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Humm’s Story YaleNewHavenHealth ~ Humm'

Our Mission

Help every service-based business in the world reach their

full potential through innovative feedback technologies.
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Why Healthcare Needs Realtime Feedback
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Everyone loves to share opinions...
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And everyone gets a little emotional...

Happy Angry
Sad Afraid
Surprised Disgusted
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Current Feedback Reality
Great Intent. Poor Execution.

@ —

Which of the following best describes the primary purpose of your

ur Opinion

Learn about Pella products
| Learn about services that Pella offers
| Obtain pricing for Pella products and/or services

| Locate a Pella Showroom or a store that sells Pella products

| Make appointment with a Pella sales representative COMPARTA SU OPINION EN UNA
. ENCUESTA PARA TUNIDAD

Contact or visit Support Center
| Get information for a Pella product | already own
| Find replacemen t parts, repair or service information
| Find Company Information / Investor Info / job Opportunities

| Other, please specify
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5 Star Systems

Emotional ROI Gap

10



Insights Into Empathy YaleNewHavenHealth ~ Humm'

It’s All About The Customer Experience...
8-year stock performance

| 108%

Experience Leaders S&P 500 Index Experience Laggards

12%
28%

CUMULATIVE TOTAL RETURN
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The Survey Industry Is an Epic Falil

2% Capture Rates
/5% Responses Don’t Reach Executives

95% Dissatisfied Guests Remain Silent

86% Of Customers Switch

There’s no appropriate way for guests to voice themselves.
So they don’t. They switch.
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Zero to Hero

Phases of The Customer Experience Journey

Exploring > Retrospective > Committed

>

Realtime

>

Culturally Embedded > Branded
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Practicing Empathy
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80/20
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Must Enable & Amplify

Speed
Ease
Insight
Culture

Action
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The YNHH Story . §

The Halo Effect of Speed, Ease, Insight, Culture and Action
Improving the Patient Experience With Realtime Feedback

Confidential: Contains Proprietary Company Information Subject to Nondisclosure Agreement. Not for Distribution.



The YNHH Story YaleNewHavenHealth

£ ;' ' ' ’ s : —_-—ﬁi‘:‘l“-‘;!-i‘—_'\
n T &k J ‘ e




The Annals of Internal Medicine - Feb 9th, 2016 YaleNewHavenHealth ~ Humm'

Speak Up! Addressing the Paradox Plaguing Patient-Centered Care
Mazor, Kathleen M.; Smith, Kelly M.

“Current approaches place the burden on patients to voice their concerns.
However, patients tend not to speak up, even when they believe that something
has gone seriously wrong.”

“Most healthcare institutions cannot respond in real time if patients do express a
concern, reinforcing their belief that speaking up in not worth the effort and risk.”

“‘Systems must be established that enable health care institutions and providers to
address patients’ concerns in real time and to learn how to prevent recurrences."
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Goal:
Leverage Humm'’s platform to elevate our patient experience.

Pilot:
Six months across seven targeted floors.
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Boosting Morale: Raising Awareness in Realtime
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Communication

* Full Transparency of Data
 Realtime Alerts & Recovery

Positive Comments

 Trendlines Changed to Comments
* Clear Boost to Morale

95 8

OPPORTUNITIES

83

STAFF RESPONSE

RECENT COMMENTS

3 5 Staff Responsiveness

Rm210 15m

This staff has been amazing. The questions and
requests have been answered in clear and concise ways.
Much more than | expected! 22m

3 5 Room Quietness

Rm230

Larger TV's would be nice but stay was wonderful thank
yousomuch. Staff fantastic, pr. Jones was wonderful
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EVS & Nursing: Bringing Departments Together YaleNewHavenHealth ~ Humm'

Patient Quote

“Floor was not clean. Did not see anyone
come and clean the room or bathroom”

Nurse Quote

“Prior to Humm, the communication
between EVS and Nursing regarding patient
complaints was challenging. The realtime
alerts have allowed us to collaborate as a
team to improve the patient experience.”
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The Halo Effect Over 7 Pilot Locations
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AVG:

AVG:

AVG:

AVG:

AVG:

AVG:

AVG:

858 Humm Sessions / 106 HCAHPS Collected (Location 6-month Average)

@® Consecutive Quarterly Improvement @ !mprovement In At Least 1 Quarter

Up 09 Points

Up 13 Points

Up 05 Points

Up 05 Points

Up 05 Points

Up 04 Points

Up 07 Points
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Achieving Operational Excellence YaleNewHavenHealth -~ Humm’

Ultimately, Realtime Feedback
Has Made Us Better At:

* Listening

* Reacting

* Rewarding
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Thank You!

https://www.ynhh.org/ www.hummsystems.com
Dr. Michael Bennick Bernard Briggs
Michael.Bennick@ynhh.org Bernard@hummsystems.com

Vincent Salvo
Vincent@hummsystems.com
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Thank You

YaleNewHavenHealth

Humm’
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EVALUATE THIS SESSION

I'|I:'I.:I|.E| PRESS THE SURVEY BUTTON
. ™ ON YOUR MOBILE APP HOME PAGE

;F‘:I, Visit: https://goo.gl/ncSEBI

OR SCAN THE QR CODE PROVIDED

\Mz,

TRUTHPOINT

Your feedback is appreciated! S U RV EY



