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What You’'ll Learn Today

O]_ Clash of the Titans: The New Retail Health Landscape — James Gardner (10m)
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Wil retail entrants improve

the consumer experience In
healthcare?

These new players won't have an impact
Consumer experiences will get worse
Consumer experiences will improve
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Meet James Gardner
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HELLO, M JAMES!

P&G, McKinsey w/ MBA
15+ years agency-side
healthcare marketing &
digital transformation
experience

Marketing strategist by day /
retail health analyst by night

james.a.gardner@gmail.com

@jamesagardner

@ SymphonyRM






RETAIL HEALTH: WHO’S WHO?

YCVS

Health. w

amazon Walmart

Save money. Live bette

fc%n FOR HEALTHCARE STRATEGISTS @ Sym phonyRM



HUGE, COMPETITIVE, AND RELENTLESS
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Supercentre




MEET WALMART HEALTH

Primary Care Counseling‘ Hearing

Dental Labs & X-ray | Optometry




Uninsured & underinsured

€
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Walmart Health Services

Primary & Urgent Care

Office visit
Annual checkup

Annual checkup youth

Add-ont_

Lipid tost

AIC test

Pregoancy test

P test

Strop tost

Mono test

Stitches & other

Fiu Imamnization

fiu HD Immunization

Othoer unqmmlnﬂon

Extornal labtests

$10

$10
$10

Dental

pationt oxam (incliding X-Rays)
Teoth claaning - adult

Toath cleaning youth
Porcelain crown

Teoth whitening

Deep cleaning (per quad)
Emergency treatment for pain
Filling

Cloar aligner

Counseling

New patient Intake

individual counsaling {45 min)
Family counseling

Couples counseling

Summary Price List

525
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et #

8§15
5675
§225
575

$50
4755125

$1.800
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Optometry

Routine vision @xam 545
Contact lens fitting 455
Hearing

‘Hearing exam Froo
Other

Tivity heaith & fitness classes Varies
Health insurance enroliment Free
Community (SOUCEE consultations Free

b —Oo-mwvmﬂ‘dwm-o-nﬂ
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PRIMARY CARE’S FUTURE? PERHAPS

© + Florida
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AMAZON CARE: MEMORIES OF AWS

ca rg Home  About Health Stories  COVID-19 Info Get the app

Healthcare made easy

Skip the waiting room and start a virtual primary or urgent care visit
from the comfort of your home.

© wach et



CVS HEALTH: IMPRESSIVE ASSETS

*CVS
pharmacy’

YCVsS

minute clinic

Health
HUB.
Yvaetna

YCVsS

g : 5 caremark”
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WALGREENS: LAGGING,
BUT STILL IN THE GAME
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Can traditional health systems address the

consumer experience (CX) gaps disruptors
focus on?

There aren't any important/meaningful CX gaps
No, traditional health systems can't address culture & tech challenges

causing CX gaps QF <

Yes, health systems can shift and pivot meaningfully to improve
consumer experiences
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Meet Chris Hempnill

@ SymphonyRM

Data Science Z,O\/ Data Ethics
O O

€_/
Transparency
Chris Hemphill
VP, Applied Al & GrEwth Wa I ma rt
SymphonyRM Health & Wellness

My Personal Experience
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Registration and Scheduling Experience

> <Health

Coronavirus: What v
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Schedule an Appointment Health Center Price List
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Price Transparency Made EASY

€
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Marietta pricing list

Office visit
Annual checkup
Annual youth checkup

New patient exam (exam & full mouth X-rays)
Adult cleaning (basic cleaning)
Youth cleaning (basic cleaning & fluoride treatment)

Routine vision exam
Routine vision exam & contact lens fitting

Individual counseling, existing patient (45 minutes)
Therapy intake, new patient (60 minutes)

$40
$30
$20

$25
$25
$15

$45
$85

$45
$60
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No Drama with Scheduling

*12Health

Welcome! What type of appointment would

you like to schedule?

=

Medical

6d
Optomatry

®)

P

Comemnunity Mealth

AN

& »
Imenunizations

/é?

Hearing

!
s, ~Health

Annual Checkup Adult (>18 yrs old)

$30.00
—~
wJ
Dental
Fe )
(=] & O Pravid
¥
Couneiing
March 28 - April 3
< Sen Men Tor Wed Tha Fr
@ 29 30 3 ! 2

a5 20 nisam ) 2308m

300 PM 3.5 PM 3:30 PM 345 PM

Sunday Availability

2:45PM

5:00 P\
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Getting Settled — Walmart’s CX Focus
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Breezy, Pre-populated, Paperless Registration

JWellness
Wednesday

foran ORIt
www.walmarthealtk

110 Aol yoar FREE HEARME
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The Visit: I'm Smiling Under the Mask
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Billing Made Instant & Easy

€
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Date(s) of Service: Generate
03/28/2021 - 03/28/2021 PDF

Expand Details
© PREV VISIT NEW AGE 18-39 $30.00

© COMPREHEN METABOLIC PANEL $8.00

\Yirhag! Hami
ST

© COMPLETE CBC W/AUTO DIFFWBC  $8.00

© GLYCOSYLATED HEMOGLOBIN TEST £70.00

0 J | 14

© LIPID PANEL $20.00

Physician knew all
: of these lab prices
: from memory
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Final Verdict on Walmart Health Experience

I’'ll'be.back.

Why?

Convenient Inexpensive Experience
& Follow-up
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Data Science Reveals How One Medical Delights its Consumers
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What's the biggest barrier
to consumer experience at
your health system?

Convenience of scheduling and registration

The "Know Me" experience - lack of context & personalization
Problems with staff and facility

Problems with healthcare delivery
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A Better Way to Get Better
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Why can’t | get the care | need, when |
need Iit, quickly and conveniently?

i

s . @ SymphonyRM
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Consumerism + Disruption —
Traditional Culture =




Employee Door to Door

K P I S Engagement

UC Visits Per Day Net Promoter Score

E — @SymphonyRM
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CREATING "WOW”
MOMENTS, ONE
PATIENT AT A TIME

The Indigo Experience

€
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ADAPT & EVOLVE:

Constant change, disruption is
in our DNA

€
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What challenges would your
organization need to overcome to
Improve consumer experiences?

We're satisfied or are well on the way with the level of consumer
experience we're offering

Challenges are mainly cultural - hard to get buy-in on the needed
change

Challenges are primarily technical - no infrastructure to deliver on .= L el R .
new experiences in foreseeable future i £ - ooy :
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Panel: Impact of
Retall Health
Discussion
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