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Providence Digital COVID Response
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Digital Innovation & Providence Ventures |
Model & Value Drivers
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« Builds new solutions in the digital “white
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¢ Commercialize and then spin out Big R T et ¢ ‘
p Ll a HARCH ¢ Collaborate [
. /ﬂ
+one medical ridenc
@ AAVRUUS g:::;::":; ‘.J""'.. fz‘:w‘l:jri?ke +—— Find/Partner and/or Invest +———

LyrQ Omada Srr

PROVIDENCE VENTURES

DIGITAL STRATEGY
18 active portfolio companies

Five "unicorns Identifies needle-moving opportunities in collaboration with Providence LOBs, regions

Finds enabling technologies to support (Twistle, SilverCloud)
Identifies white space for Digital Incubation
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Digital Insights

AUDIENCE

30% of Contacts =
C-Level

60% = Director and Above

AREAS
Transformation
Innovation

Strategy

Technology

Risk Management
Communication
Finance

Marketing

Research

Academics
Consultants & Analysts
Information Systems

). .
3 Providence

ORGANIZATIONS
AHA

LUGELEEN
Amazon Care

AMA

Anthem

Ascension

Banner Health

Bill & Melinda Gates
Blue Cross & Blue Shield
Boston Medical Center
Cambia Health
Cerner

Cigna

Cleveland Clinic
Columbia University
Dartmouth College
Deloitte

Flare Capital

[CEL T8

GE Healthcare
Google

Highmark

1BM
Intermountain Health
John Hopkins
Johnson & Johnson
Kaiser Permanente
Live Oak Partners
Livongo

Mass General
Madrona Ventures
Microsoft

NCQA

Oliver Wyman
Optum

Penn State Health
Stanford Health
The Governance
Institute

US News &

World report

UC Berkeley

UCLA Medical

The Health
System Digital
Challenge

DIGITAL INNOVATION & INSIGHTS

Journey Toward
the Next Normal

o3 @

CATALYST RESPONSE

MOBILIZATION
Mobiiizing Resources
& Responding

covip-19 Y}

RECOVERY
Resuming Operations
& Care Delivery

»

B

FIRST ORDER IMPACTS

MITIGATION
Menaging Trust
& Safety

EVOLUTION
Business Model
lution Toward Value

O]

SECOND ORDER IMPACTS
& OUTCOMES

Distributed Care & Digital
Health Acceleration

* New Workforce & Facility Models

Industry Consolidation

* Exfended Supply Chain Models

ed Communities
Scalable Behavioral Health

www.providence-digitalinsights.org
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Consumer + Plan Member| Integrated Digital Platform
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Discovery Transactions
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Marketing & Digital Experience | Value Drivers

Marketing 5@ Digital Experience
Via attributable outbound high-acuity commercial Delivered the fastest-growing, largest digital channel for
procedure campaigns, using the Consumer Data Platform new, high-value patients for low-acuity care
(CDP) e +78% y/y for DIG platforms 2019.

* New DIG channels are now >60% of all digital
transactions.
e 73% commercial, 30% new patients

6-10:1 Return on Marketing Investment LTV: Three-Year $4,400 Revenue
%'l_:, Providence &z\ecs::ﬂ?\\ﬂ;:e;:::\?e"s(’:zrgs\:aglML;\E}S:TFS:U::?/Z:V‘J? Promoter Score, CAC=Customer Acquisition Costs,
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How It Works

Automated patient
routing

Dynamically route patients

to the most appropriate

care access point based

upon predicted value,

efficiency, productivity and
atisfaction.

Intelligent
Navigation

4 N

. deXcare

e Inte"igence Rapidly adapt and flex
Engine staffing to meet patient

access needs of the

Powerful patient Cross-line insight & "traffic control”

experience

Surface provider availability
from the EMR, extend to on-
demand care, and make it moment. Intelligently
discoverable so consumers automate resource
gain real time access to Care allocation for deep
appointment availability Continuity operational efficiencies.
across all care options.

Leverages current investment

-
m Your providers, your brand, and

your EMR, systems and
workflows dp)(cqre Confidential © Providence
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Consumer + Plan Member| Integrated Digital Platform

COMPETITORS

Discovery Transactions
Inbound/Outbound Marketing New & Existing Engagement
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After Google (Consumer), Payer Digital
Experiences are How Consumers Find Care

Other
Healthcare

provider

Friend
or family

L (

Insurance
provider

Source: Kyruus 2020 Patient Access Journey Report

2 Providence

How did you find a primary care provider?

own
research

How did you find the specialist?

Other
Still
looking

Friend
or family

Insurance
provider

own
research

n=408

Recommendation
from a provider

11

Payer-Provider Digital Integration | Near-Term

«~wuvs  xealth

Integration of Rx of digital content,

+

WILDFLOWER

twistle @

Provision of platform

Care journey support

provider catalog and
scheduling

2 Providence

products, services
for payer provider
networks

for in-network
providers Bundle support
Care management

support

Pregnancy bundle
support

Providence App (CEP)

Non-clinical information
access and sharing (EOB,
FSA, etc.)

Prior authorization / pre-
service (Lumedic
partnership)

Eligibility & payment
experience

12
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Consumer + Plan Member| Integrated Digital Platform

Discovery Transactions

Inbound/Outbound Marketing

New & Existing Consumers
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Engagement

Consumer Engagement &
Smart Assistant

13
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Flywheel Loyalty

Consumer Engagement

High Usage Frequency

Health System patient engagement is low, making the industry ripe for disruption.

Competitive Footrace

Disruption Zone

© Providence Digital Innovation Group 2020

.
swayfair
T
Low 3 g High
Advertising E g »  Advertising
Spend es Spend
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w
| (= Increase Ad Spend GEICD
ac Auto Insurance

Big Brand Advertisers

Low Usage Frequency
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% Consumer Engagement:

Retaining Consumer & Reducing Churn

High-quality engagement before, after, during and in-between
episodes of care increases retention, LTV capture & brand loyalty.

~$4B National Opportunity

1% Reduced f
Churn

Source: DIG strategy team fall 2019 analysis PRD
INN

ENCE DIGITAL
TION GROUP
© Providence Digital Innovation Group 2020
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UNIFIED ACCESS TO SERVICES
ACROSS

* Business lines
* 3 party innovations/apps/content
e Thru SSO or deep integration

INTELLIGENT NAVIGATION
THRU

* Flexible, customizable experience
¢ Multi-modal access (chat, voice, SMS)
* Real-time personalization

ENGAGEMENT

* Within & between care episodes
* Real-time personalization

=il * Predictive & proactive
Communication
(Messaging, Notifications)
Data
(EMR, CDP, Behavioral/ Analytics, 10T, Content)
Payment
%"—:- Providence (Self-pay & Insurance, Transactional & value-based)
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CEP | Access and Navigation Drives Engagement While

Accessing Market Innovation

Consumers need to know what’s available, Unified access, easy navigation
what to trust, how much they need to pay through their provider trusted app
and access them easily

Health Connect

7)) omada gz wmychart

L ) sivercloud twistle @

SSO & Deeper integrations
3¢ wildflower Health

Integrations across
Payer/Provider/Employer
3rdparty trusted innovations

xealth

%:-5' Providence "Digital Formulary"
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Unified Access |3 Party Innovations Integration

Providers can prescribe 3™

party applications to their

e W 3 patients—allowing the

it & provider to treat the patient
: holistically

View A1

& & Cwmmwlus A:sessmm Tool
sess S {COVID-

The Health System can expose
the breadth of services and
partnerships to their patients

A CoaaAdony
o s (COWD-19)
Same Day Care

B Eroress Care Ciinics
Sehecse spposment fof i ssues

| Virtual Visit
(SR —

2 Providence

18

PAGE 9
The Governance Institute Leadership Conference — Virtual Event
January 18-19, 2021



Unified Access | MyChart Integration

EAN

[ Health Connect = | @ revcivmoms | @ schosuie Appoinimen:

Rl Edward Patrick Nigma, MD AveryJordands

SCHEDULE WITH A SPECIFIC PROVIDER
Aug? s o e

Pew Patient Video Visit Eetep—

6
Messages Starts at 8:00 AM

s il . Thru SO, MyChart i an
B utnenas i integral part of the

Get Care X Cancel

i s platform
H ot . sppointment

Biling. 3 exvms K

o Vv
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220AM

il

Patients can take
0o 3 e : = D advantage of all services
— Il o i that are served through

3 o MyChart

My Care
e My Care Team
[ZrpevR—

= MyChart

@ 0

\ J Can deeply integrate high

volume features into app
via API/SDK for better Cx

MyChart Integration into mobile application

2 Providence
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Navigation | Conversational

= 5 Can | take benadryl v
Hel 0 Can you help me find a provider? medication?
.

Sure Maryam, do you know what . .
Welcome back Maryam kind of provider you are looking for? E ngage with patle nts
— listed as a medication which will . .
L hiere t6 help you find Can you find me a physical therapist? e A e T b T empathlcally via natu raI user
care, answer questions, Yes, 1 can search in your area if you

and help navigate the can give me your zip code. 3 : conversation
ongoing coronavirus %8177
pandemic. If you want to speak with a provider
1found 5 physical therapists near about any concerns, I can help you Based upon needs, Gr‘ace
I you are experiencing a ife-or S5 with a video visit. ) X
limb-threatening emergency, call 911, nawgates th e patle nt seam | ESSIV
substitute for professional . .
medicl e diagnasis.or : 3 Providence to the care that best fits their
professional for serious symptoms er e y P

ik needs

When you agree to our Terms of Use
P

See and book an appointment Talk 10 a provider now on video

| Type here or press the micto talk. (@13

2 Providence
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Payment | Payer Integration and Benefits Overview

Regardless of the patient's
insurance plan, we can display
plan and fund status—allowing
the patient to have a
transparent view in managing
their expenses

Display digital insurance card
(Lumedic), integrated plan
information, etc.

2 Providence
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Questions/Discussion

Twitter: @aaronmartinfc

aaron.martin2@providence.org
www.providence-digitalinsights.org
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