*®
EmMmI | case study

University of Alabama Birmingham
(UAB) Medicine

Scalability & Efficiency

Academic Medical Center

Located in a Top 50 U.S. MSA
1,157 beds

Qm Wolters Kluwer



Staffing Challenges UAB

Overview Goals

Discharge from the hospital is a critical handoff in care 4 Scalability

« Accountability for patient status continues far beyond acute stay Extend UAB's ability to reach

. : . recently discharged patients
« Patient volume exceeds discharge planning and follow-up resources

1. LIMITED RESOURCES 2. TIME NEEDED TO CONNECT 2 Efficiency
Reduce staff time spent

= connecting with low risk patients
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3 Patient empowerment

_1 Help discharged patients
' ' self-manage chronic conditions
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Presenter
Presentation Notes
Discharged patients need to be consistently engaged throughout a care transition in order to have the confidence and ability to successfully manage their health at home. This is critical for managing performance, reducing readmissions and managing patient throughput.  However, this requires hospitals and health systems to find effective and scalable ways of monitoring and intervening with patients in need and empowering patients who can self-manage post-discharge.

UAB challenged us to extend their reach post discharge, reduce staff time spent connecting with low risk patients, and help discharged patients self-mange chronic conditions.


E mm iTI’a ns |t| on “Do you already have a follow-up

appointment set up?

IVR CALL SERIES | AUTOMATED AND BI-DIRECTIONAL Just say yes, no, or don’t need one.”
« Calls patients after discharge to track recovery
and educate patients on self-managed care

* Interactive calls ask questions and log patient
responses

* |dentifies barriers to care and reports patient
status back to care management team

* Flags higher risk patients that may require
staff intervention
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Presenter
Presentation Notes
We developed EmmiTransition to extend the reach of the care team beyond the clinical care setting, encouraging self-management, motivating positive behavior and alerting care teams of people who may be at-risk. 

UAB utilizes multiple EmmiTransition series to target both general discharge patients as well as patients with chronic conditions such as COPD, heart failure, and pneumonia.


UAB Medicine

The Results ’ Scalability

@ Scalability
Extend UAB'’s ability to reach

recently discharged patients

2 Efficiency
Reduce staff time spent
connecting with low risk patients

3 Patient empowerment

Help discharged patients
self-manage chronic conditions
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Emmi significantly scaled UAB’s patient outreach, resulting in 21% more
engaged patients
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66% engaged 80% engaged

1.5 average calls 5.9 average calls
per patient per patient


Presenter
Presentation Notes
Pre Emmi, at UAB nurses would call the patients they could post discharge. They were able to only connect with 66% of their target population.

By implementing EmmiTransition to scale their care management process, more patients were reached post-discharge. Post Emmi, nurses combined with Emmi connected with 21% more patients – reaching 80% of their target population. Emmi is able to not only connect with more patients but also spend more time on the phone with them since we continue to call them.
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The Results ‘ Efficiency

@ Scalability
Extend UAB’s ability to reach

recently discharged patients

@ Efficiency
Reduce staff time spent

connecting with low risk patients

3 Patient empowerment

Help discharged patients
self-manage chronic conditions
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Emmi eliminated staff time spent identifying patients with issues

WITHOUT EMMI TRANSITION WITH EMMI TRANSITION
1,932 total 5.2% of all 1,076 total 100% of all
calls nurses’ calls calls nurses’ calls

were made to were made to
patients with F patients with
issues

n issues

By allowing staff to focus on follow-up calls only, Emmi saved
the equivalent of 1.5 FTEs per year

Emmi calls
without flags 407,675

Emmi calls 48,076 calls (12%) triggered a red flag that
with flags may have required nurse follow-up



Presenter
Presentation Notes
Not only were nurses able to reach more patients post-discharge but they were also able to provide more immediate interventions for those in need. EmmiTransition asks patients certain questions to identify any potential concerns. This information is delivered back to the clinical staff alerting care teams of the patients who may be at-risk. 

PreEmmi, 5.2% of all nurses’ calls were made to patients with issues. With EmmiTransition, staff resources were allocated to the patients who needed it most and 100% of the calls nurses made were to patients with issues.

This was so successful that then UAB expanded their use. From September 2015 to June 2018, EmmiTransition made over 407K calls that did not result in a red flag. By allowing staff to focus on the follow up calls only (those with red flags), Emmi saved the equivalent of 1.5 FTE’s (full time employees) per year.
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Patient
The Results empowerment

@ Scalability
Extend UAB'’s ability to reach

recently discharged patients

Efficiency
Reduce staff time spent

connecting with low risk patients

@ Patient empowerment
Help discharged patients

self-manage chronic conditions
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Patients who engaged with EmmiTransition were associated with lower
readmission rates across different groups vs. those who did not engage

@ Did not engage @ Engaged

24.8%®

19.4%®
918.2%

®15.1%
13% @
910.7%

99% confidence level

ALL MEDICARE HEART FAILURE
PATIENTS PATIENTS PATIENTS


Presenter
Presentation Notes
Many hospitals and health systems struggle with effectively managing the health of their discharged populations. Managing recovery, reinforcing key information, and motivating behavior change are essential to avoiding complications and readmissions. The Hospital Readmission Reduction Program (HRRP) penalizes hospitals with high readmission rates giving hospitals a financial incentive to lower their readmission rates. EmmiTransition was also associated with better performance in this area. 

Medicare patients that did not engage in EmmiTransition had a 19.4% readmission rate compared to 15.1% for those that did engage. UAB also saw a better performance with readmission rates in patients with chronic conditions such as with Heart Failure patients. Heart failure patients that did not engage had a 24.8% readmission rate compared to 18.2% for those that did. 
 
As you can see, we were able to help UAB meet its goals by providing them with a scalable solution that optimized their workflow and improved utilization of hospital resources. These improvements contributed to enhanced patient and staff satisfaction, and were also associated with a reduction in readmission rates.
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. ags General
EmmiTransition Discharge Series

Scalability goal

Extend UAB's ability to
reach recently discharged
patients

Series highlights

« Interactive calls ask questions
and log patient responses

« Identifies barriers to self-
managed care and flags high
risk patients

* Reports status back to care
team for follow up

9. Wolters Kluwer

Emmi significantly scaled UAB’s patient outreach, resulting in 21% more
engaged patients
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66% engaged 80% engaged

1.5 average calls 5.9 average calls
per patient per patient


Presenter
Presentation Notes
Discharged patients need to be consistently engaged throughout a care transition in order to have the confidence and ability to successfully manage their health at home. This is critical for managing performance, reducing readmissions and managing patient throughput.  However, this requires hospitals and health systems to find effective and scalable ways of monitoring and intervening with patients in need and empowering patients who can self-manage post-discharge.

UAB challenged us to extend their reach post discharge. Pre Emmi, at UAB nurses would call the patients they could post discharge. They were able to only connect with 66% of their target population. By implementing EmmiTransition to scale their care management process, more patients were reached post-discharge. Post Emmi, nurses combined with Emmi connected with 21% more patients – reaching 80% of their target population. Emmi is able to not only connect with more patients but also spend more time on the phone with them since we continue to call them.

By implementing EmmiTransition, we were able to provide UAB with a scalable solution that significantly improved their ability to reach their patients. 
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General Emmi eliminated staff time spent identifying patients with issues

EmmiTransition Discharge Series

WITHOUT EMMI TRANSITION WITH EMMI TRANSITION
Efficiency goal 1932 total  5-2% of all YRS EI 100% of all
Reduce staff time spent calls nurses’ calls calls nurses’ calls
) ) } were made to were made to
el ielt sl patients with F patients with
patients n issues issues

Series highlights
By allowing staff to focus on follow-up calls only, Emmi saved

* Interactive calls ask questions ;
the equivalent of 1.5 FTEs per year

and log patient responses

« I|dentifies barriers to self- Emmi calls
managed care and flags high without flags 407,675

risk patients

*  Reports status back to care Emmi calls 48,076 calls (12%) triggered a red flag that
team for follow up with flags may have required nurse follow-up
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Presenter
Presentation Notes
Discharged patients need to be consistently engaged throughout a care transition in order to have the confidence and ability to successfully manage their health at home. This is critical for managing performance, reducing readmissions and managing patient throughput.  However, this requires hospitals and health systems to find effective and scalable ways of monitoring and intervening with patients in need and empowering patients who can self-manage post-discharge. UAB challenged us to extend their reach post discharge and reduce staff time spent identifying patients with issues.

EmmiTransition provided UAB with a scalable solution that significantly improved their ability to reach their patients. Not only were nurses able to reach more patients post-discharge but they were also able to provide more immediate interventions for those in need. EmmiTransition asks patients certain questions to identify any potential concerns. This information is delivered back to the clinical staff alerting care teams of the patients who may be at-risk. PreEmmi, 5.2% of all nurses’ calls were made to patients with issues. With EmmiTransition, staff resources were allocated to the patients who needed it most and 100% of the calls nurses made were to patients with issues.

This was so successful that then UAB expanded their use. From September 2015 to June 2018, EmmiTransition made over 407K calls that did not result in a red flag. By allowing staff to focus on the follow up calls only (those with red flags), Emmi saved UAB the equivalent of 1.5 FTE’s (full time employees) per year.
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: o General
EmmiTransition ‘ Discharge Series

Patient empowerment
goal

Help discharged patients self-
manage chronic conditions

Series highlights

« Interactive calls ask questions
and log patient responses

« l|dentifies barriers to self-
managed care and flags high
risk patients

« Reports status back to care
team for follow up
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Patients who engaged with EmmiTransition were associated with lower
readmission rates across different groups vs. those who did not engage

@ Did not engage @ Engaged

24.8% @
19.4% @®
®18.2%
®15.1%
13%®
®10.7%
99% confidence level
ALL MEDICARE HEART FAILURE
PATIENTS PATIENTS PATIENTS


Presenter
Presentation Notes
Many hospitals and health systems struggle with effectively managing the health of their discharged populations. Managing recovery, reinforcing key information, and motivating behavior change are essential to avoiding complications and readmissions. However, this requires hospitals and health systems to find effective and scalable ways of monitoring and intervening with patients in need and empowering patients who can self-manage post-discharge. UAB challenged us to extend their reach post discharge and help discharged patients self-mange chronic conditions.

From September 2015 to June 2018, UAB had 54,726 discharges that were enrolled in EmmiTransition. UAB utilizes multiple EmmiTransition series to target both general discharge patients as well as patients with chronic conditions such as COPD, heart failure, and pneumonia. Over 450,000 EmmiTransition phone calls were made during this period to reach these patients. By implementing EmmiTransition, we were able to help UAB with a scalable solution that significantly improved their ability to reach their patients and to focus staff time on following up with patients in need. 

The Hospital Readmission Reduction Program (HRRP) penalizes hospitals with high readmission rates giving hospitals a financial incentive to lower their readmission rates. EmmiTransition was also associated with better performance in this area. Patients that did not engage in EmmiTransition had a 13% readmission rate compared to 10.7% for those that did engage. 

Medicare patients that did not engage in EmmiTransition had a 19.4% readmission rate compared to 15.1% for those that did engage. UAB also saw a better performance with readmission rates in patients with chronic conditions such as with Heart Failure patients. Heart failure patients that did not engage had a 24.8% readmission rate compared to 18.2% for those that did. 
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