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Today’s Presenter

Ryan D. Donohue, Solutions Expert in Consumerism for NRC Health and a
Governance Institute Advisor, is considered a thought leader in the realm of
healthcare consumerism. With NRC Health, the largest surveyor of healthcare
consumers in the U.S., he evaluates evolving consumer perceptions and
expectations of healthcare compared with other industries. As an Advisor for
The Governance Institute, he shares his consumerism thought leadership in the
board context, elevating it to the strategic level.

Ryan has authored many publications on the topic of strategic branding and
consumerism including The New Payer: What Makes the Healthcare Consumer
Tick? and The Curious Case of the Healthcare Consumer. His latest research
has culminated in a brand-new book called Patient No Longer, which is now
available through Health Administration Press, a division of ACHE. He hosts a
new NRC Health podcast, also called Patient No Longer, to take listeners inside
the minds of healthcare leaders and innovators who are inspiring a positive
shift in the customer experience.
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Learning Objectives

After viewing this Webinar, participants will be able to:

Describe how
consumers feel about
price transparency or
lack thereof in patient

experiences.

Define what
consumers want from
a more price-
transparent
care provider.

Identify price
transparency as a
potential competitive
differentiator in your
market.

3
VAN

Discern the board’s
role in shaping pricing
strategy for the
organization,
internally and
externally
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Continuing Education

In support of improving patient care, The Governance Institute, a service of National Research

Continuing Corporation, is jointly accredited by the Accreditation Council for Continuing Medical Education
education 'A‘ (ACCME), the Accreditation Council for Pharmacy Education (ACPE), and the American Nurses

. . v Credentialing Center (ANCC) to provide continuing education for the healthcare team. This activity
credits available IPCE CREDIT™ Was planned by and for the healthcare team, and learners will receive 1 Interprofessional

Continuing Education (IPCE) credit for learning and change.

AMA: The Governance Institute designates this live activity for a maximum CPE: The Governance Institute is registered with the National

of 1 AMA PRA Category 1 Credit(s)™ Physicians should claim only the credit ~ Association of State Boards of Accountancy (NASBA) as a sponsor of

commensurate with the extent of their participation in the activity. continuing professional education on the National Registry of CPE
Sponsors. State boards of accountancy have final authority on the

ACHE: By attending this Webinar offered by The Governance Institute, a acceptance of individual courses for CPE credit. Complaints regarding

service of National Research Corporation, participants may earn up to 1 registered sponsors may be submitted to the National Registry of CPE

ACHE Qualified Education Hour toward initial certification or recertification Sponsors through its Web site: www.nasbaregistry.org.

of the Fgllow of the American College of Healthcare Executives (FACHE) In accordance with the standards of the National

designation. Registry of CEP Sponsors, CPE credits will be granted

Criteria for successful completion: Webinar attendees must remain logged bf:lsed ona 50-m1qute hour. N

. . . Field of study: Business Management & Organization

in for the entire duration of the program. They must answer at least three \g Program level: Overview

polling ‘questions.‘They mgst comple.te the evalyatior) survey in order ( :P Prerequisites:.None

to receive education credit. Evaluation survey link will be sent to all l I: Advanced preparation: None

registrants in a follow-up email after airing of the Webinar. REEINSO Kb Delivery method: Group Internet based

Maximum potential CPE credits: 1
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Disclosure Policy

« As a Jointly Accredited Provider, the Governance Institute’s policy is to ensure balance, independence, objectivity, and scientific rigor in all
of its educational activities. Presentations must give a balanced view of options. General names should be used to contribute to partiality.
If trade name are used, several companies should be used rather than only that of a single company. All faculty, moderators, panelists,
and staff participating in the Governance Institute conferences and Webinars are asked and expected to disclose to the audience any real
or apparent conflict(s) of interest that may have a direct bearing on the subject matter of the continuing education activity. This pertains
to relationships with pharmaceutical companies, biomedical device manufacturers, or other corporations whose products or services are related
to the subject matter of the presentation topic. Significant financial interest or other relationships can include such thing as grants or research
support, employee, consultant, major stockholder, member of the speaker’s bureau, etc. the intent of this policy is not to prevent a speaker
from making a presentation instead, it is the Governance Institute’s intention to openly identify any potential conflict so that members
of the audience may form his or her own judgements about the presentation with the full disclosure of the facts.

» It remains for the audience to determine whether the presenters outside interests may reflect a possible bias in either the exposition
or the conclusion presented. In addition, speakers must make a meaningful disclosure to the audience of their discussions of off-label
or investigational uses of drugs or devices.

« All faculty, moderators, panelists, staff, and all others with control over the educational content of this Webinar have signed disclosure forms.
The planning committee members have no conflicts of interests or relevant financial relationships to declare relevant to this activity.
The presenter has a financial relationship with The Governance Institute or its parent company, NRC Health, as an employee. This relationship
does not affect the educational purpose of this program.

» This educational activity does not include any content that relates to the products and/or services of a commercial interest that would create
a conflict of interest. There is no commercial support or sponsorship of this conference.

» None of the presenters intend to discuss off-label uses of drugs, mechanical devices, biologics, or diagnostics not approved by the FDA for use in
the United States.
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Webinar Roadmap

=) The Rise of the Consumer
=) Seeing Price through Fresh Eyes
mp Breakthroughs in Price Transparency

mp Discussion
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The Rise of the Consumer










Polling Question #1

What is the #1 emotion consumers feel during a healthcare visit?
* Anger
* Fear

e Confusion

* Frustration

Source: NRC Health’s Market Insights special study on price transparency, 2021, n size = 2,008.
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Outside Healthcare




Healthcare’s Hero:
Who Will Save Healthcare?

Source: NRC Health’s Market Insights, 2013-2020.



Seeing Price through Fresh Eyes




Ehe New Nork Times
Many Hospitals Charge Prices Paid to Hospitals by Private

Hospitals and Insurers Didn’t

Want’ You to See These Prices. Double or Even Triple T LD
Heres Why. %a t Me d fcare Wou I d Pay Findings from an Employer-Led Transparency Initiative

By Sarah Kliff and Josh Katz Produced by Rumsey Taylor
Aug. 222021

CMS Proposes Rule to Increase Price HOSPITAL GROUPS FILE LAWSUIT A BILL
Transparency, Access to Care, Safety & CHALLENGING PRICE ety e St o of et
Health Equity TRANSPARENCY RULE i e
BY STEVEN PORTER | DECEMBER 04, 2019 4 . S.”m” TIW:%;ﬂﬁﬁ o (.’.itml -
How to Look Up Prices at Your Hospital, if Nov 2019 3 “lawor eah Care Costs Aot
They Exist Trump Administration Releases Transparency Rule in
fSrthr;[r:l\lllt(};la web search. Consider a third-party tool. Fxpect H 0 Spit al Pri cin g

POLITICS | HEALTHPOLICY

Trump Administration Preparing Executive Order on Health-Cost

HEALTH CARE DiSClOSlll‘e
COST INSTITUTE

FloridaHealthPriceFinder

‘ ' a service of the Agency for Health Care Administration @
e

Directive for price transparency could be released next week amid growing pushback against industry’s secrecy

Large price discrepancies exist between what private health plans pay for hospital services and what Medicare pays. RAND /,-"'
Corporation researchers used data from three sources — self-insured employers, state-based all-payer claims databases,
and health plans — to assess $13 billion in hospital spending in terms of hospital price levels, variation, and trends from RAND
2015 through 2017 in 25 states. CORPORATION

The Governance Institute | September 29, 2021 16



Price Hikes in Healthcare: A Comparison

I other prices had grown as quickly
as healthcare costs since 1945. ..

a dozen eggs a gallon of milk a dozen oranges
would cost would cost would cost

*55 *48 *134

Source: Institute of Medicine, 2015.
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The price for an M.R.I.

at Mass General is ...

$1,019 $3,101 $3,809

with a Cigna plan. with an Aetna plan. with a Humana plan.
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How Important Is Price Transparency in Healthcare?

* Most important industry to know prices upfront? Healthcare.

* Most consumers feel its important to know the prices they’ll pay before any
healthcare experience:

« Test/exam/screening: 97% want to know pricing
« Minor surgery: 97% want to know pricing
* Major surgery: 91% want to know pricing

 Half feel providers (hospital/doctor) are responsible for sharing healthcare
prices, while 31% feel insurance provider responsible

Source: NRC Health’s Market Insights special study on price transparency, 2021, n size = 2,008.
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Do Consumers Believe We Are Price Transparent?

« 3in 10 consumers believe healthcare is upfront about pricing
« Number has risen steadily (18% in 2018, 13% in 2013)
 Belief skews younger, only 11% of 65+ said yes in 2021

* The Northeast (VT, RI, DE, MA) ranked in top 10; (DC #1)

« 43% of consumers have heard of efforts to make healthcare pricing more
transparent

* 41% have not heard of efforts; 16% weren’t sure

Source: NRC Health’s Market Insights special study on price transparency, 2021, n size = 2,008.
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Polling Question #2

When paying, which industry is most similar to healthcare?
* Buying a house
* Buying a car
* Booking a trip

» Making a retail purchase

Source: NRC Health’s Market Insights special study on price transparency, 2021, n size = 2,008.
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What’s Most Similar to Paying for Healthcare?

Source: NRC Health’s Market Insights special study on price transparency, 2021, n size = 2,008.
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Why Isn’t Healthcare Price Transparent?

The reasons are many and the actors form a very long
list, but consumers focus on doctors/hospitals.

Consumers specifically believe:
* They don’t want to share with me (45%)
« They are waiting for competition to share first (41%)
* They don’t believe pricing info is important (19%)
* They don’t possess the tech capability (16%)

Source: NRC Health’s Market Insights special study on price transparency, 2021, n size = 2,008.
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The Power of Price in Patient Decisions

What is the impact of cost on your
selection of healthcare providers?

16.3

13.4

High Impact Moderate Impact Low Impact No Impact

Source: NRC Health’s Market Insights special study on price transparency, 2021, n size = 2,008.
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The Power of Price in Patient Decisions

66% 49% 75%

Believe price Would switch to a Would choose a
transparency is more affordable provider who shares
“very important” doctor, even if they prices over one that
to where they go knew little about them does not (same % for
for future routine (50% feel the same doctor)
healthcare visits way about their most

familiar hospital)

Source: NRC Health’s Market Insights consumer study, 2018, n size = 20,174.
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Hunting for Value: Searching Cost & Quality

* To consumers, the issue of price transparency is a subset of the larger
question: how do | find value in my care choices?

« 85% of consumers believe healthcare is more expensive
now than at any previous point in their lives

« 56% of consumers believe the quality of their healthcare is
better than at any previous point in their lives

 Relationship between the two? Only 1 in 10 ‘strongly agree’
that more affordable care is indicative of lower quality

Source: NRC Health’s Market Insights special study on price transparency, 2021, n size = 2,008.
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How Elusive Is Pricing and Who’s Searching?

« 22% of consumers always attempt to find pricing information before a
healthcare appointment (32% often try to find prices)

« 74% of consumers with a S3k+ deductible searched

* Only 1 in 10 feel its easy to find/compare prices in healthcare
« 11% feel its easy to find/compare quality
* 13% have visited Hospital Compare

« 68% plan to “shop around” for healthcare providers in the future

Source: NRC Health’s Market Insights special study on price transparency, 2021, n size = 2,008.
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What Consumers Want before the Experience

« 7in 10 want to know about their out-of-pocket costs before or
during the appointment booking process (only 4% want to wait until
after the appointment)

* 1in 4 consumers prefer to pay their out-of-pocket costs before the
experience (if they know what they are)

* 1in 5 would seek out financial assistance ahead of time if they knew
the price before the experience

» 86% are interested in possible pre-pay opportunities

Source: NRC Health’s Market Insights special study on price transparency, 2021, n size = 2,008.
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What Consumers Want in a Pricing Tool

Consumers clearly want a dynamic, online resource for pricing

Top five most-wanted features of a pricing tool:

v" Shows my total cost, out-of-pocket cost and cost covered by insurance
Compares out-of-pocket costs for different care options (ex: urgent care vs. ER)
Calculates out-of-pocket costs based on their insurance type

Contrasts out-of-pocket costs for in-network and out-of-network providers
Shows quality measures of providers

XN X X

Bottom line: consumers expect an easy, insightful tool to use

Source: NRC Health’s Market Insights special study on price transparency, 2021, n size = 2,008.
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Polling Question #3

What percentage of consumers can comfortably afford an ER visit?
« 8%
« 24%
« 48%
« 72%

Source: NRC Health’s Market Insights special study on price transparency, 2021, n size = 2,008.
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How Much Can Consumers Afford?

How much can you and/or your family comfortably afford
in the event you need emergency medical care?

8%

9

m Less than $500 = $500-$1,000 = $1,000-$2,000 $2,000-$3,000 = More than $3,000

Source: NRC Health’s Market Insights consumer study, 2018, n size = 20,174.
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The Dreaded Experience of

Paying for Care

 Half of consumers feel a significant burden paying for care

« 87% of consumers incur some level of difficulty in trying to

understand their healthcare bill(s)

* 65% feel its important to be able to ful

* 51% feel its important to receive a sing

* Many dissatisfied patients describe

paying for their care as one of the worst

parts of the experience

ly understand their bill

e bill

Source NRC Health’s Market Insights special study on price transparency, 2021, n size = 2,008
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A Decade of Healthcare Deferment

Have you or someone in your household delayed necessary
medical treatment in the last six months?

2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 2018 2019 2020
Source: NRC Health’s Market Insights study of healthcare consumers, 2008-2020.
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Washington on Price Transparency




Washington on Price Transparency

“We believe there is a direct connection between
transparency in hospital standard charge information
and having more affordable healthcare and lower
healthcare coverage costs. We believe healthcare
markets could work more efficiently and provide
consumers with higher-value healthcare if we
promote policies that encourage choice and
competition. As we have stated on numerous
occasions, we believe that transparency in
healthcare pricing is critical to enabling patients
to become active consumers so that they can lead
the drive towards value.”

-HHS, 2019




CMS final rule on Price Transparency is a landmark
shift toward consumer-facing price availability

o Detailed information on 300+ “shoppable
services”

o Hospital pricing must in “machine-readable
format”

Requires “consumer friendly” pricing lists

Outlaws longstanding “gag clauses” that forbid the
reveal of negotiated fees

Launching Care Compare site to estimate visit cost;
infusing quality data into Exchange plan comparisons



Washington on Price Transparency

* CMS has begun audits for transparency compliance
 Patients are encouraged to report non-compliance

* Fines of $300 (min) per day up to $5,500 per day

* Non-compliance will appear on Hospital Compare

* The big question remains: how much are consumers
aware of price transparency efforts, available
tools, and potential avenues available should they
encounter barriers?




Breakthroughs in Price Transparency




Polling Question #4

What percentage of consumers are likely to use
the Regional Price Index?

* 2%

* 34%
* 53%
* 87%

Source: NRC Health’s Market Insights special study on price transparency, 2021, n size = 2,008.
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Will Consumers Use State-Based Price Index?

If your state were to offer a Web site which included hospital and
doctor charges for certain common procedures, how likely would you
be to visit this website in the future?

2% 2%

m Very likely = Somewhat likely = Neither likely nor unlikely = Somewhat unlikely = Very unlikely

Source: NRC Health’s Market Insights special study on price transparency, 2021, n size = 2,008.
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: FAQ GLOSSARY
carelNsight --

m
4 0000

Indiana’s easy-to-use resource
for hospital charge comparison & quality ratings q
Why doeshealth care

How to

} USE THETOOL || €osT 50 MUCH?
W *ll.

» Search by ZIP code, hospital or condition " @

¥ ADDITIONAL SEARCH OPTIONS ¥

Why is it so hard to know how much I will pay for hospital care?

The Indiana Hospital Association has created this tool to help understand:

B WHAT'S IN YOUR THE COMPARISON
HOSPITAL BILL OF QUALITY & PRICE
o WHY OUT-OF-POCKET
J COSTS ARE RISING



sluhn.org |

4
StLul__(é'fS PRICECHECKER $ 1-844-SLPRICE

Pricing for Procedures Pricing for Imaging Quality Questions?

WL

X
_ Pricing for

HOOIENE ' Imaging

Pricing for

- |
!!"' |:l'|
AR ’

\Welcome to St. Luke’'s PRICECHECKER

Are you worried about your health plan’s deductible? Are you worried
Qt about your upcoming procedure or test and what the cost might be?

At St. Luke’s our goal is to keep you healthy in mind, body and wallet.
. A We understand the last thing you want to worry about is an unexpected bill.



Marrying the pre-
service and post-
service experience
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35 Surgery Center

of Oklahoma

{ Surgery Pricing

Click on an area of the body where a surgery or
procedure is needed. Use this tool to find a price
and request a specialist to contact you.

| s i,
|._ F '-\_‘_ ,u’) \"\
= ™, B ! L
| |
A [ I | # )
i [N
! | ||r ' 1 ] Ik | & {':E 4 4
[ i x' . /
ar Y N T 1
a RIS U G Sl W

Hospitals Sharing Prices

« Oklahoma Surgery Center
pioneered price transparency
way back in 2009

 Built their brand around meeting
consumer expectations before
the patient experience

« Developed an SDK for other
hospitals to purchase and use
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Patient Price Transparency — Estimate View

Patients receive a

that includes:

®* An estimate number

« This can be easily referred to by
Moffitt staff should the patient have
questions on their self-created

estimate

* A brief description of the patient's service
* Total billed charges for the service episode

* Payer and specific out-of-pocket
information received from payer's website,
estimating the total amount the patient
will have to pay out of pocket

MOFFITT

CANCER CENTER

MOFFlTT@

Estimate for Outpatient Services

Estimate Number Hame

241 Kot Prowided

Service Date Visit Number

ot Provided Hint Provded
Moffitt Cancer Center

12T Magraba Orive

Tampa, FL 33612

13- T4E-T344

Professional Services

75815 - PET MAGE WICT SKULL-THIGH

Sendces F407.00  Sarvices 310,535.00
Ca-Pay 3000 Co-Pay $0.00
20% Co-lnsurance $2375 0% Co-lnsurance $1,095.64
Dacuctika 5000 Deductibie §0.00
Responsibility $23.75 Responsibility £1,095.64
r% r th ESTRATE basad on the Best ambamation known and povided at tha time of the astimate Tha marmation rstad 10 thi

5I mul U ty Four [i!y can and'or your insurer. Actual amounis mtd FU SENIGES rendmd may be more or kees based

5‘!\’ prnr.ing traatment or senaces deamed necessary by the physicon durmg the wst and addinnal

rlbmmm pwndwd By uﬂﬂw

Firaldetrrminatin of sy and kerates anenel ﬁ & preceatad e tho incuramce comen
eorirad undid itdlity. In agdii f -n'.um atilatad wih | Mnul ilr: hl ﬂ m ﬂ:,

By i ofias ai n-d EMI du\ﬂd nnnnnnnnn

Address
Mok Provaded

PayerName
At

Estimated Responsibility
$1,119.39

Hospital Services
TBE1S - PET IMAGE WICT SHULL-THIGH
38416, B0053, S2948, BA100, 84

This dotument may cantan o eged andior ponfdental wlarmation that = legally probec d; ol ok far the uss
inbardedd recigiant ¥ you ave not the intended raci FF‘I wou are heraby notified that any clscluw . W
Toried ol

an ik Contants oru:nedo-cmlmls b ety

S 0 /7?y

Guaranter Signature Accepted Date
Craaned Dansr TP 25364 P Updated Daie T 24966 P
Craaned By scinngy Updatad By scinrgy
Copymght € 2021 PMMC. Al Righls Resenved This estimabe i valid unbl 08162021 Pags 1af1
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Careers | Physician Opportunities | Foundation | Espafiol
INTEGRIS = ay Hosial i

Meredith MCKEE, M.D. Patient Rating
Meredith A. McKee M.D. 6 ool s

Specialty: Internal Medicine 375 Ratings
B4 Comments

INTEGRIS Family Care Central
3400 NW Expressway
Building C Suite 500
Oklahoma City, OK 73112

Phone: 405-552-2722

Patlent Ratings and Comments

4.6 out of 5 (375 Ratings, 64 Comments)

e & I had an ultrasound and Dr McKee called me within hours with my results! That was amazing to me!
Nov 24, 2015 My last provider never called me back with results. Thank you to her and her whole team, you are

awesome!

INTEGRIS Patient

KWW WK All staff are very respectful and helpful.
Mov 24, 2015
INTEGRIS Patient



Which Innovations Should You Pursue? (circa 2018)

19.6%
17.1%
15.9%
14.0% 14.4%
11.0%
I 8.1%
Simpler billing/ Less waiting / more Virtual visits (via Online scheduling Onsite amenities Better website to Other, please
payment process comm. mobile device) (e.g. pharmacy) find doctor, specify

location, etc.

Source: NRC Health’s Market Insights study of consumers, 2018, n size = 21,420.
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In Closing

The Governance Institute | September 29, 2021



Price Transparency: Four for Tomorrow

We must strongly consider - and internalize -
the

» We can offer a world-class experience but if
paying for it is not it won’t matter

Meeting consumers in the middle means being
all along their journey of care

Consumers are seeking a trusting, lasting
- be bold and seize the role
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Discussion
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Contact Us...

NIrc

HEALTH

THE
GOVERNANCE
INSTITUTE

=4

Ryan D. Donohue

Solutions Expert, Consumerism
NRC Health

(800) 388-4264
rdonohue@NRCHealth.com

The Governance Institute
1245 Q Street

Lincoln, NE 68508

(877) 712-8778
Info@Governancelnstitute.com
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