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The New Consumer Imperative

To be competitive in any market, health
systems must create value through a
formula of accessible, reliable, and
affordable care that wins consumer
preference and drives loyalty over time.

Heath Care Advisory Board: 12 Things CEOs Need to Know in 2017



A Quick Snapshot of Children’s
Healthcare of Atlanta

One of the largest pediatric clinical care providers in the country
e 3 hospitals
e 622 licensed beds

e 28 ambulatory locations (includes CPG, UC, Rehab/Sports,
radiology, Marcus Autism Center)

e More than 80 telemedicine presenting sites around Georgia
e More than 10,000 employees

e Children’s Physician Group
— 500+ Physicians ( apprx. 60% Faculty)
— 250+ APPs
— 58 practice groups
— 2,000 employees (headcount)
— 7 urgent care centers
— predominantly all billing is PB not HB
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Changing Market Dynamics



Consumers Prefer New and Convenient

Consumers Willing to Try New Ways of Seeking W

Medical Attention or Treatment!

Consumers with access to
telemedicine have used it

82%

Of people 18-34 would switch
to a physician who offered
telemedicine

Percentage of consumers willing to choose more convenient options?

9 59%
37% 42% 43% 55% °

= = = N B

Have chemotherapy Do urinalysis test at Remote pacemaker Send a digital photo Use an at-home strep

at home home with device or defibrillator check of rash for test purchased at a
attached to phone by physician dermatologist consult store
1) “Are you open to trying new, non-traditional ways of seeking medical attention or treatment?” Sources: PwC, “Healthcare’s new entrants: Who will be the industry’s Amazon.com?” Health Research Institute, April 2014,
2) “How likely would you be to choose these options, if they cost less than the traditional choice?” https://www.pwc.com/us/en/health-industries/healthcare-new-entrants/assets/pwc-hri-new-entrants.pdf; AmericanWell,
Percent of respondents answering “Very likely” and “Somewhat likely.” “Telehealth Index: 2015 Consumer Survey,” AmericanWell.com, January 2015;

http://cdn2.hubspot.net/hubfs/214366/TelehealthConsumerSurvey_eBook_NDF.pdf?submissionGuid=484
469d1-8864-4efa-93c7-07e5c43fedas; Health Care Advisory Board interviews and analysis.



Retail Clinics Continue Growing

25-% of Consumers usec-i a retail clinic Estimated Total Number of Retail
in 2015 up from 15% in 2013, and Clinics in the US

retail clinic options continue to grow

2000-20151

Operational
Retail Clinics?

Retailer

1918

1869

-mmute 1743
-' clinic 973

Whalgreend
@ﬁthcare 412

clinic

@ 83

TARGET

Walmart 173

Save money. Live better.

1220

1135 1172

2000 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015

1) As of Nov. 2015
2) As of July 2015
3) Clinics owned by Walmart; Walmart also leases retail space to providers in dozens of stores.

Source: Accenture, “Number of US Retail Health Clinics Will Surpass 2800 by 2017, Accenture Forecasts,” 2015; Merchant Medicine, “The ConvUrgentCare Report,” Vol. 8, No. 7, July 2015; Market Innovation Center
interviews and analysis.

Note: Slide content provided by The Advisory Board Company and re-imaged to fit Children’s brand



Emerging Behavior Trends

As we track consumer preferences, new trends
emerge for organizations to better understand.

Those trends point to a need to understand
Millennial behaviors.
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Understanding Millennials

Who are Millennials? Why are we focusing on
' Millennials?

N

All births, not just

first births, to o)
women under age 85 A)

35:

Ages 18 to 34

information online

Focused on the
present

Tech-savvy, share ]
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What Millennial Caregivers Want

By Medical Scenario

Pediatrician

®T Experience, education

¥X Reputation & positive
~ recommendations

*Y Bedside manner with
"~ both child and parent

WP Extended/flexible
~ hours

¥ Accessibility outside
~ of an in-person visit

™2 Consistent service -

same physician every
visit

- : .
4 Convenient location

Urgent Care

n More locations
B Short wait times
B Pediatric-specific care

n 24 hour availability

B Follow up with PCP

Hospitals
¥® “One-stop shop”

S

¥3 Thoughtfulness on
overall experience

2 Pediatric-specific care

Specialists _

" Immediate
appointment post
referral

3 Pediatric-specific care

B “One-stop-shop”

mergency Care

n Close proximity

B Speed and
attentiveness

B Free parking




How Should a System
Respond?



Dimensions of Access

Communication

Scheduling & Appointment
Availability

Appointment Guarantee

Directions

Efficiency

[ Neighborhood Locations ]
[ Telemedicine ]
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Call Metrics

Communication
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BN Messaging  BEE VRIS gy medical Record

,’ Request an Appointment

Select the resson for The appeintment. 1f The feasen does nol sppear, select ‘Oher and indicate the teasen below.

Expect a response within 2 business days.

From: Deme Mychart on bahalf of Noah Mychare [3227979]

WaNTIo SEET  LeRAGN Vivian S MID (Chambles Primary Care Center. & senice of Children's at Scomish (7]

Reason for visit:  Mew Problem visa  [=]

Praferred dstes:  From: SAS/2015% B e

Preferred imes: Monday Tuesday Wednesday Thursday
Meorning

Afarnoon
The folizwang peaple will be able 1o viw this message anline.

Myseif (Demo Mychart)
# Research Mychart

% Mom Mychart
# lohn Mychart
%) Twor Test ¥l Lennon Mychart

# Rebecca Mychart

0.00%

t i 3| z! 3] \ 3| o A A 2| AN
N At Y LN L PE R L NC I PE
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B raessaging m Visits [ My Medical Record

? Get Medical Advice

Use this form to send non-urgent message to the patient's healthcare team. The massaging capability & for the establishad
haaltheara team only. Mestages submittad via secure message bacome part of the haaith racord. All places of informatian
are required to

quest medical advice.

18 tvis is an urgent matter, please call your clinic, If this is a medical emergency, please call 911,

EXpECt a response within 2 business days.

From: Deme Mychart on behalf of Noah Mychart [3227979]

Totheafficeof: | Mychart Srovider, MD -9CP- [z
Subject: | Appointment Question =
The follawing people will b= abie to view this message anie
Myself {Demo Mychart) ¥ Mam Mychart
Bk, hiehase Naak
7 Lennan Mychart

) Research Mychart
& Twro: Tast
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Scheduling & Appointment Availability

9% of Specialties with TT3N <14 and < 30 Days5$ Ne Show Rate!”* 0
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Appointment Guarantee
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Directions

ol = Children’s’

Healthcare of Atlanta

Closest Children's Emergency Room
Scottish Rite

15 Miles  +




Efficiency

vehert @)

Micah

WE 4/28
— Intake Provider Check- Check-In
eCheck-In (Micah) Visit Registration Registration Time  Intake ~ Time Provider OutTime Check-Out to Check-
b | Department  Count Visits  Time (Mins) Time (Mins) Time (Mins) Time  (Mins) Time  Out(Mins)
. 7,084 4 27 36 76
& ; Spedialty 5,631 s 27 37 8 76
[ WES/5
Cemograghics e ikt Intake Provider Check- Check-In
o - Heone. Visit Registration Registration Time Intake  Time  Provider OutTime Check-Out to Check-
;4 test ' Department  Count Visits  Time (Mins) Time (Mins) Time (Mins) Time  (Mins) Time  Out(Mins)
cily 7,312 4 27 36 76
ATLANTA R Spedialty 5,799 s 27 37 8 76
Slate: Work Pn WE 5/12
Georga Intake Provider Check- Check-In
Visit Registration Registration Time Intake ~ Time  Provider OutTime Check-Out to Check-
Department  Count Visits  Time (Mins) Time (Mins) Time (Mins) Time  (Mins) Time  Out(Mins)
7,084 4 27 36 76
Spedialty 5,631 s 27 37 8 76
“garby: WE 5/19
Uniled Stles of America Intake Provider Check- Check-In
Visit Registration Registration Time Intake ~ Time  Provider OutTime Check-Out to Check-
Department  Count Visits  Time (Mins) Time (Mins) Time (Mins) Time  (Mins) Time  Out(Mins)
7,312 4 27 36 8 76
" Specialty 5,799 s 27 37 8
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PROXIMITY



Neighborhood Locations
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Telemedicine




Children’s Response:
Breaking New Ground



Center for Advanced Pediatrics

First building of its
kind for pediatrics in
Georgia

Saves travel time and
trips for families

State-of-the-art
research
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Outpatient Care Center (OCC)
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Urgent Care
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Telemedicine Specialty Consults

Aerodigestive

Allergy/
Immunology

Hepatology

Protection

Psychology
(Autism,

Ch”(_i Interventional
Protection) Radiology

Pulmonology

Strong 4 Life

Neurology
(Keto only)

Over 85 presenting sites throughout Georgia




Telemedicine

2015 statistics...Per visit:

~ Miles Saved
Cost of miles saved
Hours Saved Traveling

School days

: *Children greater than 5 y/o and less than 19 y/o

Work Days Missed

*One adult present & greater than 4 hour drive

Median  Range

(Round Trip) (Round Trip)

362 72 -504
5199 $40 - 8277
6 2-9

80% of our patients would have missed
school to travel to Atlanta

76% of our parents would have missed a full
day of work to travel to Atlanta

l\ I



»MYchart @ .

Micah

eCheck-In (Micah

Inited States of America
EDIT DEMOGRAPHICS

[CNUU FitvisH LATER

Slot Utilization *7#

70% T T T — T T T T T T T |
Apr-16 Moy-16 Jorr 16 Ju-16 Aug-16 Sop-16 Oct-16 Hov-16 Doc-16 Jare17 Feb-17 Mor-17 Apr-17

s, Filed S



Questions?
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Children’s-

Healthcare of Atlanta
Dedicated to All Better
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