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Examine the insights and priorities across two major
stakeholder groups: patients & providers

Learning
Objectives

CFOs outlook post election

Share insights into Al strategy in healthcare
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Agenda

2024)

—] 2022 Patient Experience Survey (refreshed in

1(@ 2024 Clinician Satisfaction Survey

2025 Healthcare CFO Survey
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2022 Patient
Experience Survey
(Refreshed in 2024)

2022 BDO PATIENT EXPERIENCE SURVEY
Confronting
the Care Factor

The Future of Physician-Patient Relationships
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Key Findings

K[ [

Access Delayed Care

91% of Americans have 58% of Americans admit
a healthcare providerfor  to delaying seeking
routine medical care, routine medical care in
and 92% have some type the past 12 months.

of health insurance.
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Cost
Transparency

Nearly one in three
Americans (31%)
haven't tried to obtain
cost estimates for their
medical care.

G

Portal to Care

Roughly one in five
Americans (19%) have
never used a patient
portal. Of those who
have, 87% find it helpful.

@
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Friction

79% of Americans have
encountered
frustrations when
seeking routine medical
care, and 69%

have experienced
frustration during a
routine medical

care appointment.



/9% of Americans encountered frustrations when seeking care.
Here are their top frustrations:

28%
35% indi
() Finding a healthcare
Long wait times provider that meets
to secure an my needs (e.g., accepts
appointment my insurance, is close
to home)

15%
16% Finding a way to get
Using online to the healthcare
patient portals provider for an
in-person visit

Note: Respondents were permitted to select more than one response.
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25%
Finding the right
healthcare provider
to treat/diagnose
my condition

13%
The healthcare

provider cancelling
my appointment

23%
Understanding my
out-of-pocket cost

before my visit

8%
Finding a healthcare
provider who
can speak my
primary language

19%
Working with my
insurance provider
to verify coverage

1%

Other



69% of Americans encountered frustrations at routine care appointments.

Here are their top frustrations:

29%

Having to wait
because the healthcare
provider is late to the
appointment

22%
Not getting enough
time with the
healthcare provider

15%

The healthcare provider
not providing me with
resources | can use to

stay healthy

15%
The healthcare provider

having a poor bedside
manner

Note: Respondents were permitted to select more than one response.
*Includes both in-person and telehealth visits
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21%
Having too much
paperwork to fill out

14%
The healthcare provider

not being familiar with
my medical history

19%

The healthcare provider
not paying enough
attention to me during
the visit

11%
The healthcare provider

not being able to access
my medical records

17%

The healthcare provider
not being familiar with
the issue/condition | am
seeking treatment for

1%

Other



Approximately two-thirds of Americans experience frustration when
communicating with a Healthcare Provider. Frustration is most likely to
occur when speaking over the phone to an automated response system.

Experience Frustration When Specific Frustrations When Communicating with a HCP
Communicating with a HCP

speaking over the phone to an automate I, ;>
response system °

Speaking over the phone to a live person o
on <oy N, -
(e.g., receptionist, nurse, physician)

64%

of Americans

speaking tive in person | NN 27

Communicating through the online o
- I 20
patient portal
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69% of Americans have tried to obtain cost estimates for their care.

Here’s where patients go to easily obtain them.

37%

(o) Ask the healthcare provider’s
3 8 /0 administrative staff

Reach out to my (0
insurance provider 31 /0
Look at the online
patient portal

Note: Respondents were permitted to select more than one response.
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27%

Look on the
healthcare provider's
or facility's website



Over eight in ten Americans (81%) have used online patient portals.
Among those who have used them, a large majority find them helpful.

Online Patient Portal Usage Helpfulness of Online Patient Portals
Among Those Who Use Patient Portals

Very/Somewhat Helpful
87%

A

81%
of Americans

Not helpful at all Not very helpful mSomewhat helpful  mVery helpful
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Clinician Satisfaction Survey
Healthcare Takes on
Clinician Burnout

|IBDO
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Key Findings

Q

-

The biggest challenges
to clinician morale
over the past year
have been clinician

turnover and
understaffing and
compassion
fatigue/burnout

¥,

'
f,'a‘\
Organizations plan to
fill clinician staffing
gaps over the next
year by increasing
automation of patient
communication,
offering more
telemedicine options,
and increasing full-
time headcount
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The greatest patient
engagement
challenges over the
past year include
encouraging patient
compliance,
increasing
complications from
comorbidities and
deferral of care, and
challenges with
patient scheduling

)

Organizations expect
to see the most
technological value in
improving the
integration of
technologies to allow
for true
interoperability and
automating
communications
between patients,
providers, and
clinicians



Top Drivers of

C l'i n 'i C'i a n B u rn O u t What have been your organization’s top three clinician morale challenges in the past 12 months?

and Morale Issues

Clinician turnover and understaffing 63

Compassion fatigue/burnout 61%

Challenges using digital solutions (e.g., EHR systems) 39%

Financial challenges 35%

Lack of investments in modern technology 27%

Low administrative transparency toward clinicians 26%

Patient dissatisfaction 17%

Other 11%

|I

1%

We do not have any challenges with clinician morale
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Boosting Clinician

MO Fa le What are your organization’s top three priority plans to boost clinician morale in the next 12 months?

Implement systems to improve 54
effectiveness and efficiency

%

Meeting with clinicians to gain an understanding
: 49%
of their needs

L Invest in clinician mental health resources 42%
54% of clinical leaders
plan to implement systems Hire more clinician staff 31%
to improve effectiveness
and efﬁciency in the next Improve clinician access to administrative leadership 30%
12 months. Provide more professional development and

0,
upskilling opportunities 30%

Increase remote work opportunities (e.g., telehealth,

V)
remote patient monitoring) e

Increase clinician shift scheduling flexibility 15%

We currently do not have any plans to
boost morale

—
N
X
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Boosting Clinician Morale and
Avoiding Technology
Adoption Burnout

» Consider how clinician input can improve the planning
and implementation process

» ldentify options for increasing access to diverse wellness
and mental health resources

» Determine how automation and artificial intelligence (Al)
can help take certain tasks off clinicians’ plates

» Create an integration strategy and change management
plan to help prevent newly adopted technology from
worsening clinician burnout
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Closing the
Staffing Gaps

Over half (51%) of clinician
leaders plan to fill clinical
staffing gaps with
increased automation of
patient communications in
the next 12 months.

How does your organization plan to fill clinician staffing gaps in the next 12 months?

Increase automation of patient communication

Offer patients more telemedicine options 48%

Increase full-time headcount 47%

Increase automation of clinical tasks (e.g., delivering

0,
water, monitoring vitals) 457

Train existing clinician staff to fill vacant roles 41%

Divest underperforming service lines 36%

Using ShiftKey, CareRev, or other apps to let clinicians

bid for shifts 228

None of the above 5%

Source: BDO’s 2023 Clinician Experience Survey
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Closing the Staffing
Gaps with
Technology

Exploring Al

» 42% of clinical leaders are
already investing in AL/ML
or have plans to invest in it.

» Access to high-quality data
for AI/ML models is crucial.

» Organizations must consider
their level of data maturity
and how they’ll handle
privacy, Al hallucinations,
and other potential hurdles.

Which three new technologies do you expect to be the most valuable to you in the next 2 years?

Improving the integration of technologies to allow
for true interoperability and enhancement of the 63%
clinician experience

Automating communications between patients 579%

and providers, and between clinicians .

Leveraging analytics and existing applications to

e Speeg . 42%

predict clinical staffing needs

Using cloud connectivity to enable safer, easier, *
. 39%

and automated record sharing

Using Al and analytics to inform clinicial

decision support

Leveraging Al and analytics to improve supply
chain management

*49% amongst organizations with <$1B in
annual revenue, vs. 16% of organizations
with $1B+ in revenue

*47% amongst organizations with <7,500
employees vs. 13% of organizations with
7,500+ employees

Using augmented reality (AR) training programs 12%

Using robots to assist in patient care settings 6%

Source: BDO’s 2023 Clinician Experience Survey
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Top-ranked Patient
E n gage m e n t C h a l le n ge g:sttlzezf:::)c:‘\iv}::g, which have been your three greatest patient engagement challenges in the

. Most Challenging ‘ Second Most Challenging . Third Most Challenging % Ranked

The top-ranked patient engagement
challenge is increasing complications from HEOnERg Patle::::tr:nr:rinpcl:r: 13% 10% 48%
other comorbidities and deferral of care.

Increasing complications from other

. . . 0,
Reestabllshmg the Primary Care comorbities and deferral of care 3%
Relationship

) ; : Challenges with patient scheduling 14% 10% 45%
» Only 69% of Americans have a primary
care physician, according to BDO’s 2022
Patient Experience Survey. Not enough facetime with patients 41%
» Reestablishing primary care
relationships is crucial to improving EStab“Shing/feestab“sh"l‘g P”m;fy 40%
_ e
health outcomes across patient R
populatlons. Patients declining care due to 8% 36%
. . o (o]
» Technology solutions can make primary Hnaneialbusdens
care more accessible and convenient for
a greater number of patients. Low patient trust in clinical providers BERZ3 9% 24%

Note: respondents were asked to rank their None of the above
top three in order

2%

Source: BDO’s 2023 Clinician Experience Survey
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Improving Patient
Engagement

61% of clinical leaders
plan to encourage
patient self-scheduling,
and other self-service
tools to increase patient
engagement in the next
12 months.

*57% among those in Clinical Director or Executive
Leadership job functions, vs. 35% of those in
Clinician functions

** 56% among organizations with private ownership
vs. 33% of organizations with non-profit or public
ownership

How does your organization plan to increase patient engagement in the next 12 months?

Respondents selected an average of four areas to increase patient engagement

Introduce or encourage patient self-scheduling, and
other self-service tools

Increase accessibility of telehealth appointments 56%

Increase and customize communications to defined
patient communities

51%*

Increase patient-facing staff 48%

Introduce or increase remote patient monitoring and

o
treatment capabilities e

Improve interoperability with other health services 48%

Introduce follow-up check-ins 44%**

Source: BDO’s 2023 Clinician Experience Survey
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O 3 | E Healthcare CFO
Outlook Survey

2025 Healthcare CFO
Survey

Insights into Automation
& Al within the
Healthcare Industry
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Al Priorities for Healthcare Organizations

Healthcare organizations are expanding Al investments beyond RCM functions, particularly in the areas of
clinical workflow efficiencies and to reduce burdens on clinicians

VARV VR VAR

|

DOEOLEIOBMONO goOME
NN\ N\

Ambient Autonomous Scheduling Clinical Diagnostics Clinical Pricing
Listening Coding Optimization Communications Research Transparency
Automation Surgical specialties Complex Agentic bots, Beyond imaging, Genomics, Historical
of clinical showing the most scheduling such as patient-provider, integration of leveraging Epic allowable, real-
documentation ROI, most of Perioperative, care team research data into Cosmos, targeted time benefit plan
investment has Infusion, Bed notifications EHR workflow therapies detail,
gone to E&GM Management comprehensive
solutions service details

Source: Multiple sources consolidated by BDO’s Market and Buyer Intelligence Team
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BALANCING Al OPPORTUNITIES & RISKS

1. A majority of CFOs highlight the Healthcare’s Approach to Generative Al

absence of formal strategies,
policies, and governance
frameworks.

We've restricted access to certain generative Al chatbots due to concerns over data privacy, legal
implications, or other risks.

2. Many organizations prefer
proprietary solutions over

“off-the-shelf” offerings.
We're partnering with external vendors/third parties to build or access generative Al solutions.

3. Components & sequencing
of pre-requisites largely
not understood.

We have formalized or are in the process of formalizing a policy and/or developing Al governance for generative Al usage.

We’re building a proprietary generative Al platform.

We’re informally exploring generative Al without a defined strategy.

We're educating and gathering needs from our employees on best use cases.
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Automation/Al Market Trends and
Key Insights

MARKET TRENDS BDO OBSERVATIONS

1. Share of companies that are at least experimenting 1. MOSt. organizations struggle to define Al and
with Al has surged this year to 98% from 47% last applicable use cases that accelerate change
year 2. Employees are tired of Excel, manual effort and

are requiring a different approach to leverage

0 : :
2. Only 4% of companies adopting Al reap full value enhanced analytics to analyze data

from the technology
3. The hardest step is the first step, and most

3. Generative Al has spread across a range of organizations lack an Al strategy that articulates a
professions since its debut less than two years ago, roadmap forward
with 28% of workers now using the technology on the L .
job 4, Organizations need to scale automation for

meaningful impact, however, many are still in

4. 22% of organizations that have implemented an Al “tinker” mode
strategy have begun to yield substantial gains 5. Success stories clearly connect an Al strategy to

5. Al leaders expect 60% higher Al-driven revenue corporate and metrics that matter
growth and 50% more in cost cuts than companies 6. The war on talent for automation skills is only in the
less focused on the technology beginning stages

Source: Boston Consulting Group
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About BDO USA

At BDO, our purpose is helping people thrive, every day. Together, we are focused on delivelﬁgexgeptional and
outcomes — for our people, our clients and our communities. Across the U.S., and in over 160 countries through ol
organization, BDO professionals provide assurance, tax and advisory services for a diverse range of clients.

BDO is the brand name for the BDO network and for each of the BDO Member Firms. BDO USA, P.C, a Virginia profe
corporation, is the U.S. member of BDO International Limited, a UK company limited by guarantee, and forms pa
international BDO network of independent member firms. " 2 BRI - :

www.bdo.com

Material discussed is meant to provide general information and should not be acted on withou

© 2023 BDO USA, P.C. All rights reserved. »
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