’'ll choose BayCare
Urgent Care.”

‘Someone that her docter trusts and refers her to when they can't get her in quickly

enough

Patient doctor whe
Covered by Medicare

nd spends the

nt of time for her

#Baycare
Madical Group

NRC Health Symposium | Understanding in focus | #NRCSymp

IMPLICATIONS FOR LOYALTY

Beverly has two kids and three grandkids, who love
spending time with her, She recently moved to Florida
and wants an affordable health care provider that she
can trust. She also wants to bring her husband along, as

she’s worried about his health.

BAYCARE LOYALTY DRIVERS

HABIT
She feels good when she doesn't have to spend
much time away from her grandkids and kids.

Convenienceisimportantto her.

STATUS

She likes to encourage her family to visit the same
doctor she goes too.

RECIPROCITY

She enjoys doctors who answer her questions
without making her feel undervalued.

25

25

nrc

BEVERLY LOYALTY DRIVERS

AGE 65 HABIT
HIGH TECH COMFORT STATUS

NEW TO MORTON PLANT
RECIPROCITY

BEFORE

Positive

Neutral

Negative

3 Receives 4  Notices chronic
welcome packet issue flare-up
and is notified of
her Tier 2 status

At home; she-
registers on website
as Tier 2 and capture
all details &
preferences

annual checkup
receives program
info (brochure)

s Hospital
VIP info

CHANNELS
AND BENEFITS

CRM,
Website

Email,
Direct Mail

Brochure

#Baycare
Madical Group

Goes to website o Calls PCP who gets 7
for information
and calls contact
center for
Medicare price

Website,

Call cente

NRC Health Symposium | Understanding in focus | #NRCSymp

Beverly has an annual checkup and signs up to be apart of
EasyPass. She notices a chronic issue flare-up and later gets
admitted into Morton Plant. She wants a high touch
experience and is tech savvy. She is likely to ask a lot of
questions about Medicare and coverage.

Completes
info online
and confirms
VIP

Receives
notification to
complete more
info

her admitted to
Morton Plant

Email,

Direct Mail pYEtEte

26
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BEVERLY LOYALTY DRIVERS

AGE 65 HABIT Beverly has an annual checkup and signs up to be apart
of EasyPass. She notices a chronic issue flare-up and
HIGH TECH COMFORT STATUS later gets admitted into Morton Plant. She wants a high
NEW TO MORTON PLANT touch exper_ience and is cec'h savvy. She is likely to ask a
RECIPROCITY lot of questions about Medicare and coverage.

DURING

Positive

Neutral
Negative

) Sees 1t Her husband 1 Arrives at 3 Ask u Skipwaiting 15 Seeswelcome note s Dinnerarrives for ¥ Get
appointment drives her to reception & Medicare- room and in private room Rarandbee night
reminder via Morton Plan shows “Boarding  related goes to and adjusts room husband under goes
app and uses Café Pass” on app and questions room temperature and procedure

cartand free is personally wears robe
valet parking welcomed

CHANNELS : Café Card, On-site vIP VvIP
AND BENEFITS Mekils fpg Valet Parking Welcome Treatment Treatment
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BEVERLY LOYALTY DRIVERS

AGE 65 HABIT Beverly has an annual checkup and signs up to be
apart of EasyPass. She notices a chronic issue flare-
HIGH TECH COMFORT STATUS up and later gets admitted into Morton Plant. She
wants a high touch experience and is tech savvy.
NEW TDMORTON PLANT RECIPROCITY She is likely to ask a lot of questions about Medicare
and coverage.

Positive
Neutral

Negative

= Husband drives her = Receives emails 2 Tells her family 2 Gets Publix 2 Uses health 2 Uses online 5 Goes to PCP
checkout for income or push aboutit notification ta navigationapp  pricing tool for for visit, uses
discharge” and notification to refill for ongoing hip Cafeé card
gets medication rate people and prescription, support replacement
delivered to experience while there
room checks blood
pressure

CHANNELS obil i bt
T . Email, Mobile Publix, Website,

AND BENEFITS App HIGI Online Pricing

Café Card
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Questions about BayCare EasyPass™? & Call 844-260-7147

YEAR

!
* BayCare

b
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weaLrn Madical Group

29

Questions about BayCarc EasyPass™? % Call 844-260-7147

YEZAR Welcome to BayCare EasyPass™

WITH EASYPASS™, GOING TO THE DOCTOR JUST GOT EASY-IER.

Congratulations. Reld Yoder, you're an All-Access member, Now you <an nas

rship number at (844) 260-7147.

HOW WOULD YOU RATE YOUR EASYPASS™ EXPERIENCE?

iow likely Is it you would recommend us to.a friend, or colleagus (0 not ikely o 10 very likelyl?

[y Schedule BayCare ®0 @1 @2 @3 @4 @5 06 07 ©8 O9
Medical Services

b
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30

PAGE 15
26" Annual NRC Health Symposium - Virtual Event
August 24-25, 2020



YEAR

My Benefits

Medical Secvices

Schedule BayCare

Questions about BayCarc EasyPass™? % Call 844.-260-7147

My Benefits: All-Access Membership

Reid Yoder, you're an All ber. Now you can navigate your health care needs without hitting any roadblocks.
Tolearn more about the program, click here.

For any questions. please call our tofl-free membership nu

Appointment Reminders

Now you don't have to ¥ when your

Monthly Wellness Newsletter

We want you to be healthy. Every month, youll receive 3 el om based upon the preferences you se
Update Settings
Online Scheduling for All BayCare Services

We know you're busy. Save our primaty care phys!
alab appo emedicine apoointment that's svailable arou

0 yoU'l b
u regstered. it good at a
ent

Copynght €
Serving the Tampa Bay Area
Terms & Conditions | Privacy Policy

A
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15 about BayCare Ea:
YEAR Carisa Barnhill, DO
A Internal Medicine
¥ BayCare
Fred Brennan, DO
Family Medicine, Sports Medicine
id
Jennifer Chambers, DO
Family Medicine
Home Jennifer
Chambers
Family Medicine
95405 Park St N, Saint
Petersburg, FL, 33709
42!
FAQ
e Derek Dillon, DO
Family Medicine
Svetlana Enman, DO
internal Medicine
Amir Fahmi, DO
Internal Medicine
Stephanie Fenlon, DO
Internal Medicine
Nicole Garbe, DO
Family Medicine
A
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Questions about BayCare EasyPass™? & Call 844-260-7147

YEAR . .
2 paycare Schedule BayCare Medical Services

> Doctors
fer
Book an appaintment anline with your primary care doctor.

% Laboratory Services
‘1 Skip the walt! Save Your Spat at a BayCare lab. Choose your location and the time you'd like to come in. and we'li send you a text message
when it's time to show up.

Rel

» Imaging Services
Q Schedule your imaging appointment online at Imaging locatins throughout Tampa Bay. K-rays. MRls, PET scans and more
are just a few clicks away.

% Urgent Care
It's easy to make an online reservation at a BayCare Urgent Care location close to you, Choose your location and the time you'd like to come
in, and we'll Save Your Spott.

Schedule BayCare

Midita et > BayCare Anywhere™
E Chatwith a live doctor 2477 with BayCareAnywhere. Dur easy app gives you Instant access to baard-certified physicians for treatment of

minor Hinesses and injuries.

> BayCare Emergency Departments
m BayCare offers a network of 13 state-of-the-art emergency centers throughout Tampa Bay, Find the ER closest 1o you.

For more infarmation or a physician referral, call the BayCare EasyPass membership line at (844) 2607147

4
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& BayCare

PASS MEMBERSHIP SNAPSHOT
SorsumaLoply

° Increase per capita % of members who use @ +8% since program launch,

Q1 2017 BMG Pilot usage of BayCare more than 2 services while non-users declined -2%
services
2018 Extend BMG Pilot ° Patient Satisfaction Net Promotor Score @ NPSis currently at 60

% of members who opt- @ Open rates range 13% to 38%;
Q42 MPH OB Pilot in to membership avg 26%
Engagement

benefits, use online
scheduling, email open @ Click thru rates 0% to 9.4%:

Fee For rates, click thru rates. avg 4%
Service "‘
Mindset Insurance :
@ Mindset Total cost of program Cost per member @ Fee for Service
for benefits

‘ ° achieves neutral to [ ) Capitated: Success
positive ROI

b
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YEAR

WHAT IS A FRICTIONLESS ENVIRONMENT?

IN RETAIL
Driving to
the Store

Writing a
Check

14K TEN

Web Pages Web Pages

Removing the
barriers of navigation

NRC Health Symposium | Understanding in focus | #NRCSymp 35

YEAR

2

PSYCHOLOGY OF GAMIFICATION

AND LOYALTY

“ & “

Motivation is one of Playfulness and attitude Loyalty programs
the most powerful toward the program within healthcare
psychological factors serves as meditating specifically drive
in a loyalty program mechanisms underlying behavioral intentions
the impact of gamification
nrc * NRC Health Symposium | Understanding in focus | #NRCSymp
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YEAR

2

PSYCHOLOGY OF GAMIFICATION
AND LOYALTY

© ©

Empathetic Messaging Increased emotional

| attachment drives
greater perception of

value for the consumer
with each interaction

“BayCare gets me, they
really know what | need”

“I love BayCare”

nrc ‘ #E:LC::F NRC Health Symposium | Understanding in focus | #NRCSymp 37

USE CASE
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Positive

Neutral

Negative
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SARA LOYALTY DRIVERS LABOR & DE LIVERY

AGE 33 HABIT Sara is a millennialmom with a 12 year old
daughter, who's having another baby and
TECH SAVVY STATUS preparing for her labor/delivery experience by
visiting her OBGYN. She's taking classes, attending
HASANOBEYN RECIPROCITY appointments, while working fulltime and moments
away from delivery. She wants convenience and
feels good when she can use technology to make
her life easier. She's becomes an EasyPass
DURING Member, and enjoys using BayCare's app.

Positive
Neutral

Negative

1w Her water She uses 2 Shearrives 1t Patienttech 1+ Her babyis 1 Photographer s She is given a 17 Doctor writes Patient tech 12 Sent home with
breaks while apptolet at the East completes born! A takes newborn swaddle and discharge orders  escorts her ta ameal for mom
her husband the OBGYN Entrance palm scanner  friendly board  photos of the receives dinner for and Nurse goes thecarina & dad
isat work, so  department anda +registration  member visits baby and she her and her over paperwork,  Wheelchair and
sheordersan  know she’s friendly staff & labor giving her a postsa photo to husband that is sent to assists in putting
Uber to take on the way member begins special gift her social media her EasyPass the newborn
her to the meets her at Account into the car
hospital the curb &
takes her up

CHANNELS : to her room

BENEFITS
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SARA LOYALTY DRIVERS LABOR & DELIVERY

AGE 33 HABIT Sard is a millennialmom with a 12 year old
daughter, who's having another baby and
TECH SAVVY STATUS preparing for her labor/delivery experience by
visiting her OBGYN. She's taking classes, attending
HES AN OBUIN RECIPROC! appeintments, while working fulltime and mements
away from delivery. She wants convenience and
feels good when she can use technology to make
her life easier. She's becomes an EasyPass
Member, and enjoys using BayCare's app.

Positive

Neutral

Negative

» Shereceives 2 Shereceives =z She’shaving 2 Shegoesto She joins 15 Shareceives 25 She noticesthe »» Sheaspires toget = Shereceivesa 22 Shecatc
reminder inapp  a follow up trouble breast Publix & signs support notification via Rainbow back ‘in»shape’ and ‘ramlnder ahaut' cold & u
of additional call asking feeding & seel uptobea groups apptosetupa  Recovery decides tosign-up  ‘Save Your Spot BayCare
meal options how she's lactation part of the & attends pediatrician program to help  for the Fitness Club  ta get lab tests Anywhere

feeling and information, Baby Club to lactation appointment for  prevent her child Membership done for her

about her registers continue consult her newborn from getting sick (discountasa |agwbnm

experience throughapp mommy and signs up member) (discount as a
education member)

| Onliny

CHANNELS 5 ] Emal, SM

BENEFITS
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Questions about BayCare EasyPass™? Y. Call 844-260-7147

]
A” BayCare

EASY.

Navigate your labor and delivery journey without hitting any roadblocks.
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e asS FOR MOMS

WHAT WE HAVE LEARNED

(11
It has helped me focus more
on patient care and less on

L Feedback From Staff
op (R

Fap¥

Members providing direction related to

620+ classes, facility tours, etc.”

b
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| " *pass FOR MOMS

WHAT WE HAVE LEARNED

78% of Members upgraded to Tier 2 Membership

38% of members have completed the journey and
delivered at a BayCare Hospital

Increased email open rate of 3X for Members vs Non-
Members

nrc ‘ #E:LC:EF NRC Health Symposium | Understanding in focus | #NRCSymp 45

Increase two-way communication/dialogue
with members
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WHAT [S

MARKETING?
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