Welcome to the
Age of the

Patient

Learn how CRM solutions can guide
providers in this new era of healthcare.







Welcome to the Age of the

Improving patient health is the calling that brings most
healthcare professionals to the industry. But at the
organizational level, patient care can sometimes be at
odds with the business of running a healthcare system.
Traditional payment systems that reward for volume
can skew a provider’s focus toward short-term health
goals, and also increase the cost of care for patients
and insurers. However, the shift toward value-based
reimbursement aims to align payments with a more
holistic approach to better outcomes.

Patient

This new paradigm, combined with advances in
customer relationship management (CRM) technology,
creates an unprecedented opportunity to transform
the patient experience. In this new era, which we call
the “Age of the Patient,” caregivers will be able to guide
each patient on his or her own connected journey. In
this e-book, you’ll see how CRM solutions can help you
thrive in the Age of the Patient.
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Technology Drives Consumer
Expectations in Every Industry

Across every industry, companies are completely The best experience we get anywhere becomes the
reinventing customer engagement. In businesses of experience we expect everywhere — meaning the bar for
all kinds — including taxi services, personal banking, the patient experience is rising. Gone are the days of
bookstores, big retail, and more — new services and sitting in a waiting room for hours; we want great care
delivery models are reshaping customer expectations. at our convenience.

Consumers today expect high levels of service,
flexibility, and access, and they hold companies
accountable to deliver in every interaction.
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Care Today Is Complicated

Primary Care
Physician

While healthcare organizations strive

to serve patients well, the patient
experience remains complicated for
reasons that can seem hard to solve.
Consumers want convenience and ease,
yet every patient is different, so a “one
size fits all” approach just isn’t feasible.

Pharmacist

The increasing specialization of care
means that patients have to navigate
multiple organizations to get the
services they need. The barriers that
exist between organizations makes
navigating this process a challenge for
patients and providers alike.

Insurer

Healthcare organizations aspire to make
that patient journey easier, but they lack
the right tools to enable collaboration
and information sharing. Fortunately,
this is exactly the kind of problem CRM
technology can solve.
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Serve

Coordinating care becomes
increasingly important to
delivering on the vision of
patient centricity. Sadly,
many families experience
the opposite: a lack
of information about
prerequisites, lost referrals
or directions, and missing
data in medical records.
Salesforce gives care
managers a complete view
of each patient at their
fingertips. By understanding
the patient’s complete
story, caregivers can provide
contextual support and work
as a team to synchronize outreach
and follow up with patients
and families.

Serving patients isn’t limited to
care — to maintain trust you need

to address every need whether it is
as simple as where to park or how
to schedule an appointment. CRM
simplifies the patient experience
by integrating existing systems into
a single console giving agents a
360-degree view of each patient
and eliminating endless searching.
Agents can give support on any
channel, including phone, chat,
and even text. And with predictive
intelligence built into CRM, each
case becomes an opportunity to
deliver proactive care by helping
your agents recommend services,
like wellness programs, that
improve patient health and reduce
costs. Built-in analytics also helps
you keep track of key metrics to
prevent bottlenecks and establish
best practices.
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Customer Spotlight: CareCentrix

CareCentrix is focused on helping patients age and heal
where they want to be - at home. This approach helps
reduce costs and improve the patient experience. The goal
Is to keep patients safe as they heal at home - and help
them avoid readmission. CareCentrix leverages technology
in @ way that connects patients and providers seamlessly,
reduces risks when patients come home from the hospital,
as well as engages patients with their communities and the
services they need, creating a connected

patient journey

<7 carecentrix

It pays to care at home

of patients
% would recommend
the program

380/0 reduct!or.m in
readmission rates

Its advice for the industry?

- Invest in a platform that facilitates technology use as a
safety net — that is, to avoid gaps in care

- Standardize care protocols across the organization
Personalize the recommendations for the patient’s needs

- Innovate to keep the ecosystem connected — including
patients, caregivers, families, and partners

The result? CareCentrix looked across cost of care, patient
outcomes, and readmissions, and found:

- Patient satisfaction via recommendations went to 95%
* Readmissions rates reduced by 38%
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IDC conducted a survey of IT decision-makers in healthcare
organizations to understand trends in spending, including
how much organizations are spending and where their money
Is going.

The results showed that 32% of the organizations surveyed are
looking to invest directly in CRM solutions. It gets even more
interesting when you take a closer look at all the other areas in
which they are looking to invest.
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Source: “Healthcare Provider Technology Spend Survey,” IDC, October 2015 © IDC 15
Visit us at IDC.com and follow us on Twitter: @IDC @ldunbrack



Areas related to ‘ R M

400 The three spending areas highlighted here in purple — analytics,
patient engagement, and patient experience — are use cases
that a CRM system like Salesforce can also solve. Yet many
organizations don’t realize this because the core capabilities of
a CRM system have changed significantly over the past decade.

3 7%

Today’s CRM is a comprehensive platform for managing
33% analytics, delivering patient engagement strategies, and
32% Data creating meaningful patient experiences through a connected
S0% security service experience.
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Source: “Healthcare Provider Technology Spend Survey,” IDC, October, 2015 © ID 16
Visit us at IDC.com and follow us on Twitter: @IDC @ldunbrack
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Look one level deeper at the other spending priorities for
healthcare IT departments, highlighted here in green, and
you'’ll find additional functions that CRM can support to deliver
even more value.

CRM can essentially be your go-to system for any activity not
taking place in the electronic health record (EHR.) This includes
patient acquisition, network referrals, case management,
home health, care team collaboration, patient services, and

much more.
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Source: Healthcare Provider Technology Spend Survey, IDC, October, 2015 © IDC
Visit us at IDC.com and follow us on Twitter: @IDC @ldunbrack
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Case Management Home Health Services

Contact Center @ ‘ 0 @ Post-Acute Support

Network Management Care Team Collaboration

Physician Referrals Patient Engagement

Patient Marketing Patient Services

Patient Journey



Complete
View of the
Patient

Collaboration Across Every

Channel

and Support

clinical and

patient, providers, including video, live

nonclinical data and caregivers messaging

This checklist outlines your building blocks to deliver a
connected patient journey.

The first step is seeing a complete view of the patient. CRM
can merge clinical data from the EHR with nonclinical data
such as patient preferences and insights from the care team.

Once you have unified patient data, patients, providers, and
caregivers can access and share the right information at the
right time. That collaboration and support is extended across
every channel and device for a cohesive experience.

On Any
Device

web, tablet,
phone

Patient
Engagement

Measure
Outcomes

Customizable

Care Plans

(0)

using evidence- including surveys

on patient progress

based protocols and care plan

progress

and care plan
effectiveness

Now you can build on that foundation with intelligence.
For instance, customizable care plans allow organizations
to achieve both personalization and scale. You can also add
new engagement layers, receiving patient data through
surveys and feedback on personal care plans.

With all of these elements in place, you can have greater
confidence in your data and track your efforts to deliver
better patient outcomes.
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