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NPO Practice Workgroup Afterhours Call Solution:

FAQ and Answers
General:

1. How will | know if my practice is impacted by Munson’s decision to eliminate the use of their
switchboard for patients to reach their on-call provider?

When NPO met with Dr. Omilusik, Chief Medical Officer and Physician Advisor for Patient Care

Management for Munson Medical Center and Mary Klein, Customer Support Manager for Information

Systems, who are heading up this transition, NPO was advised that this change will be across all of

Munson Healthcare and impact all providers who are not employed or under a special service

agreement with the Hospital or System.

2. When will that service be stopped?

At present there is not a specific date that Munson has proposed to stop this service. Initially the first of
January had been proposed; however, following initial discussions it became clear that this process was
a much bigger change for all involved and that initial date was redacted. The NPO workgroup has
consistently had the goal of having a solution implemented by late summer.

3. How was the workgroup formed that ultimately selected the vendor?

NPO sent out an initial survey via email to practices/ providers specifically asking for input on many
aspects of selecting and implementing a new solution. One of these questions was if the respondent
would like to participate in selecting and implementing a new solution. 17 administrators and 32
providers for a total of 49 respondents advised that they wanted to participate. These same 49
individuals have been included as members of the workgroup and invited to all meetings and included
on all communications.

4. How have practices been kept up to date on what is happening regarding this change process?
In order to keep to the very tight timeline of having a solution implemented by the end of July,
communications have been largely via email, webinars and face to face meetings. Those who expressed
a desire to participate in selecting and implementing a solution have been given greater details about
progress, however, everyone who completed NPO's initial survey (104 respondents across 31 practices)
have been kept up to date with at minimum monthly emails during the first week of every month or
more frequently as needed.
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Vendor Selection:

1. What were the original criteria developed by the workgroup that were used to select a
vendor?

The workgroup identified several criteria initially which they believed were most important in an

eventual solution. Cost, use of an app to deliver messages, simplicity of the eventual solution, use of a

single telephone number across all practices and use of a live operator as well as simplicity of the

solution were felt to be important to the workgroup.

2. What vendor was chosen and how can | find out more information about this solution?

The vendor that was chosen was Connect on Call. Both the feedback from the workgroup and feedback
received from the majority (90%) of people who weighed in on the various vendors believed that this
solution was most cost effective and met the needs for patients and providers the best.

The vendor website can be located at: https://wwww.connectoncall.com/

A password protected video is also available CLICK HERE. (password is 2018)

3. What were the biggest benefits that made Connect on Call the vendor of choice?
Based on the feedback from those providers and practice administrators who viewed the
demonstrations the biggest benefits for the Connect on Call Vendor that were brought out were:

e Cost —the cost is not dependent on call volume which allows all of the calls (either from patients
or from the hospital) to come through a single source without impacting overall costs; allows for
predictable costs given that call volume was not well known; was ultimately the lest expensive
solution to implement.

e Documentation and EHR integration — this solution makes the best us of technology to improve
the process for the provider; allows the documentation of the interaction using a smartphone
even if the practice choses not to fully integrate with the EMR; the documentation of phone
calls is not always easy after hours; Connect on Call makes this easier and contributes to a
complete medical record of interactions.

e Contributes to practice and provider independence — because the hospital continues to use
SPOK many providers worried that they would need to have two different systems in order to
respond to calls from their patients and calls coming from the hospital. Because Connect on Call
is not a volume dependent solution, calls from the hospital that come through the practice will
not inflate costs. Having a single way to reach the provider is best for the physician and the
community.

4. What if Connect on Call does not meet the needs of my practice?

At the end of the day some practices will find this system not appropriate for their practice. If thatis the
case NPO is working on a solution that will be more cost effective than the traditional live operator
solutions demonstrated that was found through the NPO-Clinically Integrated Network (CIN) partnership
with University of Michigan Health — Metro Health in Grand Rapids. This option surfaced after the
vendor demonstrations and details are still being worked through. Although having a unified way for
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providers to be reached across the community is the ideal, NPO recognizes that these decisions are
based on what is best for physicians, practices and patients and having an alternative viable solution to
Connect on Call assists all practices.

UPDATE 5/29/2019: Alternative Solution - All Service Message Center:

All Service Message Center (ASMC) is a locally owned and operated business serving West Michigan's
finest business and business professionals messaging needs. All Service Message Center is extending the
lowest possible pricing structure offered to Metro Health in Grand Rapids to NPO practices who elect
not to use the Connect on Call solution. There are additional volume discounts available to practices
from our region based on the number of providers electing to participate with this solution as you will
see from the review below.

Caution:

e Please note that any system that utilizes a live operator to answer phone calls and patch
them through to a provider will be priced on a cost per minute of talk time and is
therefore solely volume dependent rather than based on a per provider cost

e A comprehensive understanding of call volume and number of minutes of talk time (for
patients calling the provider as well as calls coming from the hospital for care
coordination) is strongly advised before moving towards a live operator system to avoid
surprise costs.

Alternative Call Center Solution: All Service Message Center (ASMC) E

NPO-CIN relationship with University of Michigan Health - Metro Health in Grand Rapids is providing significant discounts by being factored into the Woiubi%

discounts provided to Metro Health practices.

Additional discounted pricing options based '-V\C'LL’ &
on the number of NPO practices that opt to ° & Q@h ;:‘u
chose this solution @\' & P QQ@
3R Q‘Q o 4¥ Notes:
Total monthly costs / practice | $ 85.00 | $  65.00 ‘ $ 50.00
Base costs:

Local phone number s 15.00 | § 15.00 | § 15.00 |Allows calls to be answered specific to the practice; allows
messages to be sent back to practice via secure email dzily for
records

Holiday coverage s 10.00 | $ 10.00 | § 10.00 |$15/ holiday and 8 holidays / year

Set up fees Waived Waived Waived NPO-CIN relationship with Metro Health allows these fees to be
waived

30 minutes of talk time in the month s 85.00 [ & 65.00 | & 50.00 |30 minutes of talk time; based on an average of 3 min/ phone call}
=10 calls/ month; if there is any overage costs these will be
billed individually based on the overage costs noted below

# minutes/ # calls 30 min or ~ 10 phone calls Calls coming from the hospital or another provider will increase
your volume unless you opt to use 2 separate ways to be reached

Overage Costs:

51.50/ any amount used over 30 minutes will be billed to each individual
minute or s50.90/ s0.80/ practice
84,50/ minute or minute or

Per minute cost above base amount call 52,70/ call 82,40/ call

Practice management information
Call service will input on-call Schedules from practices
Mo charges to physicians calling in to change call schedule
Practices will receive a secure email daily with an overview transcript of the calls coming in
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Implementation:

1. How does NPO plan to implement the new solution?

Best practices for implementation will be to select a few practices to pilot the solution first to ensure
that it meets practices needs. The vendor does not charge for this first month. The vendor identified
that training and education has been streamlined and can be completed in as little as 24 hours but one
week is a safer bet.

Once the processes have been tested, NPO will do a rolling wave implementation with the remaining
practices until all are transitioned to the solution. This rolling wave will happen quickly in order to meet
the eventual goal of having a solution fully in place by end of summer 2019 and will take coordination
and effort by all involved.

UPDATE 5/29/2019: Munson’s Switchboard is aware that this pilot will be happening and is willing to
assist in this pilot by forwarding calls from patients and providers to practices participating in the pilot
which will be beneficial in working through any issues that arise and stress testing the system. The pilot
will run for approximately 2 weeks with the goal of starting by 6/7/2019. Practices must notify NPO
directly if they intend to use the Connect on Call Solution ideally as soon as possible but at minimum by
June 28™, 2019.

2. How will providers and practices be trained to use the new solution?

Connect on Call was developed by physicians for physicians. This was developed with the constraints of
physicians and practices in mind. All training is done all online. There are online videos and training and
some use of online wizards to allow the practices to input all the information needed for startup. NPO
will assist with this as needed and requested by the practices. There is the possibility of either webinars
or in person trainings if needed but NPO will plan to pilot initially with the online training and wizards to
determine the effectiveness.
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3. What is the expected flow for practices?
Below is a draft of a high-level flow for practices. This is not a final version and practice input is being
asked for.

Future Process: Any Provider

On call schedule inputed to system

‘ Physician needs to be reached ‘

Call the physician practice

Hospital or patient .
uallslhe plsmwce. Voice
O YES— | N message
and is redirected
recorded
to Connect on Call

Hospiital or
@ NO

patient reaches
YES

the practice
where a
message is
iaken

Use secure m *
v B4 oncall provider No respanse?
Yse connect on call f YE practice portal to ot Fh o o Sponsa?
reach provider? S | message the (e .HPUS p‘ one ion ;
provider directly call, email or Process initiate
\\_/F\ e
NO - use normal practice modes of communication to provider—— | Provider
returns call

Documentation of Documentation of call via app;
call via EMR direct available to staff through practice
portal

4. What number will patients or the hospital call if they want to get in touch with the provider on
call?

If anyone wants to reach a provider using the system regardless if it is after hours, they will call that

providers office. If it is after hours the calls will be forwarded to the connect on call system. Ifitis

during business hours the calls will be answered by the practice front office staff. From there the

practice can choose to either message the provider as they would normally do or use the Connect on

Call messaging function.

5. How will this impact me if | take call for the hospital?

Most hospitals have never provided the switchboard service to outpatient providers. If the current
arrangement with Munson never existed providers would have implemented a different system of being
reached previously. This change represents an opportunity to create a smoother and more convenient
way to manage after hours call that meet the needs of the patient and the providers. Changes to
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Munson’s processes are a result of the decision to eliminate switchboard functionality for non-employed
providers.

6. |use the SPOK app now to get messages, how will this change if | start using Connect on Call?
e Many workgroup members have weighed in on this during meetings. Providers can use two
apps (SPOK and Connect on Call) to receive messages if that is what they chose to do.
e Many providers, however, want to consolidate to the use of Connect on Call to take advantage
of the features of the system including the potential of billing to help offset costs.

7. ldon’t want to use an app to get messages from my patients, how will this solution work for
me?

Connect on Call will allow providers to dictate how messages are received and progressive escalation

protocols if they are not reached initially. Messages can be set to be delivered through the app, via

email, text or standardized telephone calls while all being delivered in a HIPAA compliant way. If a user

elects to not use the app however they will not be able to maximize many of the benefits that the

system has.

8. How do we (Munson, practices and NPO) plan to communicate this change to patients?
NPO and Munson have a meeting established on Friday May 24™, 2019 to discuss informing the
community providers and general community. This level of discussion could only start once a vendor
had been selected.

UPDATE 5/29/2019: Following NPO’s meeting with Munson on 5/24/2019, all agreed that there will
need to be standardized messaging that allows all involved to convey the change to the community and
patients. NPO’s workgroup will be working to develop standardized messaging that can be available to
assist in this change process.

9. How is NPO coordinating this change with Munson?

NPO and Munson have a meeting established on Friday May 24, 2019 to discuss informing the
community providers and general community. This level of discussion could only start once a vendor
had been selected

UPDATE 5/29/2019: NPO met with Munson on 5/24/2019 to review the solution with their transition
team. Munson has agreed to the timeline of having this change process completed by end of summer
2019 and will facilitate the pilot as much as possible.

6|Page
5/29/2019



Northern Physicians Organization

NPO-CIN
Cost:
1. What is the cost of the Connect on Call solution?
Connect On Call TeleMed Map Comm
Base Costs:
Base Price / Physician $40.00 $35.00 $55.00
Base Price /Year/ Physician $480.00 $420.00 $660.00
Min Included Unlimited 25 25
Additional Mins NA $0.95 $0.95
Example for 50 Minutes:
Base Price / Physician/ Month $40.00 $35.00 $55.00
# Minutes used NA (50) (50)
Cost of additional minutes NA $23.75 $23.75
Total Cost /Physician $40.00 $58.75 $78.75
Total Cost /Year/Physician $480.00 $705.00 $945.00

e The following cost comparisons are based on volume discounts of 100 plus physicians signing up
for the Connect on Call solution.

e UPDATE 5/29/2019: Nurse Practitioners and Physicians Assistants will be billed at 50% of the
cost of physicians.

2. How will the practices be billed for the solution?

UPDATE 5/29/2019: NPO is still working through the final stages of contracting; however, we do believe
that we will be able to contract with Connect on Call directly. At this time, it is NPO’s plan to bill
practices quarterly.
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