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Letter From Our CEO

It's an interesting time to be in the business of Al

On one hand, with unprecedented speed, hype, and
growth, people are starting to imagine and act on the
possibilities. On the other hand, the frenetic pace of
new capabilities can leave leaders with a dizzying array
of options. Particularly, in healthcare, the stakes for Al
investment are even higher because ours is an industry
that impacts people’s lives in profound ways.

How do we leverage Al to make decisions of impact?
We have systems that collect and analyze customer
demographic, diagnostic, treatment plan, and financial
data. But, truly, that data only tells us a fraction of the
story needed to understand our customers and to
predict health and business outcomes.

What's missing are the data points that inform how
patients feel about their care experience, their
perceptions of their treatment plan, and their intended
actions in response to their situation. We are also
missing data that informs how our employees are
responding. How do we do better? We have to listen. We
have to understand. We have to enact change.

In the next year, the speed of Al adoption will continue,
but there will be a growing need for more intentional
questions, both philosophical and ethical, about how
this innovation is integrating with healthcare. There will

be some reckoning about what the industry is, what it is
looking for, what it needs, who is creating it, and what we
intend to create.

Authenticx is taking steps to tackle these challenges by
being intentional in building responsible Al. It matters
not just what, but how our models are created, with
trained data that delivers results to drive change in the
healthcare ecosystem. We are building features that
provide intel that is actionable, usable, and consumable
by humans, for humans.

Finally, alongside our healthcare partners and clients, we
are highlighting how value is compounded when Al and
humans work together in unison. And I'm proud of that -
proud that we are providing rich, contextual insights from
an entirely new data channel.

We're entering a new era of listening at scale, and this
report highlights how Al is leading the way of enacting
change across healthcare.

A B

Amy Brown
Founder & CEO, Authenticx




<:INTRODUCTION:>

Artificial Intelligence is Driving a New Era
of Healthcare Innovation

Al has boomed exponentially since OpenAl's ChatGPT release in
late 2022. It is these types of advancements that have opened
eyes to how Al can transform and improve healthcare. McKinsey
detailed how unstructured data — commonly words exchanged
in conversation via text or recording — provides an opportunity
of immense impact to organizations and their customers. Al
innovation is helping make that possible.

While healthcare requires empathy and personalization, it also
demands administrative tasks from healthcare professionals that
keep them away from patient care and the quality of that care.
Using Al to adopt a more customer-centric approach to both the
care and the automation will enhance customer experience.

In this fourth edition, we showcase how artificial intelligence

is having an impact across healthcare, and how Authenticx is
helping drive that impact in our work with globally recognized
healthcare organizations. Trends were derived from the hundreds
of millions of customer interactions Authenticx analyzed in 2023.

Healthcare-focused conversations
analyzed with Al

Analyzed interactions that contained
the Eddy Effect in 2023

Anticipated increase in budget
allocation for Al solutions in 2024

Last year's report highlighted healthcare’s shift towards
customer-centricity. This approach prioritizes proactive

solutions and self-service tools that support customer needs.

Learn more about customer-centricity here 2>

Top 2022 Eddy

Effect Disruption

Top 2022 Conversation

Topics Captured by Al

PATIENTS FAILURE TO RECEIVE
ANTICIPATED INFORMATION

BENEFITS/
CARE COORDINATION

e A Morgan Stanley Research survey concluded that healthcare businesses will allocate more budget toward Al and ML technologies. Investments
in healthcare Al are expected to grow from $5 billion in 2020 to $45 billion in 2026.
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The Al Revolution is Here

Artificial intelligence (Al) is a machine or computer’s ability to
perform human-like functions with human-like cognition. Al
technology is driving how digital innovation is created, how new
contracts are written, and even how humans prepare to learn
and ingest information.

Al in Healthcare Applications:

Audio to text
transcription

Topic identification

Random sampling

Image generation

Autoscoring the quality
Tagging and labeling of conversations

conversations _ .
Machine learning (ML)

Searching topics and .
themes Deep learning

Natural language
processing (NLP)

Data summarization

In healthcare, Al is both a key and a lock. While it offers a new
way to aggregate, analyze, and activate data from healthcare
consumers, it also poses potential risks to the industry when
applied irresponsibly.

Referenced in McKinsey, using automation and analytics
could save up to $360 billion in US healthcare spending.

Al helps shrink costs, simplify data management, improve
collaboration, maintain scheduling, and address bottlenecks and
disruptions located in the healthcare experience.

Crunchbase found that healthcare had investments of nearly
$5.7 billion and Al companies raised about $2.8 billion in

April 2023. This is for good reason, too: the alleviation of
administrative functions (such as billing and prior authorization)
opens opportunities to better serve patients and reduce costs.
Even governmental agencies are looking into how Al applies

to public health, such as the CDC and its initiative to help
healthcare become more responsive, accurate, and equitable.

The value of Al is seen in:

Data overlooked in traditional administrative tasks,
like billing and authorization

Time saved and space created for healthcare
professionals to focus on the human side of healthcare

Identified pain points that show where something is or
is not working properly

Nuanced insights from a representative sample of data,
such as how non-English speakers navigate a website
or calls

Using Al, ML, and NLP, conversational intelligence leverages unstructured and unsolicited data
sources (such as chat, calls, emails, texts, etc.) to uncover insight and listen at scale.



Listen at Scale with Al

The next era of customer listening
is here. It’'s happening right now.

Listening to conversations at scale unlocks topics, themes, and
patterns to promote business outcomes and customer support.
It embraces a more representative approach to population data,
which enables decision makers to respond with a strategic plan
based on an informed view that spans the entire enterprise. By
empowering the voice of the customer, healthcare leaders can
take confident action.

Artificial intelligence is leading the way in helping to decode
and find signals that drive the right action and changes. This
emerging technology is enabling us to do more than we've ever
been able to do before, to surface complex data in an efficient
and contextualized way.

Listening at scale means unearthing problems, but also
highlighting outcomes and activity - unlocking the notion of
monitoring efficiency and pursuing customer-centricity through
the power of conversations.

Artificial intelligence is driving change in 3 core competencies across healthcare.

Explore and Discover — Breadth, depth, and context in
reported insights.

« Search by topic, emotion, activity
« Pinpoint specific instances for further review
 |dentify problems previously unknown
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Data-Backed Storytelling — Derive meaning from
quantitative and qualitative data sources.

» Create data visualizations
» Develop call montages
« Share impactful insights through storytelling

Key Metrics & Outcomes from Listening at Scale

Metric Outcome

Rate of Customer Friction

Improved first call resolution
(FCR)

% of Customer Complaints
and Compliments

Increased customer retention
and engagement

Interaction Quality

Improved agent retention and
development

Interaction Compliance
N

Risk mitigation and audit
readiness

H

Inspire Action — Reimagine new strategic approaches with
data that is relevant, reliable, and actionable.

« Connect data sources with APls

« Monitor metrics for organizational impact

 Identify and prioritize friction points




Listening for customer friction

We call this the Eddy Effect™ - when your customer’s ideal
experience is disrupted with a frustrating loop of obstacles
that cause them to feel “stuck” in a problem.

“So | called them, but they said they can't do
anything because they need the prescription
from you.”

“She called you and asked for the fax
number, then faxed the records, but you're
saying there are still no medical records
showing up.”

“We've sent over a few different plans of care
that we need the doctor to sign, but we still
haven't gotten any response.”

An Authenticx study, leveraging a constant comparative
analysis methodology, reviewed a sample of Eddy Effect
conversations heard this year, representing the healthcare
industry as a whole.

Common in healthcare, these Eddy Effect drivers overlap,
representing the critical reality of multiple disruptions affecting
the experience. Al made it possible to curate a statistically valid
sample, followed by listening at scale to identify top drivers of
customer friction.

Result: 3 Key Eddy Effect Drivers

PEOPLE: The humans involved
Contact center agents, staff, decision makers, providers,
pharmacists, etc.

TECHNOLOGY : IT systems
Any breakdown caused by technical problems, such as faxes,
portals, IT systems, etc.

PROCESS: Formal series of steps
Procedures, systems, and requirements of steps that are leading
to failure or confusion along the journey.



. Enhance and improve efficiencies Celebrating positive impact

Let’'s zoom in on obstacles impacted by process in 2023:
It's equally important to recognize organizational wins and

‘ PAYING FOR CARE impact. Consider this customer story -
e Claims Six months of calls were analyzed leveraging Al, specifically
8 3 o/o « Prior authorizations monitoring by caller type, to assess and ensure continuity of
. Copays care.
PROCESS 35%
PEOPLE 30% [
‘ ACCESSING CARE o |
» Medication refill 0%
o . . o .
119% Medication shipment g
TECHNOLOGY » Referrals
10% [
4%
5% —
‘ GAPS IN COMMUNICATION o l l l l l | |
In understanding where the Eddy Effect is occurring, steps can . Lack of visibility
be taken to enhance and improve resources for processes, - Haven't received anticipated call back Results & Outcome

people, and technology. The same Eddy Effect study highlighted
that on top of customers facing disruption in their healthcare
journey, the vast majority of these instances were left

unresolved. ‘ INFORMATION OR DOCUMENTATION

83% of Eddy Effect conversations involved disruption of process
(compared to 35% conversations being people-related, and 11%
technology-driven).

* Unable to reach the appropriate party The organization found low prevalence of the Eddy Effect in this

analysis at 4%, indicating consistent effective communication

and high efficiency from the support team. This is a number

worth celebrating as the industry benchmark sees an Eddy

* Incorrect Effect rate of 25%, shining a positive, reaffirming light on the work

« Conflicting being done. The team demonstrated how they were providing a

« Incomplete seamless handoff between their nursing and case management
support programs.
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Supporting the employee experience

Your contact center agents are on the front line. While they can
always be enabled with more talking points, communication
skills training, and customer service training, they are our heroes
across healthcare.

Consider this customer story that highlights the importance

of equipping employees >

of callers expressed confusion about the denial
of their copay card

of callers developed frustration over the program'’s
complications

19%

of evaluated calls experienced a
potential brand detractor

80%

Authenticx found that the language around this change was
complex and misunderstood by both the patients and the
agents.
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Real Customer Voices

“I went into the pharmacy to pick up my
medication and expected to only pay $10
like | had been, and now they are saying |
owe over $1,000."

“This came out of nowhere. | paid only $5
with my copay last month and now | can’t
afford to pay what they are saying | owe from
this new plan.”

“My card isn’t working at the pharmacy
anymore and | don’t know why. “

.

By listening at scale, Authenticx discovered an opportunity to
help the organization better prepare and equip their employees
when helping patients who were calling in with questions about
copay support and insurance coverage.

The company asked their teams to propose

a plan of action. Specified agent training can
provide clear direction and answers for their
patients while equipping and empowering their
agents to navigate a complex process.

Outcome

.

To date, brand detractors decreased
significantly by just under 50%, and confusion

Result caused by agents decreased by 10%.

Examples of agent training and support:

Recreating complex scenarios

Using the script to guide conversational points
Locating common brand resources for quick reference
Updating processes to have fewer steps

Adding self-service options and resources for callers to use
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Take Action

The Al hype is real. And while it does pose risks, Best Practices for Leveraging Al Within Your Organization

the potential rewards are so much greater. As more

organizations and businesses implement innovative Al

SolitionslhlmansmustalsolevolvelMarket mestrmenteiare Review what currently exists: Ask or assert the tools already being used, where expertise lies, and how
eyeing technologies that use Al tools and ones that aim to collaboration lives in your organization.

build and deliver them responsibly.

What does this mean for 2024? It means preparation. Assess expectations from technology: Ensure needs such as security, quality, and continued monitoring
It means learning. It means listening. It means strategic capabilities are met and feasible with the selected solution. Ask the important questions about the investment-
action. It means change is here and more is coming. How have the Al models been trained and what are the expected business outcomes?

Be willing to listen: Even if that means admitting shortcomings or ignorance. Without the support and voice of
your leaders behind Al integration and use, the potential impact may not be fully unlocked.

Locate your experts: Are they already in your organization? Do you have to search outside your team? To ensure
the Al being used is reliable, there must be those to know how it is built, how it is being used, and how it can be
improved once initiated.

Billin
& Humans must be involved in leveraging Al: The role of Al should enhance the roles of the human, not overtake
them. Humans should be brought in to understand the security behind a solution, the quality of conversational

data, and even the monitoring of a brand or product.

AV
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A Driving Force: The Authenticx Al Approach

Artificial intelligence is transforming healthcare. Here at AuthenticXx "Stens, cmqlgzes, and

Authenticx, that means Al is being used to listen and synthesize . o

conversations to help humans understand humans. This is a activates customer voices. Authenticx Increase First Call
focused, nuanced approach that brings a level of reliability to Revenue ImpaCt Resolution

data reporting. Focused on Healthcare: Proprietary machine learning 250/
(o]

: : : models solve healthcare-specific problems.
Conversational Al custom-trained for healthcare experiences P ¥

enables Authenticx to listen to a greater volume of conversations

] _ ] . . Decrease
at a greater velocity. This means algorithms are actively being Customer Churn
developed to compliantly provide insights on healthcare Speed to Value: Utilize a renewable data source you can o
experiences. act on without creating friction for the customer. 1 O /o
. Decrease
Humans are also a key component of how Authenticx Interaction Volume
approacfhes .AI' Cl)L;]r azcr:utects and.analys.ts Ievgagi thelr . Listen at Scale: Comprehensive, actionable insights with 1 O O/
own Pro esspna ealthcare exp'eljle.nce, |r1tent|or.1a y training capabilities to drill down and understand how individual (o
algorithms with healthcare-specificity. This work is supported : :
e . conversations fit together.

by data labeling linguists, who come from backgrounds in Average Eddy Effect
healthcare, education, and social work, to listen and label calls. Call Length

i “ 9.28 mi
The next era of listening means we are leveraging Al as a driving The Eddy Effect: This proprietary metric from Authenticx . 18
force of change to improve healthcare outcomes. offers an innovative approach to measure CX disruption Increase Agent

with specificity and context. Quality Scores

25%
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Al By The

Numbers
2023 Data Trends in Healthcare
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94%

Average Quality Score

7| 70/ Health costs projected
O to rise in 2024

2023
Lowest Sentiment
Presence

Relief Worry

200M+

Conversations Analyzed

N10.5%

Anticipated increase in
budget allocation for Al
solutions in 2024

Top Performing Metrics

« Takes Accountability

« Demonstrates Perspective
» Proactively Listens

2023

Highest Sentiment
Presence

Confusion Gratitude

Interaction Metrics

* Type of communication

* Who is communicating

* How long are they
communicating

2023 Lowest
Performing Quality
Score Metrics

 Business Protocols
« Pace Volume Tone
 Vocal Fillers

20 K+ Authenticx
Platform Users

1in5

Customers face @
disruptions by the

Eddy Effect

Eddy Effect Metrics

» Top Causes

* Impact

» Resolution

» Cost Estimate

2023 TOp (VERIFICATION)
Conversation (ciam question )

TOPICS CI"IEDICATION REFILL>

<PRIOR AUTHORIZATION> CRETURNING A CALL>
CELIGIBILITY) CBENEFIT/CARE COORDINATION>
CMEDICATIUN DELIVERY> CFINANCIAL ASSISTANCE>

(QUESTIONS ABOUT COPAY> CINSURANCE COVERAGE>
CQUESTIONS ABOUT BENEFITS> <ENROLLMENT STATUS)

Healthcare-focused
Authenticx Al Models

Eddy Effect « Conversation Summary
Unsupervised Topics * Safety Events ¢
Quality Al « Sentiment « HIPAA Compliance



In Summary

ARTIFICIAL INTELLIGENCE IS
DRIVING A NEW ERA OF HEALTHCARE

THE AI REVOLUTION IS HERE

LISTEN AT SCALE WITH AI

T SCALE ACROSS HEALTHCARE J

[ ACTIONABLE AI TACTICS TO LISTEN)
A
( TAKE ACTION

A DRIVING FORCE: THE
AUTHENTICX AI APPROACH

It matters how Al is built and maintained, and how it connects and impacts
humans. As the next era is being ushered in, be certain to stay dynamic and
deliberate in your business decision-making. Listen to the whole enterprise, the

entire experience, to your customers — and do it with integrity and intent.

This report highlights how Al is leading the way, enacting change across
healthcare. There are enormous opportunities for the industry to be transformed

through the power of conversation and listening at scale.

AI BY THE NUMBERS
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Interaction Details

Quality
Business Type
Product
Role Type
Call Center Name

The Next Era in Healthcare

4y What we heard

First Impression (€0 Smart Predict

Proactively Listens

® COVID Eddy Effect Negative Sentiment  Sam Test
I S e I e Does Not Meet Partially Meets

Customer Type

‘ Physician

Agent *

We are on a mission to help humans understand humans. Authenticx was Takes Accountabllity 5% Smart Predict

founded to analyze and activate customer interaction data at scale. New User - Active

Interaction Direction

Our goal is simple: we help healthcare organizations uncover hidden insights e 0™ Manages with Efficiency

Interaction Date

from customer interactions that take place every day in their contact
centers. With the help of Al, we aggregate conversation data (calls, texts,

Demonstrates Perspective 0 Smart Predict

chats, emails, and more) into one place so you can identify threats and

[0

Does Not Meet Partiallv Meets

opportunities for your organization. 00:00 / 12:54

1«9 © S»

C—

Learn More about Authenticx =

If you're looking for a way to truly listen and {1l Deliver results that -] Preserve and 5| Empower machine o 1 Solve healthcare-

see what's locked inside your customer are actionable promote context learning for reliable specific problems
interactions, Authenticx can help. from conversations insights
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