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Healthcare Quadruple Aims

1. Don Berwick et al Health Affairs 2008 Triple Aim, Insitute of Healthcare Improvement 2. Bodenheimer et al Annals of Family Medicine 2014



What shapes PX?
The sum of all interactions = Human + Environment + Technology experiences
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Al UTILISATION IN HEALTHCARE

Diagnostic Imaging

Genetic

Electrodiagnosis
M Year 2013

Monitoring, Physiologic Year 2014

Year 2015

Disability Evaluation Year 2016

Mass Screening

Others

500 1000 1500 2000 2500 3000 3500

Jiang F, Jiang Y, Zhi H, et al Artificial intelligence in healthcare: past, present and future Stroke and Vascular Neurology 2017;2:doi: 10.1136/svn-201 7-000101



https://svn.bmj.com/content/2/4/230
https://svn.bmj.com/content/2/4/230

| A&E WAITING ;

So how long shall we put down
he was waiting...3 hours 587

THE PATIENT S CHALLENGES
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THE PATIENT’S CHALLENGES
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WHAT DO HEALTH EXPERIENCES DO CONSUMERS WANT?

Empathize with me. Meet me where |

inother

.capacity

Nurture me. Make it easy for me.

Al
B

Ref: lan Worden, MMD, MHI, Better patient
engagement
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Al COMPANIONS

Falling n love with Alvirtual
assistants: a creepy love affair
nearer than you think

Nearly Half Of Us Can Imagine
Falling In Love With Siri

Forty per cent of people say they can imagine going head over heels for their
irtual assistant
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PULSE.IT

Australasia’s first and only eHealth and Health IT Magazine

Energesse expands patient experience
program following positive feedback

Written by Kate McDonald on 22 March 2018.

Sydney-headquartered patient experience
and analytics firm Energesse is rolling out
its MES Experience real-time patient
feedback program to hospitals in the South
Western Sydney Local Health District
following positive results from its first

implementation at Western Sydney LHD.

Patient experience platforms are
increasingly being used worldwide to
provide real-time data to frontline staff and
healthcare managers. Energesse has
customised (https://www.pulseitmagazine.com.au/news/australian-ehealth/2974-real-time-feedback-




Science Of Patient Experience Improvement

Experience:

Emotions:

Engagement:

Execution:

Excellence:

Capture, Measure
& Understand Experience

Analyse human factors,
stories & expectations

Engage front-line, leadership
& governance

Strategy and Solution
Implementation - service
recovery, quality improvements
and policies

Accountability & Key
Performance Indicators

Scale Maturity, Capability
& Sustainability



€1 EXPERIENCE

Al & Structured Datasets - Quantitative Patient

—Surveys

Friends and Family Test

How likely are you to recommmend our ward to friends and family if
they needed similar care or treatment?

Extremely Likely
Likely
Neither likely nor unlikely

Unilikely

Extremely uniikely

Don't know




Al & Unstructured Datasets — Qualitative Patient Comments

Friends and Family Test

uest f 12: Please can you tell us the main reason for the answer that you have
given to Question 1.

Please tick this box if you do not wish your comment to be made public.
Nurse Sarah was pleasant but the doctor was very rushed
and | did not understand his advice.

The exit door slams all night, | haven’t been able to sleep for
5 days since my operation”.

Maximum of 500 Characters

Previous




Omni-Channel Approach

Online Text Message Kiosk and Tablet
(SMS)

QR Code & NFC Chips Email Postcards and Drop-boxes







FREE TEXT SENTIMENT ANALYSIS/
NATURAL LANGUAGE PROCESSING

Perception Map by Emotion State State (drill for word cloud)
Emotion State Map, Groups: 9 - Total Perceptions: 924 - Total Weight: 924
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MEASURE STAFF COMMUNICATION AND COMPASSION

Patients View of Staff Compassion

Positive Compassian ‘

Negatrve Compassian

Patients View of Communication %

Pos Internal Comms

Pos Patient Comms

Meg Internal Comms

Meg Patient Comms




“"We've Got Your Back”

Chrissan Segaram & Katherine Maka

\ Health
nica Western Sydney

mmst Local Health District



Project Goal

Improve S to care for adult patients with
referred to Westmead Hospital
Neurosurgical Clinics through a
service by August 2018.
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Patient Experience - Current State

» 62 year old with LBP pain > 2 years
« Currently unable to work
- GP referred to Neurosurgical clinics at Westmead Hospital

“No communication “No communication... “Why do | have to wait “Has care been
How long will | my pain is increasing” so long in clinic?” organised for me... when
wait?” will my pain settle?”



Diagnostics Tools - My Experience Matters
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Key Findings

“| wait for ever...
No customer care...
No one really cares”

o N

Number of Kindness & Involvement/ n Clear
Responses Respect Care Communication

Patient Experience Heat Map

Pre

Implementation

Benchmark



Key Findings

“9 weeks to be

Difference of advised...
916 correspondence

rude”

5) Cost of DNA
$400 LOST per 15 min

2)15%
Out of Area

appointment

3) Only
1% RECEIVE
LETTER

24%

of patients do not
receive a text
message reminder

for their appointment
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% PREMS Results - Heat Map

Post Implementation of Solutions
Patient Experience Heat Map

Kindness & Involvementin Clear
Respect Care Communication

Benchmark 85 85 85

April 2018

May 2018

June 2018



PREMS Results

Pre Post
Questions 5:

Did staff

explain things P
h 6 Wity .

you could
understand?

Some of the time 29.41% Most of the time




PREMS Results

Questions 7:
How likely
are you to
recommend
the service?

Pre







@ HiAlex, how can | help? Babylon’s interactive

Hello, how can | help you? symptom checker

I've got a really bad headache
and | don’t know what to do...

abylon’s Al system has be reated by experienced doctors and
Type something... Ask Babylon B e S S SR
No problem, let me ask earchable database, it assesses known symptoms and risk factors t
” f V nrorm s ) 14z 1cal in me

you a few questions

{ babylon : NI " " :
” Gpat hand VICE V At W eat Cl Inic jlocations LOgIH Gets“al’ted

Providing NHS services

NHS GP
appointments

On mobile in minutes 24/7

"3 In person at a choice of locations

Free digital Healthcheck

NS

£







TRANSLATE Al DATA TO IMPROVEMENT

Wisdom [

Knowledge

Information [




SAMPLE SIZES vs HEALTHCARE ADOPTION RATES
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Al ENGINES VS APPICATIONS — NEW ENTRANTS

@ Google DeepMind

“ DeepMind Health

Hey Siri What's my glucose level
Tapto Edit >

You're 150 and steady.
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PXme (PX MATURITY EVALUATION)

0% - 25%

25.01% - 50%

50.01% - 75%

75.01% - 90%

90.01% - 100%

Stage 1: Limited

No patient feedback
Very limited
capability and
partnership with
consumers

Lack of leadership,
structure and KPls,
Limited staff
engagement and
training

Undefined
complaints
processes and
service recovery
Few improvements
to safety and quality,
not focused on PX

Stage 2: Ad-Hoc

Ad-hoc, basic
patient surveys and
complaints process
Lack of capability
and little
partnership with
consumers

Some PX initiatives
planned but lack of
PX leadership and
structure, unaligned
strategic plan and
KPls,

Insufficient staff
engagement and
broad training

Few improvements
for safety and
quality and PX.

Stage 3: Organised

> Established survey

and complaints
process

Some partnership
with consumers

PX initiatives
planned but
requiring formalised
PX leadership,
structure, & metrics,
some targeted
training

Some staff
engagement and
pockets of
accountability
Increasing
improvements to PX
but not hardwired
into culture as yet.

Stage 4: Managed

> Strong PX

measurement
platform enabling
deep insights that
guide targeted
improvements,
highly defined
complaints process
Strong consumer
partnership,
formalised PX
structure and
leadership, strategic
plan and PX KPlIs
High buy-in, staff
receive targeted
training, are
engaged and ‘own’
the PX.

PX is hardwired into

culture and is
ciictainahla

Stage 5: Leaders

Strong PX
measurement
platform enabling
deep insights that
guide targeted
improvements
Industry leaders in
PX and consumer
partnership, best
practice PX
structure and highly
engaged leadership
Staff are highly
skilled in PX and
‘own’ the PX, with
full accountability.
PX is hardwired into
culture and
improvements are
sustainable.



PX MATURITY SCORE

E1. EXPERIENCE Stage of PX Maturity by E
El. EXPERIENCE

E6. EVOLUTION

E6. EVOLUTION
OVERALL Organised

o The Overall PX Maturity Score is
56.97%.

o This places the organisation at the
Early Organised (Stage 3) stage of
maturity.

E4. EXECUTION

www.energesse.com




IT RECOMMENDATIONS: MAPS PX GAPS TO APPS

Internet of Things (loT), Artificial Intelligence (Al),
Augmented & Virtual Reality, Big Data, Blockchain & Mobility
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https://www.youtube.com/watch?v=ncjOaPjIips

E6. EVOLUTION

E1. EXPERIENCE

E4. EXECUTION

PXme TRIAL OPPORTUNITY

Stage of PX Maturity by E
El. EXPERIENCE

E6. EVOLUTION
OVERALL

avhnesh@energesse.com
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“Your 1t Partner in Patient Experience”

energesse

avnesh@energesse.com



