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Defining Digital At Rush

Three portfolios focused on solving real world problems

Digital
Consumerism

Creating uniquely convenient
and personalized
experiences that promote
access, growth,
engagement and retention.

Same-Day Access Models
Personalized Engagement
Real-Time Patient Feedback
Digital Customer Service Programs

Digital Care
Transformation

Reimagining and future-proofing
the care delivery model to
promote caregiver experience,
efficient use of resources, and
improved outcomes.

 Clinical Automation
* Inpatient Virtual Care Models

* Virtual Command Center
* Predictive Al models

Digital Operations

Efficiency

Reducing administrative burden
and improving efficiency to

support the care delivery system
and build the workforce of the

future.

Backoffice Automation (e.g. Rev Cycle,

Supply Chain, HR, etc.)

Predictive Staff Scheduling
«  Workforce Al Tools
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Digital Consumerism | Macro Perspective

) Consumer expectations have been elevated by disruptors and experiences in other service industries...

amazon one medical “Healthcare without the hold,” H ){ A I T ®  Personalized engagement and self-
. convenience as a differentiator service connecting the digital and physical
hims s hers

Get On-Demand Care
@ Included in membership

Manage Prescriptions

Request and renew medications 1 Add treatment

Our most popular programs Welcome to the Chicago Athletic

Association, champ. Need
something during your stay? Text
us anytime, and we'll get right
back to you. Enjoy your stay --
cheers!

Treat Me Now
Tell us about your concern and we'll > ] Sexual Health
follow up within 4-6 hours

Urgent Video Chat

Connect with a care provider for an
urgent health concern. Expected wait
time of 25 minutes

Hi, can | please request a late
checkout - until 2pm if possible?
And also a robe and slippers if you
still stock them. Thank you!

Chat with One Medical Al Identify your eating
Learn more about One Medical Al pattern

e . )
\.ésk a question J

We can do 1pm at no charge, for

How do | change my pharmacy? 2pm there will be a fee of $75

Hair Loss
Sure, I'll have a robe, and slippers
brought up to the room for you

Do | need an appointment for a lab test?
Mental Health

Messages Care Plan My Health
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Digital Consumerism | 20,000+ Patient Focus Group

Rush engages our patients to guide our strategy — online focus group and real-time feedback surveys

What they have told us...

Friction
Points

My minimum
expectations are...

]

Real
Delighters

You could really
wow me if you...

U RUSH

Make access easier
Less guesswork, more available, more flexible.

No really, make it easier
Or | am willing to go somewhere else that does.

Be there when | need you
Provide (real, human) support when | have questions.

Know me
Use what you know about me to anticipate my needs.

Guide me

Present me the information | need when and where | need them.

Comfort me .
Remove uncertainty and always maintain the human touch.

Key priorities...

Access and
convenience

Personalization and
engagement
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Vision | L RUSH Connect

Radically convenient access when and where you need it, in just a few taps

Personalized to help you and your family make more informed decisions with less uncertainty

ACCESS & CONVENIENCE PERSONALIZATION & ENGAGEMENT

Q s = O

New, 24x7 Same - Day Digital - First Personalized Easy, Delay Alerts &
Care Access Virtual Primary Care Digital Real - time Service
Models Specialty Outreach Ratings Recovery
F Care | L /\

& RUSH

© Rush University System for Health 2025



Example 1 | Same-Day Virtual Specialty Care

C)\ ) Same/next-day visits for new patients seeking care in 8 specialties (and growing)
Same - Day ) Specialty-trained APPs treat 40 conditions, triaging to in-person care as needed
Virtual
Specialty

Cardiology

\_ Care -/
Results to date

Dermatology
We want to help you heal, without the hassle. Virtual care

. . appointments for men's health conditions are available today and .
° 26% Of VISItS are Medlcal Welg ht LOSS tomorrow at Rush. k y - -
patients new to the h-_

Virtual Men's Health Care @RUSH COnnect
Men's Health
* Livein 8 specialties

OB/GYN
health system Get care
. . Make an appointment for a video visit today or tomorrow.
° 9 2% patie nt P hyS I Ca I M ed I CI n e & Re h a b Men's health virtual care from Rush that keeps your time and privacy top of mind. Regrow hair, boost fertility and sexual health, improve
t' f t your mental health, lose weight, and more — all from the comfort of home.
satistaction Sports Cardiology
* High impact patient Urology

stories, including life
saving case studies

...and more coming soon.

U RUSH L o SRS
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Example 2 | Easy Real-Time Ratings

O

» Real-time "thumbs-up, thumbs-down" ratings at the moments that matter

Easy, ) Direct follow up by operational teams to proactively address issues
Real - time
Ratings | - {);
\ / ‘ <11.53 +1(312) 748-2763 w [@ ®RUSH [@ \IIRUSH

What could we improve with appointment

Resu |tS to date Thu, Feb 15 at 4:09PM What went well with scheduling your scheduling?
How was your experience H\ appointment? Select all that apply
® 90%+ SatiSfa CtiOn With making a RUSH appomtment? \l} Select all that apply
. . Take our two-question survey:
online scheduling and https://

- . hxplatform.pressganey.com/r/ @ ﬁ
bill pay experiences Jewxw5R Reply STOP to opt- @ 5

out.
* 80% of reported How was your experience searching for "‘.?5“432?'.‘:2&:;2: d;}:’a“:’é"t‘&;":?
dissatisfiers were and making your appointment at RUSH? ‘255?2:&?2"221}'3.? P
as | wante convenient

addressed 1:1

* A cancer patient @ @

reported d prObIem @ @ Physician/provider Clinic location is
. . is not who | prefer not convenient

with a primary care ﬂé ﬂ?

visit and the agent e G conventent

was able to schedule a Elﬁ-)

past-due cancer ot

related visit as well r@ technalogy wat it

& RUSH
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Example 3 | Delay Alerts & Service Recovery

» Real-time wait time predictions sent to the patient via text message
Delay Alerts & ) Staff triggers digital coupons for free coffee or parking when thresholds are met

Service
Recovery
;o ms3 ol - reward testflight.tremendous.com mﬁ RMG Informed About Delays
N ¢ aewmsaes by Visit as of 04/18/2025
Thu, Feb 15 at 4:09 PM 0.945
Res u Its to d ate 9BBB:RUSH: We apologize in a 91st National %tile

Press Ganey National FaciltiesRank

advance and appreciate your
patience. Your 3:20 PM Follow Up

i 0.935 -
° > 5 01000 patl ent Visit is delayed by approximately 934
G 45 minutes from your appointment
Opt Ins pe rmo nth time. We are working to resolve DSR
the delay and will send you .
updates. Responses to this 0.925 - p(')';;zlggzh
° 66th 9 9 1st nationa | message are not monitored. e
. . We apologize that you're visit at Rush was not 9176
percentile in

optimal. — .  ——
0.915 -
. esentyoua$ igital gift card as our 2
ulnformed about Z\;mog;y 10 digital gift card Starbucks Gift Card L /\ /.\.\ l/// .
[
-

d e I ay5” Satisfa Ct | on Click below to redeem your link.

Print or sean this harcode on your phone to pay at
participating Starbucks® stoses.” 0.905 -
score LCL 0.9013

66th National %tile

* Meaningful impact on “Love the new text system with 0.895
overall ambulatory estimated wait time after checking in!
Sat|sfact|on scores as ﬂ;l)ore medical fa;:ilities should have —
that system in place.” 0.885 .
the RUOE I has 4 . A e o Y Y O £t (e o ) ) e\ S S S
led '\,\"’0 Q\’LQ o\q’o '»\q’o »\q’o 0\"9 Q\'& '\,\’1'0 '»\q’g Q\,@ 0\"9 \,\'\9 \,\"’Q Q\q’g 00’0 -\,\"9 's,\”"Q f\\q’0
>eale "l like the texts that let me know if my I I S N . S . S S . . Y

v ‘ > >
v av N Qv N
AR L LA
AV '@\'\\ N\ AT

) . e D ™ . <’) ¢>

" o o o o ™ o o
\’\f& SO \"’6L SN

& AW Al R AN

'» ’
N A S S

[ [ v v W v
doctor was running on time. That eased W R @\& »\“’\

my stress and anxiety.”

Visit Date
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What’s Next? | Coming Soon

» Driving greater access and personalization within the patient experience

» Applying the same rigor and focus to creating great caregiver and employee experiences

Expand, Improve & Scale " Create, Launch & Measure=>

Digital

Consumerism

- “Up Next” alerts in ED and

inpatient units

- Expanded same-day access

models and always-on chat bot

- "My Care Journey” view in the

mobile app — one stop shop for all
of your healthcare to do’s

Digital Care

Transformation

- Real-time hospital throughput

predictions and interventions

- Ambient/automated provider

and nursing documentation -
JOY OF CAREGIVING focus

- Virtual inpatient and at-home

acute care models

- Automated pre-authorizations

- Automated invoice and PO

- Al assisted HR and workforce

Digital Operations
Efficiency

and denials processing
processing

management functions

& RUSH
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