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Introduction

The rise in digitization in healthcare with modern care delivery models and evolving customer expectations have driven the need for providing personalized engagements to
customers across pre-care, care, and post-care interactions. To cater to these evolving customer expectations, healthcare enterprises are increasingly leveraging customer
experience platforms that enhance the patient and member experience across multiple interaction touchpoints, which spans sales and marketing, services management, patient
administration, care management, and billing and payments.

In this research, we present an assessment of 16 healthcare customer experience platform providers featured on the Healthcare Customer Experience Platforms PEAK Matrix®.
The assessment is based on Everest Group’s annual RFI process for the calendar year 2022, interactions with leading healthcare customer experience platform providers, client
reference checks, and an ongoing analysis of the healthcare customer experience platforms market.

This report includes the profiles of the following 16 leading healthcare customer experience platform providers featured on the Healthcare Customer Experience Platforms
PEAK Matrix® Assessment 2023:

e Leaders: Adobe, Microsoft, Pegasystems, and Salesforce

e Major Contenders: Change Healthcare, Infinite Computer Solutions, League, Medallia, Optum, Oracle, Phreesia, Qualtrics, and Zipari
e Aspirants: CareCloud, Health Catalyst, and Luma Health

. = (payers and providers) ./ experience platforms

Scope of this report Py
Geography @ Providers / \ Provider offerings
Global Healthcare \ ; Healthcare customer
N~
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Overview and abbreviated summary of key messages

This report examines the healthcare customer experience platform provider landscape and its impact on the healthcare market. It focuses on healthcare customer experience platform
provider position and growth in the healthcare market, changing market dynamics and emerging trends, and assessment of platform provider delivery capabilities.

Some of the findings in this report, among others, are:

Emerging enterprise
trends

Emerging platform
provider trends

Platform provider capability

/Rerest Group®

Healthcare customers are increasingly looking for personalized engagements across various touchpoints such as during enrollment, care
management, and billing. To drive personalized engagements, enterprises are providing tailored communication to its customers across
multiple channels

Post Covid, the need for providing care remotely has increased. Health systems are increasingly providing remote care delivery (e.g., telehealth
and virtual care) capabilities to patients by adopting platforms to enhance the overall care delivery process and patient experience

Healthcare customer experience platform provider landscape is constantly evolving as a broad range of players (including BigTechs, health
technology organizations, industry-agnostic platform providers, and enterprise platform providers) are emerging in this space

Platform providers are increasingly focusing on unifying data and improving analytics capabilities to provide actionable insights for enterprises to
enhance the customer experience across various touchpoints

Healthcare customer experience platform providers can be categorized into Leaders, Major Contenders, and Aspirants on a
capability-market-share matrix

Adobe, Microsoft, Pegasystems, and Salesforce are the current leaders in the healthcare customer experience platforms market



The healthcare customer experience platforms - provider compendium report covers
detailed profile of 16 vendors

Provider 1 | healthcare customer experience platforms profile (page 1 of 5)

Overview

Company for clinical

Provider 1's goal is to empower s clients through digital transfd
experience by providing tools and solutions that enable organiz
experience across the spectrum. The product aims to digitize e
activate healthcare data, create new service offerings, and pers
experiences.

Overview of the client base

Provider 1 offers its customer experience platforms to multiple ¢
within the healthcare sector. Some of the larger clients in its po|
Healthcare, while the midsize enterprises include Mercy Health
healthcare space include Benefytt and Aima, to name a few.

Key partnerships
o XYZ
o XYZ
o XYZ
o XYZ
. XYZ
o XYZ
o XvZ
o XYZ

1 Allthe revenue components add up to a total of 100%
2 Based on analyst estimates

 Rverest Group®  propsary o
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Provider 1 | healthcare customer experience platforms profile (page 2 of 5)

Case studies

Provider 1 champions Mercy Health’s|

Case study 1 - -
innovation

Business challenge

Mercy Health wanted to address the COVID-19 pandemic throf

technological ingenuity. Addressing the pandemic by rolling ou

personalized solutions to the patients was the problem stateme

Solution

« “Digital COVID-19 front door” was developed by Provider 1
source for patients and enabling Mercy Health to put forwarc
emergency. This was the first step taken by Provider 1 that ¢
Health's website

« A product was leveraged to build the landing page within a d

Established a COVID-19 screening experience with a produ

screened before proceeding further

.

Impact

 The COVID-19 health screener improved conversion rates w

 Atotal of 35,000 individuals were addressed by Mercy Healt
process, to determine if testing was required. Unexpectedly,
health along with serving individuals, at a larger scale, throu
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Provider 1 | healthcare customer experience platforms pro

Offerings

Proprietary healthcare customer experience products (repi

Product Details
Product 1 A customer data platform that
Product 2 An experience platiorm that pr

the right time.
Product 3 A platform that has integration|
satisfaction.

Product 4 A solution that helps to manag

insights.

Product 5 A solution which helps clients {
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Provider 1 | healthcare customer experience platforms profile (page 4 of 5)

Recent developments

Key events (representative list)

Event name Type of event Details
Event 1 Solution In 2022, Pro|
personalizec
Event 2 Partnership In 2022, sho
to deliver th¢
online audie/
Event 3 Solution In 2022, the|
Provider 1 ig
Event 4 Partnership In 2020, Pro
enterprises,
engagemen
Event 5 Launch In 2021, Pro
surface mint
better custof
merest Group® 202 Inc

Provider 1 | healthcare customer experience platforms profile (page 5 of 5)

Everest Group assessment — Leader

Measure of capability: (%) Low @ High

Market impact Vision & capability

Strengths

Vision and Technology
Value delivered Overall strategy capability

Flexibility and ease | Engagement
of deployment -ommercial model Support Overall

Limitations

Provider 1 has focused on strengthening its healthcare story through the development of
a healthcare-specific cloud platform — a platform for Healthcare. This platform enables
healthcare enterprises to augment their clinical and business outcomes while also
providing a personalized experience to customers

As part of the cloud platform, it leverages HIPAA-ready customer experience-driven
solutions such as CX data analytics to stitch and analyze data from multiple sources in
order to understand customer preferences and drive omnichannel engagement through
targeted communication

Clients cite its user-friendly interface and support services as the key strengths of the
company
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e After having expanded its platform capabilities to healthcare with its industry cloud
offering recently, Provider 1 should now focus on building brand recall in the healthcare
market, which is backed by relevant case studies and proof points

While the Provider 1 platform’s capabilities are good, Provider 1 can look to provide
some customization flexibility for clients, so that the clients can create tailored
reports/views based on their requirements

While Provider 1 has a strong partner ecosystem to augment its horizontal capabilities, it
can look to forge more healthcare-focused partnerships with HealthTech organizations
to enhance its vertical capabilities



Research calendar
Healthcare Information Technology

Il Published Planned [l Current release
Cloud for Healthcare — Data Platforms Peak Matrix® Assessment 2022 December 2021
Healthcare Payer Digital Services PEAK Matrix® Assessment 2022 May 2022
Healthcare Payer Digital Services — Service Provider Compendium 2022 August 2022
Value-based Care — State of the Market Report 2022 September 2022
Big Tech’s Foray into Healthcare — State of the Market Report 2022 October 2022
RCM Platforms PEAK Matrix® Assessment 2023 November 2022
Healthcare Customer Experience Platforms PEAK Matrix® Assessment 2023 December 2022
Healthcare Provider Digital Services PEAK Matrix® Assessment 2023 December 2022
Healthcare Cloud-based Core Administration Platform PEAK Matrix® Assessment 2023 March 2023
Healthcare Provider Digital Services — Provider Compendium 2023 March 2023
Risk Adjustment Solutions in Healthcare — State of the Market Report 2023 March 2023
Healthcare Customer Experience Platforms — Provider Compendium 2023 April 2023

Note: Click to see a list of all of our published Healthcare Information Technology reports

/Eerest Group®


https://www2.everestgrp.com/reports?Cat0=1161

With you on the journey

Everest Group®

Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through
today’s market challenges and strengthen their strategies by applying contextualized problem-solving to their unique
situations. This drives maximized operational and financial performance and transformative experiences. Our deep
expertise and tenacious research focused on technology, business processes, and engineering through the lenses of

talent, sustainability, and sourcing delivers precise and action-oriented guidance. Find further details and in-depth content

at www.everestgrp.com.

Stay connected

Website
everestgrp.com

Dallas (Headquarters)
info@everestgrp.com
+1-214-451-3000
Social Media

Y @EverestGroup
[ @Everest Group

¢) @Everest Group

Bangalore
india@everestgrp.com
+91-80-61463500

Delhi @ @Everest Group

india@everestgrp.com

+91-124-496-1000 Blog
everestgrp.com/blog

London

unitedkingdom@everestgrp.com
+44-207-129-1318

Toronto
canada@everestgrp.com
+1-647-557-3475

This document is for informational purposes only, and it is being provided
“as is” and “as available” without any warranty of any kind, including any
warranties of completeness, adequacy, or fitness for a particular purpose.
Everest Group is not a legal or investment adviser; the contents of this
document should not be construed as legal, tax, or investment advice.
This document should not be used as a substitute for consultation with
professional advisors, and Everest Group disclaims liability for any
actions or decisions not to act that are taken as a result of any material
in this publication.

NOTICE AND DISCLAIMERS

IMPORTANT INFORMATION. PLEASE REVIEW THIS NOTICE CAREFULLY AND IN ITS ENTIRETY.
THROUGH YOUR ACCESS, YOU AGREE TO EVEREST GROUP’S TERMS OF USE.

Everest Group’s Terms of Use, available at www.everestgrp.com/terms-of-use/, is hereby incorporated by
reference as if fully reproduced herein. Parts of these terms are pasted below for convenience; please refer
to the link above for the full version of the Terms of Use.

Everest Group is not registered as an investment adviser or research analyst with the U.S. Securities and
Exchange Commission, the Financial Industry Regulatory Authority (FINRA), or any state or foreign securities
regulatory authority. For the avoidance of doubt, Everest Group is not providing any advice concerning securities
as defined by the law or any regulatory entity or an analysis of equity securities as defined by the law or any
regulatory entity.

All Everest Group Products and/or Services are for informational purposes only and are provided “as is” without
any warranty of any kind. You understand and expressly agree that you assume the entire risk as to your use
and any reliance upon any Product or Service. Everest Group is not a legal, tax, financial, or investment advisor,
and nothing provided by Everest Group is legal, tax, financial, or investment advice. Nothing Everest Group
provides is an offer to sell or a solicitation of an offer to purchase any securities or instruments from any entity.
Nothing from Everest Group may be used or relied upon in evaluating the merits of any investment. Do not base
any investment decisions, in whole or part, on anything provided by Everest Group.

Products and/or Services represent research opinions or viewpoints, not representations or statements of fact.
Accessing, using, or receiving a grant of access to an Everest Group Product and/or Service does not constitute
any recommendation by Everest Group that recipient (1) take any action or refrain from taking any action or

(2) enter into a particular transaction. Nothing from Everest Group will be relied upon or interpreted as a promise
or representation as to past, present, or future performance of a business or a market. The information contained
in any Everest Group Product and/or Service is as of the date prepared, and Everest Group has no duty or
obligation to update or revise the information or documentation. Everest Group may have obtained information
that appears in its Products and/or Services from the parties mentioned therein, public sources, or third-party
sources, including information related to financials, estimates, and/or forecasts. Everest Group has not audited
such information and assumes no responsibility for independently verifying such information as Everest Group
has relied on such information being complete and accurate in all respects. Note, companies mentioned in
Products and/or Services may be customers of Everest Group or have interacted with Everest Group in some
other way, including, without limitation, participating in Everest Group research activities.



