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Background and scope for research

The healthcare industry is undergoing a paradigm shift with the emergence of generative Al, which has the capability to generate new and unique content, mimic human creativity, and
tackle complex healthcare challenges. By incorporating generative Al into their workflows, healthcare organizations can unlock significant value in multiple aspects of their operations.

Healthcare organizations have historically encountered operational challenges, including clinicians being burdened with administrative tasks, diagnostic errors, and unsatisfactory patient
experiences. However, generative Al presents a multitude of opportunities for healthcare organizations to overcome these challenges. While the implementation of generative Al in
healthcare is still in its early stages, healthcare organizations are proactively devising strategies to integrate generative Al into their practices, aiming to strengthen care management and
automate administrative tasks. Nevertheless, it is crucial to address challenges related to data privacy, ethics, and system integration to fully harness the potential of generative Al in
healthcare.

This report provides valuable perspectives on the potential of generative Al in the healthcare industry. It explores how healthcare organizations can harness the power of generative Al to
enhance their offerings, ultimately improving care management and patient outcomes while addressing the existing challenges. Additionally, the report highlights the impact of generative
Al on various healthcare entities, identifies key areas of focus, and focuses on the challenges faced during the implementation of this transformative technology.

Scope of this report

l/.\l
Geography Industry [ \ Services
Global ’ Healthcare \ / Generative Al
l\./l
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Overview and abbreviated summary of key messages

This report highlights the significant potential of generative Al in healthcare, outlining how organizations can leverage it to improve care management and patient outcomes. It also explores
the impact on healthcare entities, identifies key focus areas, and addresses challenges in implementing this transformative technology.

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

Market drivers and
challenges

Key imperatives

Generative Al strategies

/Rerest Group®

The increasing demand for generative Al in healthcare has been primarily driven by the growing need for hyper-personalization, insight-driven
decision support, and process optimization to alleviate administrative burdens

While healthcare organizations are taking strides to use generative Al to improve patient outcomes and satisfaction, challenges such as patient
data safety and quality risk hinder the adoption of these strategies

Healthcare organizations can enhance patient satisfaction and engagement by utilizing generative Al to provide personalized support and
guidance on various aspects of healthcare, thus improving the overall patient experience

Generative Al can also help healthcare organizations expedite care processes by swiftly identifying health issues and delivering appropriate
treatments

Although generative Al presents significant opportunities in the healthcare industry, its applications should always be accompanied by human
expertise. It should be viewed as a tool to augment healthcare professionals’ capabilities and not replace them

In our evaluation of implementing generative Al in the healthcare setting, we have developed a framework that considers the potential and ease
of implementing this technology for various use cases

During the design of the implementation framework, a thorough analysis was conducted on all aspects of implementing generative Al, such as
data collection, refinement, and ethical and legal issues, among other crucial factors



This study offers distinct chapters providing a deep dive into key aspects of generative Al in
healthcare; below are four charts to illustrate the depth of the report

Impact on healthcare stakeholde

Impr

Tradtional Al Generative Al
Member Support chatbot e Used to rely on pre-programmed responses e Can provide conversational personalized responses
2]
— o No personalized conversational responses e Can continuously learn and improve from user interactions
il OUO D . .
=D, Payers Providers Patients

Symptom checker

Medical image analysis

Bl

Internal facing

Traditional symptom checkers rely on multiple-choice questions or

dropdown menus

o Traditional Al can analyze medical images such as X-rays and CT
scans to detect abnormalities and assist in diagnoses

o It can segment medical images by identifying areas of interest within
an image, such as tumors, blood vessels, or other anomalies

ving payer workflow
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Generative Al-based symptom checker can provide the ability to input
symptoms in a conversational manner, enabling personalized guidance
instead of selecting from pre-defined options

o Generative Al can be used to reconstruct missing, corrupted, or
incomplete medical images to fill in the missing information, thereby

enabling a complete analysis

e It can enhance the quality of medical images by reducing noise and

improving resolution

E
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Patient facing

&

o By leveraging generative Al, payers can reduce
administrative burdens, simplify various processes,
decrease ER visits, and improve utilization management

o In addition, payers can utilize generative Al to enhance
member experience and improve their performance
indicators, ultimately leading to higher star ratings

o This will boost efficiencies, increase revenue through
higher enrollments, and reduce costs by mitigating fraud
and waste

Trust and safety

High

e By automating manual tasks, clinicians can save time, which
will allow them to dedicate more time to delivering care

o This can alleviate the pressure caused by clinician shortages
to some extent

o To fully take advantage of this technology, providers may
need to invest in training for their resources

e Certain roles such as medical transcriptionists and medical
record keepers will need to enhance their skills to effectively
utilizing generative Al as it can simplify their tasks and
improve efficiency, ensuring timely completion of work

e Patients will possibly experience improved care outcomes
as healthcare providers leverage generative Al algorithms
to enhance treatment plans and optimize personalized care

o Integration of generative Al can enable timely and accurate
diagnoses, allowing patients to receive prompt and
targeted interventions, thereby leading to better prognosis
and management of their conditions

e Furthermore, patients will possibly experience a significant
reduction in waiting time, due to the streamlining of
administrative processes and the optimized resource
allocation facilitated by generative Al

w

HIPPA compliance
HIPAA compliance is of

Claims processing Enroliment Benefit management Member education Contact customer service utmost importance when

using generative Al to
safeguard the privacy of
patients' health information.

Provide personalized
financial education to
patients, helping them
understand their
insurance coverage,
EOB, and their financial
responsibilities

e Analyze customer call center
representatives' vocal
interactions with sentiment
analysis and generate
suitable responses to support
customer care executives

o Analyze historical claims
data to identify patterns and
generate the reason and
likelihood of acceptance or
rejection

o Create personalized marketing
campaign messages as per
individual preferences

e Employ generative Al chatbots
to provide personalized
information about benefits,
coverage,
and claims

ﬁ Quality and

— safety risk

Failure of generative Al
outputs to meet required
standards of treatment
poses unprecedented
implications for patient
safety and clinical
decision-making.

e Generate personalized plan
recommendations and a
benefits summary by analyzing
individual data
and needs

Ethical and legal
obligations

Generative Al solutions
face ethical concerns
around data privacy,
consent, and biases,
which can result in legal
implications such as IP
rights and copyright
violations.

o Develop a generative
Al-powered chatbot to
collect member information,
verify eligibility, and provide
immediate feedback to
members

e Deliver customized responses
to member inquiries by
leveraging patient data

Relative degree of severity

o Deliver real-time language
translation services to
non-English speaking
patients

Data and model risk

Generative Al relies on quality
training data for accuracy, but
biased or incomplete data can
undermine patient trust through

Medium
erroneous outputs.
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