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Geithdio kmgy me.o  k n 0 W 3RANGE

THE URGENT CARE CONVENTION

e Chief Executive Officer who LOVEShe business side of
medicine

e 5t years in revenue cycle with MBA from Louisiana
State University

e Financial freedom Is very important to me and my
family

e | enjoy traveling and recently spent 3 weeks in Scotland.

e | have developed a strong mentorship program that
works with the local court system to assist with skill and
vocational rehab needs for women who are working on
improving their life.

©2023 Utgent Care= —. - -
Association - 4

o~



Session Focus.. =G ANGE

THE URGENT CARE CONVENTION

=—1 Downstream Revenue
What impacts this
Other Ways to Capture
patient market share
. )

. Multiple Methods to
calculate 0 pick one!

© 2023 Yrgent Care. «- =" e "
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The Human Factor =G MANGE

THE URGENT CARE CONVENTION
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Where IS our revenue??




Where Is our revenue going?? oo SHANGE

THE URGENT CARE CONVENTION

Staffing shortages

Increased cost in gyery single

© 2023 Urgent Care= .- -
Association. . '



What 1s Downstream Revenue? i S HANGE

THE URGENT CARE CONVENTION

Easier to identify in a Health System / Academic Medical
Centers

$ An UC Visit average revenue per visit is $1R126

_‘@' Thought to have a much smaller value for an independent
24 Urgent Care




Calculatingng Downstream Revenue: o SHANGE
Sl ngle Slte THE URGENT CARE CONVENTION

mumm Productivity and Benchmarking

Alignment of Provider Compensation and Current Reimbursement

Accounts Receivable Metrics

Clinical Staffing

Inbound/Outbound Referral Opportunities

©.2023Urgent.CareAssociation -



Calculating Downstream Revenue omviiSMANGE
Part Of a Hea|th System THE URGENT CARE CONVENTION

= Usage of EHR Platform

e LONgitudinal focus on Wellness and Chronic Car

mme  REturn to or hanebff to Specialties

© 2023Urgent.CareAssociation - -



Downstream Revenue Considerations -~
Services Offered <HANGE

THE URGENT CARE CONVENTION

TeleVisit /
OnLineClinic

In Services

\

{ Spa Services}

Occ
Med/Employer

On-Site
EUNETRY

\

© 2023Urgent.Caré'Ass'ociatio'r:r'
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Individualized Performance Based
A oriviiG HAINGE
Activities THE URGENT CARE CONVENTION
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How to Analyze repeat ViISItS

Drug
Sareen

I I I I B B A -
[ s asl o s ew eum Vist
el sl sl el el Febuary 2023

1418 214 2139

Patient E&M Distribution - YTD 2023

50%
43% 425
41%
4% % 3%
ox O BN
m * ]
2 99213 99214 99215
Level

99999 9921

@ MNational Level @ Practice

o CHANGE

THE URGENT CARE CONVENTION

Registration Data

Visit Types

By singular Iocation

Segmentation

~ ~©.7023Urgent Care Assqciation -




Most obvious example of v ZHANGE
DOW”Stream Revenue’) THE URGENT CARE CONVENTION

‘- IIIIIIIIIIIIIIIIIIIIIIIIIIIIII my

nstrihsa that domen i@ mitichisa. t
REFERRALSI!

1. Return VIsIts
2.Reciprocal Referrals
3.WOM Referrals

4.EPS Referrals

5.Add on service referrals

C

Illll’

eI EEEEEEEEEEEEEEEEEEEEENY
EEEEEEEEEEEEEEEENETSHm

L/
‘.IIIIIIIIIIIIIIIIIIIIIIIIIIIIIIII‘
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Downstream Revenue Opportunities o SHANGE
ReferraIS THE URGENT CARE CONVENTION

- Not a 1:1 ratio -

COVID-on -t he down s |

has given you many opportunities

A COVID testing for frestanding surgical services
A Many Occ Med opportunities never previously considered
A Expansion of Lab Services

© 2023 Urgent Care*Assotiation- ~ =" .



Tracking referr v EHANGE

THE URGENT CARE CONVENTION
Out Bound

In Bound

Referrals Dashboard D

k=
Last N Intervals Interval Practice View By Clinic Provider Diagnosis Code Category Visit Type
& 20 Day v | |NCO09 v | |Provider v | (A v | | (an) v (AN v | (Al v
ol Verizon ¥ 9:25 PM 3
Referral Volume by Discharging Provider Filter by provider credential:| (All) v 9 Visits with Referral Visits with Referral

Important Notifications
ammm——
‘ 2 2.9% 51
e R :

Not Uploaded 0 — _6 Trended Referral Volume by Provider
Not Backed Up to Cloud 0 ! ST _ 5
5 6
. Y
Reverues  [EROUIIEEREETIRY 32750 JR—p
——— 3  E
: L1 F
Billable A A [ 19 '
Visits A6, S i S o 0
X —- O (
4.\._/__ s = —-.,_» ——
$/\Visit : $118 o 0
A
Case Load 90 A 0 N NN N NN N NN NN N NN NN NN N
T 0 T &g g S gy een @@ g 398 Fa
2 L L L, . 0 m M M m m e, o e T oL OO OO
Referred - 18 0 o NN N o N N L N N
: L
Scheduled - 1°
Eﬁ:\eﬂfélal Seen - 7 2 Diagnoses only on Referral Visits Search and filter on Diagnosis Code:| (All) v Referrals by Category and Type Select any Referral Category to expand to Type.

Documented - 5
Billed - 2 Injury, poisoning, and certain oth..

Specialty  Orthopedics I, 15
Orthopedic Surgery [ NG |-
ENT I
Podiatry L _E
Ophthalmology I -

Urology I :
Dermatology | E
Gastroenterology | 2
General Surgery - 1
Optometry - 1

Sports Medicine [l 1

Diseases of the musculoskeletal ..

Symptoms, signs, and abnormal c..

Update User Data Complete Diseases of the eye and ear

Tap TO ACKnOW|e®e Diseases of the skin and subcuta..

Diseases of the respiratory syste..

Diseases of the genitourinary sys..

-
e,

©-2023 Ufgent aré-Association
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Referrals and the Value of a Single Patient - ZHANGE

T CARE CONVENTION

Whyi s this | mportanteé-

© 2023’Urée.nt_ CareA'ss'bc;_iatio'n.; T



Single Patient Value or PLV o SHANGE
HOW dO yOu CaICulate thIS7 THE URGENT CARE CONVENTION

Average visit value of the patienflThis is the total value of all patient visits over a
period (for example, one year), divided by the number of visits in that period

F N

Average visit frequencyTo gather this figure, divide the number of visits to your
medical practice in that same time period (one year) by the number of individual
patients over the same period

7\

Patientvalue;, 2 dzQf £t OIF f Odzf S (GKS | gSNI 3S LINF OGAOS OA
average visit value

VN

7\

Average patient lifespanWhat is the average length of time a patient continue
seeing you?

PLV = patient value X average patient lifespan

- © 2023Uréqnt/Care’JA:_ss'B(';_iatilo'n-.‘, TP
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Calculating Referral Value . CHANGE
HOW to IOOk at a ROI on patient referrals THE URGENT CARE CONVENTION

/ wHow much do you spend per
month In marketing/advertising/

/ wAvVg reimbursement on new )
patient visit

.
/ owReimbursement CPL = ROl

~ © 2023Urgent Care- 7 :
" Assogiation. ~ = .. = :



Marketing o SHANGE
What ale key dnverS’? THE URGENT CARE CONVENTION

Demographic  Segmentation

Age, generation, ongin, class, gender, sexualty, etc.

Psychographic  Segmentation

Pets, preferences, habits, beliefs, work, tastes, efc

_anguage, fears, pains, food, physical abilies, etc

- ©2023Ungent Care= -
Association. . ;



Single Patient Value o= SHANGE
Why should you consider it this way?

THE URGENT CARE CONVENTION




Patient Loyalty onviSHANGE

The lifetime value
of a patient in an
~Urgent Care
Includes more than
just the patient on
the table.....




What is the lifetime value of a patient? " <HANGE

THE URGENT CARE CONVENTION

©202-3UrgentCaréAséociatioh: el



Current Contributors to LVOP orviiS HAINGE

THE URGENT CARE CONVENTION

Chronic lllnesses

‘ ,

Operations (hours/staffing/services)

America Is mobile [ tech savvy

S TeleHealth

© 2023UfgentCaré™ = '
Association’ - ~. @ o



Lifetime Average of a Patient with o SHANGE
Org an |Zat|0n THE URGENT CARE CONVENTION
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Calculatingrthetlifetime=value ofa
patient?t?” (LOYALTYValue)

o CHANGE

THE URGENT CARE CONVENTION

Startwith youraveragepaymentperclaimoverlast12 months(exclude prior month

Month  Total Visit Incomplete Visits Completed Visits Claim Count Voided Claim Count Charges Avg Charge/Claim Payment Avg Payment/Claim Insurance Payments Write Off

Aug 2022 4,077 172 3,901 5,151 370 $1,261,586.54 $244.92 $508,626.16 $98.74 $379,355.46 $10,700.37

ul 2022 4,233 E 4,225 3,903 357 $1,051,520.44 $269.41 $538,288.83 $137.92 $391,930.03 $19,970.53

Jun 2022 4,082 1 4,080 3,664 175 $1,436,752.38 $308.05 $582,007.83 $124.79 $446,552.41 $48,325.11

May 2022 3,877 1 3,875 3,893 192 $1,175,849.82 $302.04 $446,299.25 $114.64 $347,638.36 $47,188.69

Apr2022 3,333 1 3,332 3,759 325 $1,092,719.94 $290.69 $350,197.72 $93.16 $256,907.19 $47,751.78

Mar 2022 3,095 0 3,095 3,345 408 $969,339.41 $289.79 $406,404.32 $121.50 $302,507.59 $22,005.95

Feb2022 2,434 0 2,434 2,894 331 $818,982.45 $282.99 $415,697.17 $143.64 $331,039.84 $50,069.80

Jan2022 3,622 0 3,622 4,072 515 $1,119,733.41 $274.98 $558,456.58 $137.15 $433,239.90 $44,756.81

Dec2021 4,476 0 4,476 4,477 481 $1,152,592.42 $257.45 $661,357.61 $147.72 $522,953.87 $25,115.65

AveragePayment $128.97 Nov2021 3,575 0 3,575 3,770 300 $916,218.06 sz-}3.o3 $542,291.67 $143.84 $434,982.84 $31,881.03

Claim Oct2021 3,677 0 3,674 4,222 212 $1,026,008.13 $243.01 $602,115.24 $142.61 $457,164.20 $24,547.80

Exp:]’ii?\e/isit $27.19 Sep 2021 3,713 0 3,711 3,956 194 $1,053,654.14 $266.34 $521,357.89 $131.79 $407,860.25 $30,533.67

Net Income $101.79 Aug 2021 4,312 0 4,309 4,478 283 $1,126,875.11 $251.65 $566,903.37 $126.60 $436,445.00 $30,812.35

per Visit_ Jul 2021 4,168 0 4,167 4,348 291 $1,123,589.82 $258.42 $574,295.97 $132.08 $447,693.91 $744.86

A"s;"’r‘gie\gf'ts 2 4 Jun2021 3,811 0 3,811 4,453 710 $1,049,127.87 $235.60 $546,872.14 $122.81 $448,694.12 $36,786.36

Yearly income May 2021 3,372 0 3,372 3,892 246 $984,032.22 $252.83 $440,077.47 $113.07 $382,548.05 $8,576.04

per patient $244.30 Apr2021 3,826 0 3,826 4,218 753 $923,894.22 $219.04 $698,680.79 $165.64 $633,083.26 $17,238.42

Yearsof Loyalty 6.4 Mar 2021 4,564 0 4,564 4,797 1,112 $1,065,082.68 $222.03 $720,382.34 $150.17 $635,901.92 $17,997.19

Averageloyally Feb2021 3,951 0 3,948 4,692 1,371 $1,017,695.70 $216.90 $576,835.29 $122.94 $534,139.04 $42,965.17

value of patient $1563.52 Jan2021 4,696 0 4,696 4,434 1,070 $1,101,796.45 $248.49 $501,145.08 $113.02 $422,611.47 $57,802.85
Summary 76,894 181 76,693 83,418 10,396 $21,467,051.21 $257.34 $10,758,292.72 $128.97 $8,653,248.71 $615,770.43

©-2023Urgent.Care
Associatien- : 2




Calculatingrthetlifetime=value ofa

patient?

Average Payment/ $148.62
Claim
Average $36.49
Expenses/ Visit
Net Income $112 13
per Visit '
Average Visits
per year 2.4
Yearlyincome
per patient $269 11
Yearsof Loyalty 6.4
Averageloyalty
value of patient $l722 . 32

©-2023Urgent.Care -
Associatien- $ .

(LOYALTYValue)

o CHANGE

THE URGENT CARE CONVENTION

Startwith youraveragegpaymentperclaimoverlast12 months(exclude prior month

WIOT LT
Month  Total Visit Incomplete Visits Completed Visits  Claim Count  Weoided Claim Count Charges Awg ChargesClaim Payment Az Payment/Claim  Insurance Payments Write Off

Sep 2022 20,664 &6 20,550 20987 152 ¥7.,056,837.60 $364.84 $3.119.005.458 3145862 52,.243,825.53 £415,31354
Aug 2022 23,058 19 23,032 23,57 345 ¥7.021.465.63 $323.34 £3.411,551.81 314474 52.459,335.1 £434923 55
Jul 2022 20,671 1 20,664 21,508 1041 b7, 268,659.82 $337.96 $2.975.637.79 $13835 52,104,051.64 $265.831.13
Jur 2022 15,308 0 159,300 20,305 1,855 $6,645,130.96 $327.27 £2,950,407 44 314330 52,123,025.83 $23,505.54
May 2022 18283 2 18,280 20,083 2,484 $6,463,643.83 $321.85 £2.730,16333 313594 51,808,157.35 £760,031.22
Apr 2022 16,927 0 16,927 18,453 4384 $60.094.905.44 £33029 2.575,54538 313857 5179476116 $329.91732
Mar 2022 20,351 0 20,381 17912 3.865 $7.682.347.37 £428 89 $3.141,509.58 317541 5219597336 $67.086.10
Feb 2022 16,404 1 16,401 18,852 3545 ¥6,105,854.04 £323.88 $4,084,52555 $213.60 53,355,155.44 £134,805.55
Jan 2022 31,083 o 31,085 30,157 3540 $12.928.776.13 £428.15 £4,102,039.73 313384 53,075,220.84 £104,065.18
Dec 2021 25,252 o 25,243 24,261 2,126 $5,324,349.08 £384.33 £4,017.91256 $165.61 53,115,556.43 £104,166.73
Mow 2021 22111 o 22,1 21,945 1.452 b7, 440.482.05 $335.99 $3.239.945.45 314761 52,391,95530 $249,82727
Ot 2021 21,973 o 21,964 23,445 1.757 $7.657.401.42 $326.56 $3.856,672.30 $1604.47 $3,015,324.65 £354,23427
Sep 2021 27213 0 272N 28,212 2,418 ¥5,587.877.17 $339.85 £4,383.071.66 315536 53,392,836.10 3171486
Aug 2021 34815 0 34,785 33,012 1,963 $10,879,437 .79 $329.56 £4,083,220.18 $12365 5288744343 £75.49320
Jul 2021 24,542 1 24537 24,341 1.075 57.431.341.65 £306.12 £2.54479727 312093 51,957.171.48 £49.400.40
Jurm 2021 20,245 0 20,2468 20,276 1,046 $6.175.633.40 £304.58 $2,883.547 58 3142 21 5201872323 $26.71620
May 2021 15,135 1 19,137 20,134 239 $6,448,717.75 £32029 $2,641,00429 #1317 51,795,020.02 £15.20129
Apr 2021 18,728 1 18,727 18,043 1,006 $3,454,855.43 £302.33 £2,503,13429 313873 51,632,31655% £46,93592
Mar 2021 18,253 o 15,285 17,702 1.131 $3,261.376.79 $297 22 £2,813,854.05 315896 51,897.301.25 $386.328.87
Feb 2021 14,350 o 14,548 16,522 1.582 $4,901.086.11 $296.64 $3.265.993.98 319768 52.6158,637.31 $251.303.89
Jan 2021 25,821 o 25,815 25,937 1,682 $5,614.630.43 $332.14 $3.508.834.80 313328 5250092726 $139,484.91
Summary 459,780 82 455,606 455,706 359,655 $157.665.256.98 $338.55 $69,212,774.53 $14362 $50,453,506.87 $4.4567.293.39




Patient Loyalty v GHANGE

THE URGENT CARE CONVENTION

~ ©2023Urgent.Care ".‘ r?
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. . AN
Top 5 mentions for patient loyalty from oxvi SIANGE
GOOGLE reviews THE URGENT CARE CONVENTION

Convenient Locations

Extended Hours

o= Effective Costs
Friendly Staff

o
—Zg Having walk in options with fast service




