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Health Care Leaders Confront the Future Consumer Experience

Liz Dean, Riverwood Healthcare Center



Introduction: My Why
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Problems to Solve

-

* Provider/patient

Experience relationship
.  Growth
Access Providers |
Price * Improve patient outcomes
Engagement e Understand new business

model

Meet consumer needs
Improve outcomes

S * Long-term sustainment &
FaC|I|ty independence

Competitive
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AWARENESS

O

* S5EO
o Symptom Checker

)

CONSIDERATION

* Website Redesign
# Digital Provider
Directory

Digital Solutions

ED Wait Times
DocASAP

Live Chat 24/7
Electronic Patient
Surveys

Price Transparency
Tool

MyChart branding
and integration
Ratings and Reviews
Transparency Tool

On My Way
Asynchronous/ e-
Visits

Consumer Ancillary
Scheduling Tool
Concierge Medicine
Model

iPad’s for Healthcare
Providers

Secret Shopper
Program

Apple Support
Training

Digital Patient
Education

FastPass Check-in
Apple Support
Training

Mobile Device

Remote Patient
Monitoring
Riverwood Branded
app

RxLocal

Increase Number of
Care Managed
Patients
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Management
* |ncreased Wifi

*Use of AHA Digital Pulse - Helpful Tool to ID Roadmap

Access Points



Digital Communicatio

Website

o Chat Feature

o Symptom Checker

o 3D Virtual Tours

o Video/Education/Seminars
o Testimonials

o Provider Directory

o News

o Connected to Social Media

o Contact Us

www. Riverwoodhealthcare.orqg

. S oo Q) s O
@Riverwood = %i

Safer surgery,
rapid results.

Trusted Leaders in Robotic-Assisted Surgery

¥ B ©® O

Find A MyChart Online Give Now
Provider Login Bill Pay

Stories News & Events Photo Tour



http://www.riverwoodhealthcare.org/

Digital Communicatio

-

Facebook |

Riverwood Patient Success Stories

O NeWS ) ) J Gary Rogers
@ Gal‘s‘rkrma Nety's “I was living with discomfort for about a year. |
@) S‘to rles : 3 L, > = S went to my wellness checkup and learned | had

a hernia. | went to Riverwood Healthcare and

o Ads i\ Jx\\ - had robotic surgery and went home the same

day. In two weeks, | was painting my deck. |

o VidGOS/Sem i nars would recommend robotic surgery to anyone.” ‘
‘ |

ck Here for Gary’s full story.

»3d Hermia Webinar - \

ES
¢

¥

Your Trusted Leader in Robotic Hernia Repair Surgery
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Digital Communicatior

Riverwood Healthcare Center

Written by Liz Dean [?] - June 24 at 10:13AM - Q .@. Tﬂp Fam @ & Top Fan
Call 218-927-5181 to be seen today in our orthpaedics department! . Julie Richards Wickham Love the orthopedic team. Had knee
Karen Tate Josh the knee whisperer!ll Your awesomellll surgery this year and so grateful for the team’s expertise and loving
ﬂ 5 carc.g”
Like - Reply - Message - 3d D

Like - Reply - Message - 3d

e  Top Fan
*  Joy Gruhlke Josh is amazing. He knows how to get his patients to

Harley Simonson The best. He makes you feel safe. | adore him. relax and he is always up for having fun.
Like - Reply - Message - 2d '0 1 | have really enjoyed having him as part of my health team.

Like - Reply - Message - 3d ﬂ 1
Cheryl Latterell He is awesome

ﬂ ‘ Q 4p Top Fan
Like - Reply - Message - 2d Joy White Borden Josh is the sweetest most caring Dr. | have ever
met! The team is great!

Like - Reply - Message - 3d 0 :
Carla Zugel Excellent Team!!!

. ﬂ 1 e Karol Lehman | had knee replacement in March 2020. Great team to
Like - Reply - Message - 3d have replacement done with! A nice, caring Dr. Who listens. The whole

Team is greatl

® D & @

RIVERWOODHEALTHCARE.ORG Connie Hills Josh is great @ 2 Like - Reply - Message - 2d ﬂ 1
Same Day Orthopaedic Appointments! Learn More .
The Minnesota Center for Orthopaedics (MCO) at Riverwo Like - REH} Messa ge 3d @ Ronald R Stuard A first class organization!

Like - Reply - Message - 2d 0 !
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Digital Care

Virtual Video Visits

o Primary Care, Specialty Care, Behavioral Health, Therapy,
Diabetic Care, Nutrition

o Our process/procedure led to fast launch
o Communication
o Patient Experience

Remote Monitoring

o Primary Care, Behavioral Health, Specialty/Surgery, OB
o Improve health outcomes
o Increases real time data collection & measurements
o Increase real time education & care management from home

o Our process, analysis & next steps

*AHA Digital Pulse, Nexus Innovation, AHA/AVIA - Helpful Resources in our Process.
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for Success

>1ge]o][I0s M |dentify the problem first

EMBERS |N ACTION cASE BUNY  Riverwood Healthcare Center | Aitkin, Minn

W Riverwood Healthcare
., quickly deployed Zool
'at patients amids;

Center (RHCC) in Aitkin, multiple hats, we h
m for Business to virtually

ad to have a strategic,
Process to make th,
t the coronavirys Pandemic,

streamlined
is happen Smoothly,”

' ment
Plan Capitalize on project manage

Plan Structured, Daily Huddles
though the county had not Seen any positive COVID11g —

ses at the time - Niverwood Healthcare Center

Aitkin, Minn - 8 26bed critical access hospital located The virtual oo
out 130 miles north of M:nneapohs, Is actively Preparing leaders

Program took off Quickly, and health c
had to accommodate to this new model of cay
staff conducted daily meetings and used al| forms
the needs of its community, RHCC Communication to check in on staff to ensure they we
ickly implementeqd a telehealth network that offers Prepared,
tents virtyal care in their homes, Health care leaders .
0se Zoom for Business In-hindsight, | think
ts platform, partially ;)t wo'uld :\av\;be-en
H cause lheycunem}y eneficial to have one
e d d a I Iy h u d d I e S cause are currently Y f moming huddle for
I a n St r u Ct u r ’ 2nsed with Zoom for -
H u d d I e tual meetings

logistics/work flow an
} reasonably priced,

lutions e
trends & so

t Educate stakeholders on problems,

Educate

keep the group up to
and discuss next
mpliant. - /

continue to meet

but also,

step
said Gina Henderson,
Riverwood's

ter two successfy|

seks

Manage
health information co.
of executing the
tual care mode| at

With a background in
- process |mprovemen
*ir hospital, RHCC can - Henderson was a nat
fitto help launch this
are some lessons for
Yer hospital and health effort.
stems looking to do the same.
h [elsll Appoint a physicia

Train Providers in Advance
i@ Project Management S|

e

While there was Some resistance to telehealth and vir
Sject Managing during any time of crisis s key, said care before the COVID-19 Pandemic, health care lead
'ean, Riverwood Healthcare Contey's director of ed this emerging mode
ategy and business dwelopmenl “You want to focus 2
dividing and conquering task
hips

A N a provider-nurse team to
S, removing barniers

d Supporting each other,” Dean said. “We realized
mediately that at a time when P

nch, leaders lear,
eople are Wearning

\cians the day before they
tients

that it was bes
were s

t to train clin
cheduled to treat pai

020 American Hospital Associa:

livery ———
: of healthcare de

nsider the future

Future Co

=~ AHA Rural Health Sen




Most Significant Steps (

Collaborate Think big. Choose

e AHA Digital Pulse Tool Start small Opportunity

e AHA Nexus Innovation : Victory

e Partnership with Vendors Move quick. :

e Communication with Innovation
Other Organizations Determination
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Liz Dean, MBA, Executive Coach

Executive Director of Strategy & Business Development
Riverwood Healthcare Center, Aitkin, MN
218-927-5555

ldean@rwhealth.org
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