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Nemours at a Glance

Nemours.org

= Enduring legacy of Alfred |. duPont

= Patient care by the numbers:
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410,000 Patients/1.3 million annual encounters

3,800 Trainees annually

1,600 Residents, fellows & students
724 Employed physicians
228 Researchers o
60 Pediatric care locations in five states Wm"m a "En-- LH”
42 Specialties and subspecialties e T EmEEEE W
40 Employed hospitalists T | T —/—— 8

19 Collaborating hospitals -l Lot mbt s

Nemours. Children's Hospital

Orlando, Florida

Nemours.



https://www.nemours.org/

Who Is Our Consumer?

How Consumers’

Health Care Preferences
Vary by Age

Cost-Consclous

A firee wisit topped this groun’s lIst
of priorities.

Hocess Prafarence

30-49

This group might pay more for
access and comvenlence: time to first
avallable appointment and ancillaries

on site putranked a free visit.

HAcooss Frafarence:

50-64 e

Physiclan-Centric

Prowider continuity and credentlals
Were more Impor: ant than a freevisit.

Hccess Fraferance.

Cost-Consclous
A free visit ranked #1 cut of 56
clinic attributes.
HAccessPraference
&> profor aftor-hours access
overweskand aco

Option Seekers

Likabhood to Switch PCP:
Scaler O frat at ol Moele ) to

1.El

in Maxt Yoar

mtrarnaly Mol )

L4z 260 278
Thes group Is the least loyal—they wara
tihe most likely to switch PCPs and the
maost [ikely o be enticed to leave for a
new competitor’s offering.

Price Beats Quality

nes group was mone hkely to leave
thair PCP because of a $2500 year
care cost Increase than experiencing a
medical arror.

Quality Ower Price

o

=

Experiencing a medical error was morne
likely to make this group leawe ther
PCP than a $250/year care cost Incraase.

Most Loyal

143 Lim 26e ]
Tha 65+ cohort = the most loyal—they
wara the least aly toleave their PCPs
and al=o the mast likely to recommend
thealr prowiders.

Referral Rebels + Online Shoppers
Likglihood o Break 3 Rederral

Mot Likaly Vory Likaly
33.9% of salf-referrers In this group said
they broke a referral to see a specizlist of
their choosing. They were also the most
likely to find a provider online.

Willing to Break a Referral

Likslihood to Break a Referral

Viry Likaly

179% of self-referrer=s In this age group

clalist raferral but shopped

of following It.

Unlikely Referral Breakers

Likelihood to Braak a Rederral

seff-referrers in this age @
ollow thelr doctor’s refan

Affillation Influences Cholce

Likelihood to Break a Rederral

Mot Likaly Viary Likaly
Only 7% of thesa salf referrers reported
breaking a referral to see a provider

of thetr choosing. Hospital affillation
was most Important in this cobort’s
specialist selaction.

Millennials. Gen X, Baby Boomers, the Silent Generation—you know they all consume care
differenthy, but what exactly do each of these groups want? And how can you become their

provider of choice?

We surveyed thousands of consumers across the United States to better understand their care
expectations and found that some of the most significant variations fell across age groups.
Here, we've segmented each of our five consumer choice surveys by age to help you tailor your

messages and target your investments to different generations across

SURGICAL CARE
Most Likely to Travel for Quality
1599 of o

determined by

e portanst

Thi= age group 1= the least concerned
about traweling for surgery. Percewved
surgeon quality, hospital affilaton,
and a referral determine more of thelr
surgical decistons than other groups".

Local Over Top Quality

3% of decisicn
by tranecd tima

Ly,

Mot i portas

e portanst

Trawvel ks not make-or-break for this
cIslons
than costs. butwas silll nearly 3x more
Important than perceved surgeon quality.

Imparia Mot b portat
Thi= group = disinterested

traveling for care and was the most
cost-sansitive of the age cohorts when

1t comes to surgical cana.

Trawel Avolders

2 fdocmion

Mot I portas

proun doesn"t want to travel
for care—travel time was more than twica
as Important as following a refarral ar
haspital affikation to this grown.

VIRTUAL VISITS
dy for Virtual

E 70,  would consida
oo I parson C

£

Rarking of Vintwal Channels
1 2 3

1

me Virtual Visit Targets

A7 Oy woukcs 2
£ Y gex awpensne than n-pe

Rarking of Vintwal Channels
1 2 3

@

Receptive to Virtual Visits

E0y,  would consida
62% o

20y, would consi 1
32% s anpares e Hhan In-pe

Ranking of Vintua! Channols
1 2 3

@

Most Resistant to Virtual

Ranking of Wriva Channd's

1 2 3

\:\i!\l

the care continuum.

THE BOTTOM LINE

This digitally fluent group Is

the most socially comnmected
generation—they’re the most
lkehy to read rev and
compare prices to find providers
offering masemum convenience
at the loweast cost.

They're alsa the most Mkely to
shop for providers and write
reviews online.

These are the health care
decision influencers— they o
direct not only their own care,
their partners,

d aping parants. Thay
1o fit into their busy
onal hours
d through wvirtual options.

Increasingly delaying retirament
this group I= staying active and
engaged In personal wellness
longer thamn before.

aging multiple
conditians
s expeact t mesy 2
to - personcare.

These are health care's
traditionalists: theay are the maost
loyal age group, least likeky 1o
break a refarral, and dsintarested
In traweling for care

Howewer, as the Baby Boomers
age Into Madicara, they will
alter tha profia of the 65+

Nemours.




How Do They Consume Healthcare?

18-29

Digitally-fluent, most socially-connected generation
Most likely to read reviews and compare prices to find providers who offer most convenience at lowest cost
Least loyal to PCP - easiest to entice to switch to competitor’s offer
Referral Rebels - 34% likely to break referral: most likely to shop for specialty providers and write online reviews
Least concerned about traveling for surgery
Ready for telehealth: 67% would consider if in-person care is unavailable

20% would consider if less expensive than in-person care

Want on-demand PC during non-traditional hours + virtual options
Price beats quality — most likely to leave PCP for price increase v. medical error
Referral Shoppers — 18% likely to break referral, but still shopped for specialty care options
Local over Top Quality — travel not a deal-breaker but travel time 3x more important than perceived surgeon
quality
Most ready for telehealth: 73% would consider if in-person care is unavailable
47% would consider if less expensive than in-person care

Nemours.




’
¢ }’
The way we find,
consume, and
share information

has changed.




Millennial Parent Decision Making

= >0,000 babies born to them daily

= Use online research and peer
recommendations via social media to
select providers

= Value quality, respect and environment of
care over cost

= Choose hospitals based on internet
searches first, then provider validation

Source: NRC Health Millennial Parents



Nemours.

Anytime, Anywhere

Our aim Is to expand a more accessible continuum of
care within our in order to be a more
proactive partner in guiding and empowering parents
throughout their children’s development.




Center for Health Delivery Innovation

« Unique Nemours ecosystem of digital assets /\

* Nemours KidsHealth . Friction
« Nemours Prevention & /\ iy i
Population Health Muliple Nemours s | e | s
» HIMSS Stage 7 infrastructure { o Ao e @ Nemours
* Telehealth Y e, O
L « 260 million+
S visits annually to
Ics):t}ur:cii(r%:cggoler i KidsHealth.org
gioociBeacey o - #1licensor of
pediatric health
education -
200+ hospitals
and health

systems



Smart Patient Portal
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 Building on MyNemours

* Online scheduling

« Telehealth (Nemours CareConnect)
« (Connected devices & apps

 Fully-integrated KidsHealth
content




Nemours Online Appointment Scheduling

R prican G:56 PM HATEEF

online-scheduling.nemaours_org &

MNemours, Children's Health System

Pediatric Primary Care
Appointments

l'—:m e

Show Map

Appointment For

{ Mew Patient

Exigting Patient

Type of Visit
Sick
Zip Coda
) mom
Mobile View

Nemours, Children's Health System

Pediatric Primary Care Appointments

o

Primary Care Locations

Central Flornda | Delaware | Pennsylvania

What's needed:

= Patient nsurance card with plan name and member ID
« Patient date of birth

« Policy holder's dale of birth

Desktop View

GCancel A.ppninimenl FACKs  Visil Nemours org

Al ficids requred

Appointment For

Mew Patient Existing Patient
F amibzs wih a WyMemours account may also schedule an
apponament

Zip Code

Search Radius

25 miles

Patent Insurance

Search by insurance name

Show Appoinlments By
J Soonest Available

Starting From




Nemours Telemedicine Nemours. CareConnect

Comprehensive Telehealth Program

« Specialty Care -
over 500 providers &
25+ specialties

* Provided to:
 Partner Hospitals
* Primary & Specialty Care
 Home
» Schools
 Cruise Ships




24/7 On-demand Children’s Care

 Average wait time under 5 minutes

Nemours. GareGonnect
 Board-certified Nemours employed Pediatricians —

» 6 States (FL,MD,DE,PA,GA,NJ)
* Records sent to Patient + PCP

 Participation on the AmWell Exchange

* Platform rating of 4 or 5 stars = 93%

 Provider rating of 4 or 5 stars = 97%

* Diverted 25% ER Visits and 34% UC Visits

Nemours. Children’s Health System —




Deploying new Digital Tools in the home

 Enhance diagnosing capabilities at the point
of care via telemedicine

* Provide tools designed with families and
clinicians that will lead to better management
of chronic conditions

 Challenges still remain with integration to
apps and EHR’s

Nemours. Children’s Health System



https://www.tytocare.com/tytohome/
https://www.youtube.com/watch?v=1m-jniZo-Jg
https://www.propellerhealth.com/how-it-works/
https://www.novartis.com/news/how-digital-technologies-are-shaping-new-normal-people-living-copd
https://www.hapi.com/product/hapiscales

Nemours in the Community

Reaching children where they are

= NemoursLink (access to Nemours’ EHR
by school nurses and referring physicians)

= Nemours CareConnect (telehealth in schools)

: - ¥
NemoursLink  E¥<aefS

§

[V] Nemours Reading BrightStart!

Reading Readiness
Nemours Readieg Brighttart! has the tools
and training to promote reading success

-
Ji Elementary Exercises

= Nemours BrightStart!

= KidsHealth in the Classroom

/[ 5 . ™\

[@App Store eesse = 33060 7 -

Nemours. CareConnect

Reading BrightStart!

Keep Your Child On

[rac

‘TAKE THE PRESCHOOL READING SCREENER

Pre-Reading Milestones:

Birth-5 Months 6-11 Months

Nemours.



Nemours App — Tying it All Together

Algebra Zztest

—— ———E

ACTIVITIES

Test Results Messages
' §) ®

Medications Health

Summary

Questionnaires

Appointments

[e—
sl
Billing

Algebra Zztest  Apr|

\_ -

MyNemours

Carrier ¥ 12:45 PM
neMOUrs.org

Your child. Our promise.

N About Nemours

N e

Nemours is a nonprofit pediatric health system dedicated

10

Find a Doctor -

a
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\_ .
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Nemours

Nemours. Children’s Health System

247 AM

Nemours

Thursday, May 9, 2017 Owercast
63"

Wilmington, DE

How is Briana's asthma today?

Today's Journal Emtry .II

B Upcoming Appointments
Med Shelf

u Care Team

-:5:— Asthma Resources

22 Peak Flow

)

Carrier ¥ 12:44PM -

Kidshealth.org

from Nemours en Espanol =

Nemours.  fupen s

KidsHealth

| ATET T 8:02 PM T30 )

{ Back Details

Joanne Murren-Boezem

G General Pediatrician

’

Hello, I'm Dr. Murren-Boezem, and I'm here to
help you with your medical needs

Visit Copay:

$59.00 ($0-$59 depending upon insurance)

Languages Spoken:
English

Professional Education:
Boston University School of Medicine, 1992

Years of Experience:
26 years

B4 Send a Message

2

A/

CareConnect




Nemours, Anytime, Anywhere.
Re-imaging how patient families experience Nemours digitally.

First Condition;: Asthma

KidsHealth.org

* Provide tools designed with families
and clinicians that will lead to better
control of childhood Asthma.

Reading Brightstart!

* Provide clinicians a view into how
their patients experience their
condition in between visits.

Nemours.org |

CareConnect |




Example: High-Risk Cardiac

Specifically Single Ventricle Diseases

Problem: Home Monitoring

. . Tpe 0/ _ 0/ *

> National interstage mortality = 127 - 15% * Provide tools designed with families and
clinicians that will lead to better
outcomes.

Solution;

> Enhanced surveillance

> Early identification of deterioration * Provide clinicians a view into how their

patients are doing in between visits.

* Ability to connect via Telemedicine

Source:

> Single-ventricle infant home monitoring programs: outcomes and impact — David A. Hehir and Nancy S. Ghanayem 2013 Wolters Kluwer Health



Nemours Cardiac Tracker

Cardiac Tracker Video Log

Ve . N . ™ Ve . RN
\ { @

’1| 9:41 AM p '1‘ g 9:41 AM '1‘ g AT

1 Cardiac Tracker 0 1 Cardiac Tracker 1 Today's Video
q 1 Weight (i) (~ 1

Today's Cardiac Tracker . S
y 5000 grams New Entry

| View Previous Entries | |

' J ud J d

1 1 1

Intake (i

Pulse Oximetry (i) ()

| 100- = { | 100m NE:=;lry 4
© Tube O Bottle

New Entry

Heart Rate (i) (-

1205 ‘ =+

New Entry Wet Solid Spitup/diarthea

3 2 1

Output (optional) (i) (v)saved Mar 19 10:43 AM

How is Jaime today?

Video (i) (Z)saved e
- @0 00 00 s
@ View Video New Entry
- e Write a note (optional)
Weight () ©)seves @ Trust Your Intuition
= If you think <ChildName> is having a bad
5000 grams New Entry day or conditions are getting worse, don't Your doctor will not see this immediately.
hesitate to call us. Do not use video notes to communicate an urgent
Intake (i) (~)saved View Emergency Plan Call Nemours
- — L J Cancel Save Entry
1 00 mL =t
New Entry

)
)
)

Nemours.




What has been critical to our journey?

« Restructured to develop a dedicated team
focused on the consumer digital journey

« Created a consumer digital insights group—
understanding our customer and our markets

 Utilized design thinking and agile methodologies

» Defined the problem and driver for each use
case

 Measure the impact - PDCA




Integration with Front Lines Is Ciritical

* Find your clinical champions

e Qur approach — physician led
model — no mandates

« Understand their pain points —
what problems are they trying to
solve

 Integrate into clinical workflows
and then improve the process

« Data is your friend



Educate - Adoption by Patients/Families

 If they don’t know about it — they wont use it

« Do your research or lean on other research in the
market

« Engage your marketing team early
« Engage your family advisory council

« Engage front-line staff — they are your best
ambassadors




Thank youl!
Questions?



