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Ricoh Global Companies Founded 1936

1.2 Million Customers World Wide

120,000+ Employees Worldwide

200 countries and territories WOI’ld Class
3200 Health Systems in the US Manufacturer

Industry leader in

document management

Industry leader in

Advanced Commercial Print/Communications

Over 50,000
patents

i *
A pioneer in environmental management worldwide

Ricoh Company Ltd. has
6 R&D facilities around the world*

Magnetoencephalography (MEG) Brain Imagery
Bio Medical (Cell Differentiation)

3D Printing Anatomical Pathology



B [nhtroduction

: . Strategy, Direction & Leverage “Ricoh as a
Rory Fitzpatrick ]
Service” to Help our Customers

Healthcare Partner Executive ,
Digital Transformation & Technology

Management

Practice Group Areas:
«  Resource & Capacity Utilization
Patient, Provider & staff Experience
Care Collaboration

Shared Management & Integrated Service

Center

Mergers & Acquisitions

Information Management & Cloud

Technology




B Today's Topic — Digital Transformation

Creating a technology roadmap

Key Focus Points & Terms :

Common Challenges

Information Technology or HIT (Health Information Technology)
Workflow - Connected Care — User Adoption — Change Management

Creating a Digital Technology Transformation Roadmap



B Ricoh Healthcare Digital Transformation Roadmap
HIT technology 10 year build

2009
2020
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Relevance
10 years of digital transformation

Personal Lives

2,083,333 : Snapchat User share Snaps v Speed to Act

v' Guidi h
4,333,560: YouTUBE Videos Watch uiding change

v" Employee Engagement

™ (Vo v’ User Experience / Customer Satisfaction

49,380: Instagy/@in Posts v Engaged and productive workforce

v" Pressure to reduce operating costs
3,877,149: Google Conducted Searches

v Changing business models

1,111: Amazon Ships Packages

digitize their entire company beginning with business processes.”
John Chambers | Executive Chairman, Cisco System

ll- o % “of all businesses will die in the next 10 years if they dont figure out how to



B Business Process Optimization
How many people are involved?

“The Anatomy of a $63,509 Medical Bill” (Life Magazine)



B Digital Technology Roadmap Build
Where do we start/

What did we learn!
Objective
Create a Technology Roadmap that is Audience/Challenge Centric not Product

Centric that speaks to your customers challenges — careabouts.

Give the Project a name, create an Identity

Connected Care Journey



B First Meeting Direction / Agenda...

Current State: Understanding the current state of the organizations
) strategy, structure, skills and systems.

( Identify gaps in time and skill: What areas of there
0 within the corporation, business unit 2 re‘not aligned
to the overall goals

\0 Ideation: The co-collz! (\‘ l.concepts toalignIT as a
strategic partnei 66‘0
& Futi 6 O lon of a roadmap that provides visibility, insight

AV
xe\°

sed & iNarrow Scope

Outcome: Digital Technology Roadmap

Purpos

Provide | alue
Introductory/General/ Exploratory
Methods:

Brainstorming
Sharing of a concept like the
“transformation equation” or “strateqgy in 3 layers”

4 S conversation
©



B First Meeting Outcome




B Think from the EMR back — Shift Left

VALUE TO BUSINESS

User Adoption
User Experience

Business Process
Optimization

Workflow
Content
Management

EMR

Data-driven
workflows

Change
Management

INTEROPERABILITY

Connected Care Journey
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B Narrow the Focus - Careabouts / Challenges

Focus : EHR Adoption & Optimization

Driver /| Motivators:

Reduce Cost, increase
efficiency & maintain
profitability

Exploit regulatory

financial “incentives” CCM

Support coordinate /

holistic care management

Potential to optimize

processes and workflows

Key Challenges:

* Integration: Acquisitions

have multiple EHR’s, e.g.,
for acute, ambulatory,
specialty including those
acquired with market

consolidation

Interoperability: with
other key systems:
revenue cycle
management (RCM), ERP,

Bl, mobile and more

Maintain patient safety,

reduce clinical errors

On-Going & Future Goals:

Parking Lots Issues

Provide visibility / data to support:

v
v

<

Payer/provider negotiations

Risk-based re-imbursement;

shared savings
Regulatory reporting
Populations health initiatives

Marketing/targeting; address

increased consumer demands
Patient education

Clinical decision-making



B The EMR Connects Across the Care Continuum

Integrating Digital Process Improvements and Connected Care Outcomes

Managed Print Outsourced Security & Administrative Connected
Services Services Governance Efficiencies Care
Technology
User Adoption

Change Management




B Create Relevant

Statements Core Digital Transformation

Core digital transformation Areas
relevant statements

. Enterprise Output Management and
Connected Care Journey Appllcatlon PrintAnaIytics

= Enterprise Security Print, Scan, Release
Moving from Papers and Print to Digital Pri S, !

Transformation - MPS (Policy Management,
Technology, Resources Management, Compliance
and Analytics, Beach head)

e Referral / Pre-Admissions (experience, process,
fax messaging)

Information Transmission & Interoperability — =  FormsManagement

Enabling Multi-Format, Multi-Destination Data _ _ _
Interoperability including adherence to Industry =  Workflow (Registration — Discharge)

Standard formats (Fax and workflow Solutions)

Improve Staff Experience and Revenue —
Optimized Electronic Forms Mgmt. Workflow

Make Data Actionable, Improve Paper Heavy &
Resource Intense Workflow — Advanced Capture &
ECM

Optimizing Patient & Payer Communication —
Production Print, CCM & Patient Portal




Digital Technology Roadmap Build

What do we include?

How are you going to measure

Mapping the patient journey & data workflow
Where is the data / information stuck

Connected Care Journey



B Clearly Understand Patient & Data Journey
Where is the information stuck and what’s that experience

e ~

‘‘‘‘‘‘



B Information Gridlock —Where is it Stuck?

3%

Lack of
Collaboration Tools

Percentage of hospitals not providing
Web Conferencing to all employees

Intangibility

Percentage of business information stored
in filing cabinets or employees heads

51% 4%

Overdependence Information . Weak mobile
N Paisd Gridlock support
Percentage of data lm Percentage of hospitals
extracted from paper not able to access most
documents /all core apps via mobile
devices
~~
W
[}QD Q- 410
Manual G( Information
workflows [ tiINGA Silos
V. 4 Percentage of employees who
—\—> f > @ Ld L 4 must access 6+ core information

repositories



B How are you going to measure

DEFINE

Define the strategic direction and the objectives of your
organization/department/health system.

MEASURE

Set measures for current and future effectiveness of your
environment.

ANALYZE

Collect and analyze data. Data is reviewed with your staff
in a validation meeting to identify opportunities for
improvement.

IMPROVE

Identify opportunities forimprovement. During this stage, we co-
author solutions for optimizing your workflow.

CONTROL

Create an action plan of periodic reviews to focus on
continuous improvements.



B Significant Measurable Impact

How can your
organization benefit?

+28%
-11%
4
Operational Employee
Costs Productivity

IDC research commissioned by Ricoh
Addressing Information Gridlock - 2018

+4%

Additional
Revenue



._ Results - Healthcare Revenue Cycle

University Hospital » Known effects/unknow
with $3.05B annual charges; customer at
revenue, » Broken coinunicaj
implementing Epic ities

Beaker Lab module
trying to recoup lost
revenue streams

auses: DTFB up; missing
hN
among multiple Health System

from internal/external

Within 90 days of F&R

delivered, customer
saw a 40% drop in days

lllustrated outstanding for

process flows receivables
denoting over E X o0

500 current, prioritized

future and 72 LEAN
ideal state

tted
uni

activities Improvemgnt Al and
232?:;'2:'93 to fitization
CREATED revenues
CLARITY
REVIEW OF

15

PROCESS AREAS

REDIBILITY




B Digital Technology Roadmap Build

Value of change management & user adoption

Critical Component these are big Challenges

Don’t under estimate the value of User Adoption and
Change Management.

It's the “Special Sauce”

Connected Care Journey



B Organizational Approach - ALWAYS CHECK

Customer centric approach

PEOPLE
@
PROCESS ©
TECHNOLOGY

The Business
Conversation



B Making a Case for formal Change Management

of all transformational 0/
change efforts fail to
deliver promised outcomes

on time and within

Identify Change Management
as a Priority

: 80

(not solutions) are the primary
People cause of project failure.

DUAGEL, — — e e e e e e e e e e e = e == m == === -—---
0 with Change | 6
N 0 Management ! |t is not the strongest
I &= RETURNON applied vs. : of the species that
—— % without survive, nor the most
of organizations who — INVESTMENT 35% out intelligent, but the one
reported having &~~~ -~~~ — 75 : MOST RESPONSIVE
excellent change : [ORespond better to [lIncreased ROI : to change.
SEENEEES =L O customer needs Reduced Risk 2
exceeded .
. objectiyes ;  OBetter Employee [Improved |
Poor Fair 0 Excellent I Performance Processes I CHARLES



B Case for formal User Adoption Approach

Collaboratively addressing the people side of change

4 Integration & Evolution

»
|

Integrate the change into
the organization leveraging
workflow and process
analyses, change agents,
and training methodologies.
Develop a learning culture to
enable continuous evolution
and innovation.

3 Adoption

Utilize sponsorship,
communications, employee
engagement, training, and
measurements to clarify
expectations, build internal
support, and drive adoption.

1 Identification & Alignment

|dentify current workflows and
impacts of change. Create a
change roadmap that is
measured, consistent, and
ensures maximum adoption
with minimal disruption.

2 Socialization

<«

Partner with key stakeholders
and process owners to socialize
the drivers for change and
catalyze change agents within
the organization to spark
innovation and drive employee
engagement.



B Barriers to Digital Transformation

7 Lack of clear
scope.
Too few resources to support

the number of changes. Poor change

implementation history.
Poor sponsorship or

limited leadership Major employee resistance.
support.
Weak motivation.
Risk-averse
cultures. Poor communication

plan.

Use of multiple approaches
reinforcing the silo mentality.

Unclear and/or undisciplined
governance structure.



B Digital Roadmap Creation
Alignment /Impact /Solutions —Tell a great Story

0
(T
=
| .
@)
<
]
IE
(72
=
©
c
<




B Digital Transfer of Patient Information Connected Care Journey

n REFERRING PROVIDER
- U = =

Patient Departmental Communication Cost
wait time Capacity Efficiency

Administration

I.mproving the exchange
of infomation

Patient
care

delivery Healthcare Blidors

Challenges

Notification
Scheduling

Results

ACUTE CARE FACILITY

Electronic
Protected Health
Information (ePHI)

Internal
workflow

POLICIES &
PROCEDURES

Manage report



B Patient & Data Journey

Digital Workflow

S Bh

ADMISSIONS

Patient is referred for treatment.
Patient history, physician notes,
referral records provided to
facility.

TREATMENT OUTCOME

Patient history verified, insurance Treatment is administered and recorded. Prescriptions, Therapy orders,
checked, HIPAA forms and consent Stay orders, physician orders, results, treatment plans, additional tests,
forms signed, co-pays collected. progress notes, etc. will be generated. etc. provided.

REGISTRATION

o
¥

DISCHARGE

Discharge instructions, treatment
summary generated and provided.
Follow up appointments scheduled.

W
==

s

FOLLOW UP POST ENCOUNTER
Follow up appointments with patient. Back office work starts to ensure billing is
completed, claim forms are submitted and

Review and update of medical records.
all reporting is filed under patient record.




Patient
Referral

Connected Care

Patient & Data
Journey Mapping

Lobby Point of C Discharge Package
Patient Record Management OSI?ar?ninare Creation
Transmission 9 Release of
Packet Creation Patient Tracking Information
. Workflow Pharmacy Order Explanation of
Intelligent data 3rdner &rliei;etrral Optimization Management Benefits, Patient
capture anageme Letters
{;]asltijcll’zgi;i Forms Advanced Insurance CIaims,
Management Workflow Appeals, Denials
Pre-Approval Back Office
Processes
.. Patient
Admissions e Treatment Post

Pre-Access Plan of Care Encounter

Admissions

Resource &
Capacity
Utilization

Patient,
Provider, Staff

Experience
Practice
Groups



B Alignment—All on Board

People, Process & Technology

TRANSFORMATIONAL
LEADERSHIP

Develop executive vision that promotes
organizational alignment and enables
flawless execution to meet business
challenges head on.

DIGITAL
ADOPTION

Assess organizational readiness while
preparing for the adoption of best-of-breed
digital technologies and tools that create
new efficiencies and avenues for
collaboration.

CHANGE
PROGRAM

Implement an organizational change
program that is strategic, delivers alignment
and governance, and creates opportunities
for tactical excellence.

ADOPT LEAD

CHANGE

Connected Care Journey

NV1d MOYD

J1VAONNI

MERGERS &
ACQUISITIONS

Strategize and plan transformation to
maximize execution and ensure immediate
synergy to make the most of mergers and
acquisitions.

CYCLE
PLANNING

Transition planning helps manage growth
and mitigate challenges. Plan business
cycles with relative ease leveraging best
practices and a proven approach.

Develop a program around innovation to
promote strong strategy, consistent
delivery, and develop tools to support a
learning culture.



B Technology Roadmap Build

Examples in Progress

Tell a Really Good Story!

Connected Care Journey
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B Technology Roadmap (Historical)

Digital Transformation

Production — Copy

Center Mail
MSA Renewal — 120 printers support
MFP and Printer fleet Management and MS for Print Shop; Acquisition
, Partner YNHHS Color MFP Equitrac deployment (Reduced color 3 year sole vendor agreement for
1980’s of MSA for fleet printing by 16% compared to pre-Equitrac, also eliminated 1907 MFPs for ecosystem
Trust managlemznt, waste due to secure printing Renewal for Mail, print Ctr &
mail an . oo
production MS for Copier, Fax and MS for Westerly Load:lr;grdl?:ac:(e fg;:r;%scs 18%
. ) ) print 2 Copy and Mail Centers; Fleet ’
R|c9h bfecame ;(.)le Production Prm;c Centers  qditional FTEs Ambulatory Upgrade
copier, tax machine average of 25% keep, Reduced 600 40% Asset
vendor , through Savings on ng forms and Printers Reducti
eduction
Ecopy : average 13% high end printing in-house
savings contract to
contract

———

sSSP PE B DB B DB BBEBEBENS

1980’s 1995 1996 1998 2003 2004 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 2018
? ! ?
Workflow Optimization Fleet Management and Standardization MFP Refresh
project with
‘ Fortis Registration Scanning and CTEK/Auxilio
Yale New Haven YNH NASSD Network incoming RightFax automation
Hospital affiliates Connected Fleet to Ricoh Standardization Greenwich Mail and Shipping and Loading Dock Renewal
with Greenwich improve workflow, across Health System; Receiving Renewal 2 FTE’s Management 1 FTE
Mailroom Hospital fleet management FTE’s Mail & Print Fleet Management Renewal MSA Signed MFP and
(Solved significant Fleet Contract Renewal Centers, Loading Dock, (Service CPC savings of 35%, free  Fleet Management,
turnover issue (backup YNH, Bridgeport and Printer Management TRAC asset management software First Responder
support) with some Greenwich

provided, 2 dedicated technicians

. I BVELE
onsite at Yale)

minor cost savings

&

Transforrn



B Technology Roadmap (Proactive)

Digital transformation

Strategic Alignment

1. Patient, Consumer, Market Communication - Targeted digital marketing programs with
Evariant for patient retention, patient experience, personalized care plans, new revenue
growth and reduced expenses

2. Performance Optimization — Retain talent and attract new, maintain quality brand,
improve patient outcomes and satisfaction, reduced expenses

3. Reducing Readmissions — Telehealth and Project Boost implemented to monitor chronic
illnesses in the home.

4. Establish Interdisciplinary Education Program — Prepare clinicians and new talent for
changing workplace environments through educational initiatives on site and online.

5. Individualized Medicine — Improve outcomes, reduce costs, improve collaboration with
ACO attracting new talent. Improve patient loyalty and satisfaction, brand.



B Technology Roadmap (Future)

Digital Transformation

Iriniovzrea doTezirsrorss)

Workstyle Innovation

w/Digital Whiteboards File Analysis / Data Challenges:

L. Ricoh EDE for Improved .
ROC - BPA Consulting: Training/Conference f P Cost for Storage - Back/up issues
9 e . . Outcomes and Policy M +
Integrated Order Management Space Utilization Ricoh Collaboration A° '7}’ b a/n;gehn;en i _
Services e nalytics/Dashboards, Transformation
Centers Direct Messaging ? * i;’v ‘;,:lei:l,a):i,;ihcgct;\?ln and Services
Managed Est. 75% Fax Volume z
Services for Reduction
3D Pript Lab

1 ® [ J
A SRR R R R RRERRERRERRRERERREEREREERERREREE RN
2018 2019

l

Telemedicine Interactive Whiteboards, Strategic Transformation Services for Patient Portal Training programs pre-
discharge, CCM and Personalized Patient Communications, Clickable Paper for more actionable discharge instructions

and post discharge communications



RICOH
imagine. change.



