Children’s Hospital
LOS ANGELES.

£ SAM'’S VISIT OVERVIEW
{ V @ Initial Assessment & Triage
@ Move to Treatment Area
Est. wait time is 30min - 1 hour

t (9 Assessment & Treatment
nbya
be se€ |

ou will
nursé |
®©

15 - 30min

mean?

An ED Reima g ined:
Increasing Transparency, '
Communication, and Comfort

Through Digital Innovation T R |

ER Visit

Findings & Next Steps

Admission, Discharge or Transfer

o Live 6pmM: Very busy

I

7pm 10pm

vital



s p e a ke rs Childlroesn;ane-nE?Esspnagy

Omkar Kulkarni, MPH Joe Sedlak, MBA, BSN RN
Vice President and Senior Vice President,
Chief Transformation & Digital Officer Client Success

CHLA Vital



Children’s Hospitalk
LOS ANGELES!

- #1 Children's Hospital in California

- Ranked Top 10 pediatric hospital nationally

- 7,000 employees and 950 physicians

- 100,000 emergency visits / year

- 413 staffed beds

- 40% of population is Spanish speaking

. Office of Transformation and Innovation Studio

driving organizational strategy

Children’s Hospitol»
LOS ANGELES.



Today’s Objectives

01. 02.

Share insights into CHLA Introduce “precision engagement”
digital strategy and digital companion solution

03. 04.

Highlight early outcomes Show operational value of
and success “digital engagement”



Office of Innovation and Transformation

Goals for CHLA's Emergency Department

m L o
Increase Automate and Optimize comfort
transparency personalize for patients and
communication families
Wait times
Health equity Reputation management

and loyalty



Opportunity - Precision Engagement

Artificial Intelligence + Patient Experience

PX

Precision Engagement

Personalized experience
Relevant content for
patients and families
Engage patients in care,
where they are and with a

familiar tool: their phone



Digital Companion - ERAdvisor eiean HIRUST
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Welcome to Mount Hood Hospital ER

Confirm the patient’s last name and we'll keep you updated
during this ER visit.
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ransparency - Wait Times

\J MESSAGE

113
Welcome to Summer Health Hospital.

Replies are not monitored. Msg and data rates
may apply. Reply HELP for help, STOP to cancel.

\d MESSAGE

113

Sam, want to know how long you'll be waiting for
treatment? To see wait times and more click
https://vit.al/i/kHas97NQ

[Summer Health]

Invite Text

“% WINTER HEALTH @ Maps & Info

Sam, you will be seen by a triage
nurse in

15 - 30min

What do these wait times mean?

A triage nurse will take your vital signs and
briefly discuss your reason for visit. You will be
brought to the triage area and may return to
the waiting room afterwards.

* Live 6pm: Very busy

1am 4am 7am 10am 1pm 4pm 7pm 10pm

B § e

ER Visit Tests Requests

Time to Triage

YOUR VISIT OVERVIEW
Initial Assessment & Triage
Move to Treatment Area
(3 Assessment & Treatment
(® Findings & Next Steps

(2) Admission, Discharge or Transfer

FOR A FASTER VISIT

“Patients often don’t know that testing a
urine sample can be the slowest part of their
ER stay. We encourage patients to get us
this sample as soon as they can (even in the
waiting room) and we can send it to the lab.

This can really speed up their visit.”

Megan K., ER Nurse

Visit Steps

Children’s Hospital&y
LOS ANGELES.

~/ SUMMERHEALTH
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2 of 5 steps completed

Sam, you will be seen by a care
team in

1h 30min - 2h

What do the: ait times mean?

Your care team will perform a focused
examination, discuss your medical history, and
start any essential treatment.

This Emergency Department may start
treatment while you wait. This is a safety
measure to ensure timely care during busy
times. You will receive the same high level of
care no matter where your treatment occurs.

Personalized
Progress



Communication - Labs, Translations, Updates etz ezpro e
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Comfort - Real-Time Service Recovery iz tespiolye

% WINTER HEALTH © Maps & Info

How can we help? Bh Summer Health Hospital (-]
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make this visit more comfortable: — Justin Schrager M"‘
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Outcomes

Children’s Hospitol&y
LOS ANGELES.



Patient Comments S—

66 66

Good good first time I loved the The best tool ever no other hospitals

attention and service." provide you with up to date tests that

- Patient are ordered and your status over all."
- Patient

66 66

Extremely Helpful!" This program is very helpful through
the entire visit at the hospital.”

- Patient

- Patient



Early Outcomes Since Launch

5,000

reachable patients used ERAdvisor
(78% usage rate)

39%

shared visit with
loved ones

1,500

patients sent to
patient portal

Children’s Hospitalk
LOS ANGELES:

70%

of all ED patients used ERAdvisor

(includes those that didn't have a cell phone number or
were excluded due to reason for visit)

18 4.6/5

minutes average star patient
time spent in app rating



Outcomes
with ERAdvisor

vital



Clinical, Financial, and Operational s Y

CommonSpirit Health: Dignity Health East Valley

18x +50% 4 star

ROI from Improvement in And rising
downstream payments patient experience CMS rating

2020 to 2023 2020 to 2023 “

Webinar




NRC Scores

Southeastern Hospital, 51K ED visits/year

Overall NRC Score and Response Volume Year Over Year I I ; /o

B Response Volume @ Annual Averages

o NRC score,
overall satisfaction

v m

40%

- +88%

Higher NRC from pts
using service recovery
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Year

AL 203

Case Study




Job Satisfaction \'4

Midwest Health System

[ Pre Go-Live [ 3 Months Post Go-Live % of increase

4 40.00%

+27%

. 30.00%
Increase in job
satisfaction 2 20.00%
1 10.00%
0 0.00%
Patients are very satisfied at Patients are informed | have the right resources to What is your overall How excited are you that your
the end of their ED visit. completely about their care ~ keep my patients informed. satisfaction level with your patients will be using Vital
during their ED visit. job/position? ERAGdvisor to better their

patient experience?




Thank you!

vital



