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Housekeeping

o All participants are muted.
« Audio Settings: ability to select your speakers and adjust your volume.

» Chat: for sharing of ideas, interacting with speakers and attendees; not for
promoting services and products. Make sure you choose '‘Everyone’ in the
dropdown in the chat box.

* Q&A: for submitting questions to review at the end of the webinar
« Captions: Click the caption icon to turn captions on/off

» Receive follow up email tomorrow with webinar slides, recording and link to
survey.

B YL
! TE

ER
TU

theberylinstitute.org



PX Continuing Education Credits

» This program is approved for 1 PXE.

» |In order to obtain patient experience continuing education credit, participants must
attend the program in its entirety and complete the evaluation within 30 days.

* The speakers do not have a relevant financial, professional, or personal relationship

with a commercial interest producing health care goods/services related to this
educational activity.

« No off-label use of products will be addressed during this educational activity.

» No products are available during this educational activity, which would indicate
endorsement.

This webinar is eligible for 1 patient experience continuing education (PXE) credit. Participants interested in receiving PXEs must complete the
program survey within 30 days of attending the webinar. Participants can claim PXEs and print out PXE certificates through Patient
Experience Institute. As recorded webinar, it offers PXE for two (2) years from the live broadcast date.
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Headliner Webinar Series Sponsored by

For more information, visit;
pcare.com
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Our Speakers

Nicole Cable, MHS, CPXP, LBBP Mark Llorente, MBA
Chief Experience Officer Chief Administrative Officer &
CareMax Head of MSO Operations
CareMax
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Objectives:

e Who Is CareMax?

e The Creation of the Office of Human Experience (OHX)
e Development and buy-in of the strategy

e The Power of Team with other C-Suite Executives
e What successes did we achieve

e Lastly, tools/advice on how to win over the C-Suite






Why CareMax EXxists

More Seniors Require 80% of seniors have two
Higher-Touch Care or more chronic conditions?

Over 73 million

Population Is Aging Seniors by 20304

~25% of ~$4 trillion of

annual healthcare spend is
wasted®

System Needs
Disruption

P.4

The solution to a sustainable
healthcare system is an
integrated delivery system
that aligns incentives between
providers and patients

1KFF analysis referencing the 2022 Annual Report of the Boards of Trustees of the Federal Hospital Insurance and Federal Supplementary Medical Trust Funds. 2 Congressional
Budget Officer (CBO). 2022. “May Congressional Budget Office Medicare Baseline for 2022.” 3 National Council on Aging. 2021. 4 United States Census Bureau National Population

Projections. 2017. 5 Journal American Medical Association (JAMA). 2019. “Waste in the US Health Care System”.

Mark Llorente - Chief Administrative Officer & Head of MSO Operations



Whole Person Health Is Foundational for the Care We Deliver

80% of Health
Outcomes Are
Determined by

Factors that
Occur Outside
of Medical Care

That’s why we focus on

G The mental and physical wellbeing of our patients and team members

a Providing social activities and wellness classes
a Training care teams to interact with patients and their families

° Being aware of biases that impact the welfare of patients

Mark Llorente - Chief Administrative Officer & Head of MSO Operations



CareMax Is Committed

to Diversity, Equity, Inclusion and Belonging in All Areas of Our Organization

Our Patients

Our Team Members

of our team members who
669/ identify as female are managers vs.
40% in U.S. management positions

n,. Of patients are dually eligible
61 /0 for Medicare and Medicaid

m of patients identify as

racial minority workforce at
8204 CareMax vs. 38% U.S.
healthcare

> /594 African American, Latino
or Indigenous

racial minority providers at
8094 CareMax vs. 45% U.S.
healthcare

¢ our patients have 4 or
’@ 40% P

more chronic conditions

Note: All data as of December 31, 2022, unless otherwise noted.

Mark Llorente - Chief Administrative Officer & Head of MSO Operations






Human Experience at CareMax

What Makes CareMax Unique

Integrating the inseparable relationship between patient
and caregiver experience

c Elevating experience as a top priority

Positions CareMax as an industry leader in experience
and differentiates us from the competition

Wolf, Jason A. PhD; Niederhauser, Victoria DrPH, RN; Marshburn, Dianne PhD, RN, NE-BC; and LaVela, Sherri L. PhD, MPH, MBA. (2021) " Reexamining “Defining Patient Experience”: The
human experience in healthcare," Patient Experience Journal: Vol. 8: Iss. 1, Article 4. Available at: https://pxjournal.org/journal/vol8/iss1/4)

Nicole Cable - Chief Experience Officer



The Pitch

* Review of the Office of Human Experience
HOHXH

« Executive Summary: Current state of
Experience at CareMax for all stakeholders
e Leverage both qualitative and
guantitative data
* Immediate priorities/ Key initiatives for OHX
* Timeline and milestones for key
initiatives
* Resources required

Nicole Cable - Chief Experience Officer

This Photo by Unknown Author is licensed under CC BY
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https://www.flickr.com/photos/james_in_to/7953730756/
https://creativecommons.org/licenses/by/3.0/

Creating Alignment & Buy-In Along the Journey to a Strategy  ~v

ASSESS, LISTEN &

LEARN

ALIGN ON GOALS &
IDENTIFY
STRATEGIES/TACTICS

CRAFT THE ROADMAP &

EQUIP LEADERS

Leadership interviews

Patient / family interviews
Employee / provider focus groups
Deep dive into metrics that matter
Shadowing / observation

Environmental / best practice
inventory

Internal and external surveys

Town Hall report outs and
discussions

Detailed report outs and
discussion in key leadership
meetings

Interactive leadership workshops
focused on strategy and tactics
development

Workgroup / task force creation

Readiness testing with leadership

Strategies and tactics organized
into easy-to-understand “buckets”

Strategy compass developed to
communicate the strategy clearly
and consistently

Implementation planning meetings
with key leaders

Robust communications plan
targeted toward unique audiences
within CareMax

Nicole Cable - Chief Experience Officer



Introducing the Chief Experience Officer (CXO)

The CXO leads the Office of Human Experience (OHX) and held Nicole Cable
accountable for the sum of all interactions — shaped by an

o . Extensive history in human experience in
organization's culture, values, systems and programs — that influence:

healthcare, hospitality, and customer service

Patient experience, or the perceptions and retention of a patient and Chief Experience Officer at InnovaCare Health
their loved ones across the full continuum of care.

Team Member_experience, satisfaction and retention

Provider experience and their performance, retention and outcomes

Director of Patient Experience at ChenMed (2.5 yrs.),
as well as University of Maryland Medical System -UMMC & Laurel
Regional Hospital, (8+ yrs.)

Marriott (10 yrs.)

Master’s degree in Public Health and Doctoral Student in Social/Public
Policy

2023 Influential Business Women South Florida Business Journal, 2022
CX Network Global Leader to Watch

Board Member, Advisor and Public Speaker and Contributing Writer in
patient experience, learning & development, diversity, equity, and
inclusion space

—~
" UNIVERSITY
Al or MARYLAND
MEDICAL
SYSTEM

Marrioft

INTERNATIONAL

Nicole Cable - Chief Experience Officer



Aligning on the mission and mandate of the Office of Human Experience (OHX) P. 12

“Great employee experience leads to great customer experience.”

CareMax’s Office of Human Experience (OHX) leads the holistic, scalable strategy to establish us as the preferred partner for team
members, providers, patients, and patients’ loved ones by delivering a best-in-class experience, advancing the organization’s most
Important goals, and ultimately achieving revenue growth. We are a partner to every facet of the organization, working collaboratively to
differentiate CareMax as a leader in experience and engagement -- and in the results we achieve.

When done effectively, a comprehensive experience and engagement strategy will result in lower costs; increased patient, provider, and
employee retention and satisfaction; improved clinical outcomes; and a more responsive, human-centered organization.

Mission of OHX core tenets

Elevate experience as a top priority by rallying our people around a shared vision and formalizing a

Infrastructure sl elel Sieeey scalable, evidence-based approach to support future growth.

Patients and Care, Connection & Listen and be responsive to the needs of our patients and those that love them and deploy best practices to
Families Retention fuel exceptional care, service and connection.

Culture,
Communication &
Development

Team Members &
Providers

Foster a resilient culture through engagement and development of our people, attract and engage the
very best talent, and reduce burnout and turnover.

Insight and Develop actionable insights from data reporting and benchmarking regarding patients’ needs and
Reporting preferences, driving improvement efforts to maximize revenue potential.

Accountability

Nicole Cable - Chief Experience Officer



Establishing a Compelling Mission and Vision

Nicole Cable - Chief Experience Officer



Developed by Our Team Members

e Our Mission

To improve lives through kindness, compassion,
and better health.

e Our Vision

Bring “Health with Heart” to communities that need it
most to end disparity and create a sustainable
healthcare system.

e Our Core Values

CORE
VALUES

*
EMPOWERMENT &

WHAT IT MEANS

We believe that everyone is empowered to make
a difference in cur workplace. We seek direction

from our leaders and accept responsibility to act
with freedom and accountability.

HOW WE EXPRESS IT

We foster an environment of trust and open

i We transfer and
skills to others for the benefit of the team, honor
these characteristics, and defer to those with the
maost expertise, regardless of position.

RESULT

An envi in P

spirit that moves at a fast pace and follows
through on cur commitments. We approach
challenges with 2 positive “can do” attitude and
believe an optimistic outlook allows us to persist,
be resilient, and inspire those around us.

DEIB )

DIVERSITY, EQUITY, INCLUSION, BELONGING

WHAT IT MEANS

We recognize the contributions of all team
members from our diverse workforce. Inclusion
expresses our commitment to racizl and cultural
equality by creating a sense of belonging. We
encourage our team members to bring all of
themselves to CareMax. When we include and
embrace everyone’s unique contributions, we
become a stronger organization.

HOW WE EXPRESS IT
We encourage fearless engagement in the

communities we serve and throughout our
organization.

RESULT

An i where all indivi feel
welcome no matter their background. A place
where every team member has the potential to
deliver an exceptional customer experience to
patients, members, and one another.

Careax

COURAGE &O\ﬂ

WHAT IT MEANS

We are transforming the healthcare industry
across the country, and it takes courage to shape
the future. We embrace the energy and power of
the heart to move through fear to take specific
actions we kmow will be difflcult.

HOW WE EXPRESS IT

We speak the truth, no matter how difficult
the truth may be for others to hear. We say
what needs to be said, even if it involves
acknowledging mistakes. We belisve we can
accomplish anything we set our minds to.

RESULT

A workforce of leaders who experiment, leam,
adapt, and move in the right direction.

COMPASSION  “o—

WHAT IT MEANS

It's how we treat one another. Compassion
comes down to finding that human connection
to serve others with empathy, respect, and
dignity.

HOW WE EXPRESS IT

We first practice self-compassion to be mindful
of our struggles and respond with compassion,
kindness, and support. We try to walk in the
shoes of the people we serve and work with.
We listen generously and are fully present in the
moment.

RESULT
A culture that whole-heartedly supports

one another's personal and professional
development.

ACCOUNTABILITY

WHAT IT MEANS

It means we acknowledge and assume
ponsibility for our ior, per =
and decisions. We empower each other to take

ownership of our actions.

HOW WE EXPRESS IT

We take ownership of our work and strive to
deliver excellence in everything that we do. We
accept responsibility when things go wrong and
do our best to make things right.

RESULT

Every employee feels 2 sense of ownership for
company results and will do what it takes to
achieve those results.

P.14
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Engaging & Educating Our Audiences on the Office of Human Experience Strategy P.15

OHX Approach One-Page Overview ABOVE: Strategy & Tactics

Nicole Cable - Chief Experience Officer



Engaging & Educating Our Audiences on the Office of Human Experience Strategy P. 16

Our True North

Leadership Launch Toolkit

Training Resources

Nicole Cable - Chief Experience Officer






Engagement of Our Team Members

Mark Llorente - Chief Administrative Officer & Head of MSO Operations
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Engagement of Our Team Members

Mark Llorente - Chief Administrative Officer & Head of MSO Operations




Engagement of Our Team Members Continues 20

Mark Llorente - Chief Administrative Officer & Head of MSO Operations



Results 21
What Did We Do:

* Develop strategy for human experience involving patients and their families,
team members, and providers

« Co-design programs to enhance the patient experience while leveraging
principles of human-centered design

Disenrollment Rate Provider Communication
(Patient Churn) NPS Score increased from 68t to 90"

Decreased from 3.4% to 1.9% J6.7 percentile ranking CG-CAHPS

]

Mark Llorente - Chief Administrative Officer & Head of MSO Operations



Highlights of Team Member Engagement Survey 2
What Did We Do:

e Surveyed entire workforce each year for engagement

“There is open and honest

Team Member Engagement “I am proud to work for : cati t
Survey Completions CareMax” increased by CWO-I\\I/Ivay”C'0mmumglablorzlzi/
increased by 100% 14% areMax” Increased by 227
000 O
i S o
Aidig

Mark Llorente - Chief Administrative Officer & Head of MSO Operations



Life-Changing Impact on Patients 23

LUCIA —

“I like the center since | feel like its my own family. | love the loving and family treatment from all the team members. | love my
physician for his professionalism and charisma. | found a daughter and a sister in a couple of employees. The Wellness Center is my
life. | am constantly planning on how to help, make decorations according to the season, teach knitting, | volunteer in all events, and

| am actively participating in each of them. All of this gives me motivation to dress up, put on make up and cope with the ones who
give me health and happiness. | do love CareMax. Without it, | would feel lost. This is my clinic!”

Mark Llorente - Chief Administrative Officer & Head of MSO Operations









Resources

Guiding Principles

Eight actions foundational to a comprehensive
experience strategy. Organizations focused on
achieving experience excellence will commit to

these fundamental building blocks.

Use to lay the groundwork as you get started
on an experience effort or as you reassess/reset

the foundation on which your experience strategy
is built.

Experience Framework

Eight strategic areas that reinforce the
integrated nature of healthcare experience.
Organizations will use these lenses to shape
overall experience strategy, evaluate current
efforts and link to practical resources for
experience improvement.

Provides a means to educate and engage
others on the integrated nature of experience &
build specific strategic actions to address &
improve experience overall.

P. 26

The New Existence

Eleven key aims and associated actions focused
on leading to a new future for healthcare.
Organizations will use the framework to identify
key actions in elevating experience strategy and
ultimately transforming the human experience.

Serves as a guide to lead your organization to
the next level in experience efforts & expand
strategy with a focus on transforming the patient,
workforce & community experience

Nicole Cable - Chief Experience Officer




Tools

Nicole Cable - Chief Experience Officer



Guide to Engaging Underserved Communities

Engaging Patients & Families as
Part of the Care Team

Identify care team members, including the patient’s
family, and the patient’s circle of support

Leverage peer mentors and cultural brokers and
partners in the patient’s care

Ensure patients and families co-develop the care
plan and are an active part of care team
interactions and decision-making discussions

Identify and act on what matters most to patients,
families and the patient’s circle of support

Identify and eliminate barriers to effective care team

partnership

Encourage patients and families to serve in roles
beyond their own care journey

Attention to Histories of Discrimination

And Marginalization

Identify barriers to participation and sources of
mistrust (e.qg., linguistic barriers, geographic
isolation, histories of oppression and slavery,
racism, discrimination, poverty, and inadequate
systems of care)

Leverage cultural brokers and key stakeholders to
gain a greater understanding of the communities
we serve

Meet with community leaders to learn about
community expectations for outreach and
engagement, i.e., what culturally and linguistically
relevant approaches might look like

Diversify the ways in which we capture, hear and
listen to patient and family voices

Content source: The New Existence — Roadmap for Action to Transform the Human Experience

Co-design systems, processes
and behaviors to deliver the best
human experience

Create collaborative systems that integrate
principles of quality, safety, engagement and
well-being

Use human-centered co-design to ensure
consistent and equitable systems that are
personalized and inspire confidence

Co-design workflows that promote
partnership among patients, families,
healthcare professionals and communities

Solicit and act on feedback at each
touchpoint regarding outcomes that matter

Develop and apply standardized measures
and tools for continuous improvement

Nicole Cable - Chief Experience Officer



Patient Journey Mapping






A Few Lessons Learned

The process to get to a strategy is equally
important as the strategy—don’t take shortcuts.

Without education and alignment, human
experience efforts can be perceived as a form
of scope creep.

Connect early and often with key leaders and
departments.

Multiply milestones — especially with your
leadership team.

Make it stick. Have a strategy to engage
leaders, team members and providers around
the strategy.

Nicole Cable - Chief Experience Officer









10.
11.
12.

13.
14.
15.

16.
17.
18.
19.

References

DiMatteo, MR. Enhancing patient adherence to medical recommendations. JAMA. 1994; 271:79-83.
DiMatteo MR, Sherbourne CD, Hays RD, et al. Physicians’ characteristics influence patients’ adherence to medical treatment: results from the Medical Outcomes Study. Health Psychology. 1993; 12:93-102.

Fernandez, A., Seligman, H., Quan, J., Stern, R.J., & Jacobs, E.A. (2012). Associations between aspects of culturally competent care and clinical outcomes among patients with diabetes. Medical Care, 50(9),
74-79.

Fullam F, Garman AN, Johnson TJ, Hedberg EC. The use of patient satisfaction surveys and alternate coding procedures to predict malpractice risk. Medical Care May 2009; 47(5), 1-7.

K.L. Carman, T.A. Workman, Engaging patients and consumers in research evidence: Applying the conceptual model of patient and family engagement, Patient Educ Couns (2016),
http://dx.doi.org/10.1016/j.pec.2016.07.009

Greenfield S, Kaplan HS, Ware JE Jr, Yano EM, Frank HJ. Patients’ participation in medical care: effects on blood sugar control and quality of life in diabetes. Journal of General Internal Medicine 1988; 3:448-
457.

Hackard Zolnierek, K.B. & DiMatteo, M.R. (2009). Physician communication and patient adherence to treatment: A meta-analysis. Med Care. 47(8), 826-834. doi:10.1097/MLR.0b013e31819a5acc.
Hickson GBC, Clayton EW, Entman SS, et al. Obstetricians’ prior malpractice experience and patients’ satisfaction with care. JAMA. 1994; 272:1583-1587.

Improving Patient Experience. Content last reviewed June 2021. Agency for Healthcare Research and Quality, Rockville, MD. https://www.ahrqg.gov/cahps/quality-improvement/index.html

Laurance J, Henderson S, Howitt PJ, et al. Patient engagement: four case studies that highlight the potential for improved health outcomes and reduced costs. Health Aff (Millwood). 2014;33(9):1627-1634.
Levinson W, Roter DL, Mullooly JP, Dull V, Frankel RM. Physician-patient communication: the relationship with malpractice claims among primary care physicians and surgeons. JAMA. 1997; 277:553-559.

Mosen, D.M., Schmittdiel, J., Hibbard, J., Sobel, D., Remmers, C., & Bellows, J. (2007). Is patient activation associated with outcomes of care for adults with chronic conditions? Journal of Ambulatory Care
Management, 30(1), 21-29.

Rave N, Geyer M, Reeder B, Ernst J, Goldberg L, Barnard C. Radical systems change innovative strategies to improve patient satisfaction. Journal of Ambulatory Care Management 2003; 26(2):159-174.
Sehgal, S. (2016). The Patient-Doctor Relationship [PowerPoint slides]. Department of Internal Medicine. UC Irvine Program in Geriatrics

S C. E. (2016). The Patient Empathy Project: A Study of patient fears. Person-Focused Health Care Management. https://doi.org/10.1891/9780826194367.0014 Sequist TD, Schneider EC, Anastario M, Odigie
EG, Marshall R, Rogers WH, et al. Quality monitoring of physicians: linking patients’ experiences of care to clinical quality and outcomes. J Gen Intern Med. 2008; 23(11):1784-90.

The Beryl Institute - Ipsos PX Pulse.; 2020. https://www.theberylinstitute.org/PXPULSE.

Youssef, Farid F. (2013). The Health Professional & Society [PowerPoint slides]. The University of the West Indies, St. Augustine, Trinidad & Tobago
Wolf JA, Niederhauser C, Marshburn D, LaVela S. Defining patient experience. Patient Exp J. 2014;1(1):7-19

Wolf JA. In divided times, a focus on human experience connects us. Patient Experience Journal. 2021; 8(3):1-4. doi: 10.35680/2372-0247.1652.



https://www.theberylinstitute.org/PXPULSE

Patient Experience References

« Hackard Zolnierek, K.B. & DiMatteo, M.R. (2009). Physician communication and patient
adherence to treatment: A meta-analysis. Med Care. 47(8), 826—834.
doi:10.1097/MLR.0b013e31819a5acc.

 Fernandez, A., Seligman, H., Quan, J., Stern, R.J., & Jacobs, E.A. (2012). Associations between
aspects of culturally competent care and clinical outcomes among patients with diabetes. Medical
Care, 50(9), 74-79.

 Mosen, D.M., Schmittdiel, J., Hibbard, J., Sobel, D., Remmers, C., & Bellows, J. (2007). Is patient
activation associated with outcomes of care for adults with chronic conditions? Journal of Ambula-
tory Care Management, 30(1), 21-29.

* Levinson, W., Lesser, C.S., & Epstein, R.M. (2010). Developing physician communication skills for
patient-centered care. Health Affairs, 29(7), 1310-1318. doi: 10.1377/hlthaff.2009.0450.

 Wolf JA, Niederhauser V, Marshburn D, LaVela SL. Defining Patient Experience. Patient
Experience Journal. 2014; 1(1):7-19. doi: 10.35680/2372-0247.1004.

« Wolf JA. In divided times, a focus on human experience connects us. Patient Experience Journal.
2021; 8(3):1-4. doi: 10.35680/2372-0247.1652.






theberylinstitute.org




PX Continuing Education Credits

e This program is approved for 1 PXE

 In order to obtain PXE, participants must attend the program
N its entirety and complete evaluation within 30 days.

e Use the PXE link at the end of the evaluation to claim PXE
credit at the Patient Experience Institute’'s PXE Portal

theberylinstitute.org



Upcoming Events & Programs

WEBINARS
September 12 | Every Conversation Has Consequences

September 19 | Crushing Complexity: The Evolving Business of Healthcare

CONNECTION CALLS/PX CHATS
September 13 | Lost Belongings Workgroup

September 18 | Patient Advocacy Community Connection Call: Supporting Patient
Advocates

September 20 | Pediatric Community Connection Call: Emergency Room
Ambassador Program

Access our vast library
of on demand patient

PROGRAMS . .
experience webinars.

September 5-20 | CPXP Prep Course Webinars are included in membership
September 7-28 | CPXP Prep Course (FULL) with the Institute.

theberyliastitute.org
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