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Sutter Health’'s Network

e Service area is organized around 5 community-based markets
* Hospitals - 23

e Ambulatory Surgery Centers - 33

e Physicians - 12,000+

* Advanced Practice Clinicians - 2,000

* Nurse - 16,000+

* Employees - 53,000+

San Jose

Sacramento 9% San Francisco

Oakland Modesto §

SAN FRANCISCO GREATER
& NORTH BAY SILICON VALLEY
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Mission
— We enhance the well-being of
people in the communities we

serve through a not-for-profit
commitment to compassion and

excellence in healthcare services

Vision

— Sutter Health leads the
transformation of health care to
achieve the highest levels of
quality, access, and affordability
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Community Excellence & Quality
We work to understand We exceed customer
and best serve the expectations by
diverse needs of our delivering premier
communities. clinical quality and
maintaining the highest
levels of safety.

Innovation
Compassion & Caring Honesty & Integrity We continually create,
We treat those we serve We act openly seek out and adopt

and one another with and truthfully in new ways of providing
concern, kindness everything we do. value to our customers,

and respect. rapidly moving from

idea to execution.

Teamwork Affordability
We recognize that the We deliver healthcare
power of our combined efficiently by using

efforts exceeds what we
can accomplish individually,
and we are accountable
to each other and to
our customers.

resources responsibly.



Enabling and accelerating compressed transformation

to reinvent experiences

Accenture + Pega by the numbers

@
Accenture Is Pega’s most
strategic Sand #1 partner

W 10X

Pega Partner of the Year

es for partnering
and CoE teal

2 knowledge assets &
5 Pega software t

Pega implementations in
the past 5 year:

Accenture Pega DevOps Journey

Growing DevOps Maturity

Assess and roadmap

Devops maturity assessment hethodoiogy

‘Orgarisation | Devops
& Conlrols | Operations

PLATFORM

ams, and fo Ops af
within client IT organiz

Devops transformation

W 32

Pega partner awards
(2013-2022) since 2013

certifications

Pega practitioners

@ 47

Countries with
Pega-skilled practitioners

Pega Marketing
Decisioning certificati
held

Hours of training in the
24 months.

Transformation and
implementation joumey

Accenture devops offering

Lead with experience

Everest Group Pega Services PEAK Matrix® Assessment 2021

N

Market impact

Intelligent Customer Care

Partnering with Pega and AWS to unlock business values across industries

loT for CX

Enable prescriptive
aintenance and real-time
ata driv

Increase customer satisfaction

Improve compliance and adherence
to SLAs

Reduce cost to maintain and serve
Accelerate speed to market/value

Major Contenders
eVitusa

ercs _gCoanizant
& Cafemini

Tech Mahind

Algss

ion & capability
eliver serv

aws

> -
accenture QGA

CX Personalization Intelligent Care
erate to digital while
izing cost to serve
loop fro
channe

Increase cross sell/upsell revenues by
tight sizing and effective bundling

Increase retention across channels

Improve digital completion
Reduce contact center capital costs.

Improve flexibility for employees to WFH
Improve digital completion Increase level of insight and

Reduce cost to serve intelligence for member operations




Sutter Contact Center Connection to Purpose

— Often times the first step in
patient healing process

— Drive efficiency through
standard processes
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Contact Center Objectives

* Objectives:
v'Provide more seamless patient experience
v’ Improve employee experience
v'Increase operational efficiencies
v'Physician Satisfaction

e Simplification is a key strategy in cost reduction objective
* Aggressive timelines

* Potential to spread to other areas
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Challenge — Complexity

<> Decision
[ Start of Work Fiow
[ Process
[T Predefined Process

[ staff Message
[ Encounter

@B End of Work Flow

UNDER THE AGE OF 18

Version
827115

SMF CLINIC ACCESS FAMILY MEDICINE WORKFLOWS

CLINICAL NEED FAMILY MEDICINE

Under the age

of 18 Clinical Js+ome Care Cainter
WF

Family Medicine > No
~~_ DX

L FAMILYPRACTICEUNDER 18

Red Flag/Emergent
Warm Transfer

Route the encounter after
yﬂu transfer the patient so
Care Center or nurse can
grab encounter with you
on the phone

if chief compliant is:

““For this type of patient concern, we are going to have you speak with a nurse prior
to making the appointment. Please stay on the line with me while | get her/him on
the line”

Priority

Message™ *

Emergent Clinical Need Patient Complaints

history of travel to or exposure to a person who has
. or Guinea within the last 21 days: Transfer to
ALL REGIONS!

Create High Priority
Telephone
Encounter OPEN
directly to the
MA Pool

Chest Pain/Tightness/Pressure/Heaviness Fullness
Difficulty breathing/Shortness of Breath
Uncontrolled bleeding

Severe choking

Any burns

Allergic reaction

Creats
message through the
“Call Hub" in Epic

Phone ext #28000

te and send

|

patient name,

Possible broken bone/deformity
Weakness/Paralysis/Seizure
Fainting, loss of consciousness, confusion, can't wake or rouse
Swollen genitals
Parent/Patient unable to verbal symptoms/complaint
Fever (any under 8 wks)
PT. Asking for hospital or 911
Fever wirash (any age)
Fever over 104
Head Injury
. Ingestions/Poisoning: Refer to Poison Control Workflow pg. 30
. Depression/Wants to Harm Self or Others Workflow Pg. 31
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*For this type of patient concen,
we are going to have you speak
with a nurse prior to making an
appointment. May | have the
best phone number that they
can contact you at within the.
next 1-2 hours.”

Urgent High Priority Message
1. Vomiing/diarhea 12 wks or
less

2 Swallowed foreign body object
(non toxic)

3. Bleeding lacerations/bites
4_Rash

5. Immunization reaction
6. Abdominal pait

7.Pain not rellved with
medication

8. Fever

9. Sudden loss/change in vision/
eye pain

10. Sexual assault/ potential HIV
11. Dehydration (ot eating/not
drinking/no urine output or change
in color

jent
or imply they want a
A appoint

Schedule

Appointment based
on SDA rules on
Preference Page

Make a SDA using Scheduiing
Preference Pages and Route U
Priority Open Telephone Encounter

Page 20 of 38

Jone

“For this typ|
weare 0O pinN
withanursel |“jcon
appointmenl|l DOH

bestphonel  Acia'l Lang: N/A

can contact
business dal

Normal P!
Message

1. Headache
2 Runny nose
3.Cough

4. Lice

5. Nose bleed

6. ER Visit Follow-uj
7. Exposure to]

8. Breast Feed
9. Diet/Nutriti
10. Growth/’
Development
sleeping, weig
11. Pink eyelt

Provider

(Only provide to Pharmacy)
NPI

Provider Specific Information
Open to new patients
Does not see patients over 17 years in age
Does see for ADD/ADHD.

Send message for appointments
Assists in delivery
Circumcisions

Roseville/Downtown
Create and send message through the

Auburn
P AMC RN ADVICE P 3003109

MA Pool




“Absorb complexity
and push down
simplicity”



Healthcare Should Look to Alternate Industries to Simplify
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MARRIOTT
BONVOY’

Find & Reserve

DESTINATION

Las Vegas, NV, USA

Special Offers

1 Room, 1 Guest v Lowest Regular Rate
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COVID-19 @® Help @ English & MyTrips & Sign In or Join

Vacations Our Brands Our Credit Cards

3 NIGHTS

Sun, Jun 11 - Wed, Jun 14

D Use Points/Certificates

About Marriott Bonvoy Meetings & Events

Find Hotels
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How We Chose Pega

Our RFP Process

e EE



Contact Center Future State
* Single screen

* Relying on software and automation to help absorb

complexity and drive decisions

* Expected results of simplicity are

v'Decreased cost

v'Increased employee experience of work
v'Increased patient satisfaction
v'Increased physician satisfaction
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Simplified Screen

4§~ Sutter Health Universal Agent  + New Searc

B  Schedule medical appoint...

0 Verify Insurance Eligibility

Q) infectios contrl

CONTACT INFORMATION
Caller Type Patient

€ Please confirm Insurance Information Prior To Appointment

) Response History
Appointment Details

rh fe

Load Questionnaire

*+PAMF General Appointment Scheduling Questions
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PATIENT SUMMARY

Danville

One clean interface
Segment by call type, by

geography

Universal agent, guided process
driving through, economies of
scale and cost savings, same
training/look and feel, rules are

built in
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Summary of Application Built So Far

* 49% complete with our initial implementation scope
* Have seen a 28% reduction in agent error rate

* Have seen an 11% increase in productivity
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Lessons Learned

v'Spend the time up front documenting the intents
v'Resource your project team appropriately
v'"Work closely with your EHR partner to ensure success

v'Run proof of concept with all APIs early to understand

capabilities or limitations of EHR

v Offer multiple opportunities Pega training / certification

and continuing education

PegaWorldiNspire
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Questions / Comments

This document and related materials, including emails, letters, and other correspondence, contain proprietary and confidential information of Sutter
Health; and shall not be used, disclosed, reproduced or otherwise made available, in whole or in part, for any purpose other than for the purpose
provided under confidentiality agreement between the parties, without the prior express written consent of Sutter Health. This document, related
materials, and all information contained herein remains at all times the sole property of Sutter Health.
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