Patient Experience
Unplugged

definitive playbook every provider and supplier leader must embrace




CRIS ROSS ED MARX

HOW TO IMPROVE THE

PATIENT

EXPERIENCE

Two Healthcare Insiders
Share Their Experiences
from the Boardroom
and the Hospital Bed

Intuitive.Cloud

Powering Innovation & Cloud Excellence

Global enterprise customers
14 130+

across industry verticals -
BFSI, HCLS, Heavy Industries

Investments in

Years of sustained Innovation across

revenue growth 90% Retained, Repeated & Cybersecurity,
Referred Customers Data & Al/ML

Complimentary
signed copies
provided by
Intuitive.Cloud
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experience IS never the reason for patient positive or negative outcome,
but the accelerator of either...



AND NONE OF THESE REQUIRE A PATIENT EXPERIENCE OFFICER OR
OFFICE OF PATIENT EXPERIENCE...ALBEIT NICE TO HAVE

AND MOST OF THESE ARE FREE

TECH HELPS, BUT LEADERSHIP IS SUPER POWER
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Empower Patients & Foster Resilience
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Shared Decision Help Create Encourage
Making Villages Resilience

Techniques to Improve Patient Experience
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Run Healthcare as Service not Processes

S X N

Move Beyond Focus on Services Think and Act
Process Improvement Not Service Recovery Agile

Techniques to Improve Patient Experience









Al Buzz Phrase Generator

transformation
chatbols
hallucinaton
mobility
programming
intercparabilily
plockchain
policy
hardware
visualization

chalGBT
agenlic Al
quanium
cloud
digital
Gan Al
1E

oig data
naxil gan
Zzaro trust

integrated
augmented
syslemalized
parallel
functional
responsne
intuitive
synchronized
compalible
analytical
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Pick any three-digit number and then select the corresponding buzz word from each column
“748” produces “synchronized digital hardware”
These phrases can be inserted into any report or talk with the ring of authority




Create & Sustain Empathetic Organization
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Empathy Empathy Empathy
Training Modeling Sustainability

Techniques to Improve Patient Experience
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Create a Patient Centric Culture

S P o

Consider Patient Adopt Formal
Volunteering Testimonials Rounding Programs

Techniques to Improve Patient Experience















Digitize the Organization
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Embrace Deploy Smart Study
Personalization Technologies Consumerism

Techniques to Improve Patient Experience






Step-by-step Guide

o Confirm appointment

« Fill out forms

East Atlanta Cardiology LLC

Navigate to Entrance A

9:41
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Book Appointment "\G 0ZIO

® Health b Doctor schedule

Dr. Morgan
In-person Online
(W)

Upcoming Appointments

Cardiology v

, : : (= Dr. Susan Hawthorne
07:00 08:00 10:00 & .
11:00 12:00 13:00 14:00 A ’

& |une 13,2025 @ Radiology
—. Reception

® Restroom
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Medical analysis My prescriptions

® Fleetwood Baptist Esley
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Emerging Role of Al in Patient Experience

Percentage of consumers indicating level of comfort with generative Al application

Not
comfortable

17% -
14%
10% — Neutral

21% 19%
119% Comfortable

0
Takes notes during Analyzes radiology Analyzes radiclogy Answers call Provides medical
appointment to scans and creates scans and makes center of health advice, treatment
send follow-ups a report for diagnoses instead provider or insurer plans, and
the doctor of a doctor prescriptions







Final Thoughts

Learn cross-industry best practices

Experience is best caught not taught

Include patients, partners in design

Find ways to get closer to patients

Meet patient in their channel of choice

Can have good or bad experience in same hospital

Experience not limited by title, budget or program
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