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Lung cancer screening
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Looking ahead

Thank You for Sharing Your
Voice. We Are Listening.

Dear valued Novant Health Community Voice member,

Do you know what the most satisfying end to any year is? To close out the
calendar knowing that you helped make the world a better place.

In 2021, you did that.

It was a year that started with the bright hope of the COVID-19 vaccine,
and which saw us meet the challenges of continued surges in positive
cases and rising hospitalizations. Novant Health’s remarkable team
members delivered shots at mass vaccination sites, clinics and venues
ranging from churches to a movie theater. You helped deliver that hope
and healing.

Your voice helped us as we developed digital tools to reach patients

in new ways. Your advice shaped how we talked to patients who were
putting off much-needed care. Because of your input, we were able make
giant steps towards connecting patients in our hospitals with loved ones
through video calls.

In a time when it’s not always possible to meet in-person, your
commitment to sharing your ideas, your opinions and your creativity is
helping us achieve our mission of making communities healthier, one
person at a time.

That's why we want to thank you for giving your time and talent in 2021 —

and let you know how excited we are for all we can accomplish in 2022. In
the new year, we will help our friends and neighbors — and entire region —
live the healthiest lives possible. And we'll do it together.

In good health,

Melissa Parker
Senior vice president and patient advocacy officer, Novant Health

Amber Fencl
Vice president, digital health and engagement, Novant Health
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Community Voice Highlights.

E-Advisors:
How COVID-19 changed digital behaviors

New, nonmedical services used during COVID-19 pandemi
Thg pandemic has made us rely on, and in many cases pref y
digital or hybrid (digital and in-person) services. Over 502/“3 -
of e—.advisors said that they tried a new nonme.dical di itaol
service during the pandemic. More of you than ever o gted t
shop online, arrange for curbside grocery pickup and i\ak ’
Yld.eo calls with co-workers, friends and family. We used the
insights to plan for future healthcare services z;lnd narr o
focus on digital healthcare. e

Advisory Councils:
Surgery information, made easy

The folder helped me keep everything in
one place”

“Helped me keep up with the paperwork”

“It was a good place to keep paperwork
and keep things organized”

Surgery can be stressful and it can be overwhelming thinkin
fabout all that is involved. From preparation through billin thg
is so much a patient must think through. That’s why we(:;J erde
to our advisory councils to weigh in on a new informa’cionume
packet to help patients keep their information in one place
You were able to give us valuable feedback to confirm th .
usefulness of the folder. ;

02 | Community Voice annual report 2021

test results.
esults and your provider's comments.

Tips for preventing nausea and vomiting

Control your pain
e important to take your pain medication as prescribed. Controlling
your pain can help decrease nausea and vomiting. after surgery.

Don't rush your diet
alow retarn to normal foods is a good way to mimimize nausea Follow
diet instructions given to you by your provider.

Combat dehydration

Drink plenty of fluids! Choose water and other caffeinefree clear liquids.

Office visit l Financial

Before my procedure:

|
|
|
|
|

| need to take my folder to my appointments
|nformation is added to the folder throughout my journey.

\

After my procedure:

- | can review the material
caregivers.

| can file my medical bills and insurance paperwork.

< provided to me along with my family and

At my follow-up appointments:

\

| continue taking my folder to my appointments

| can add materials and paperwork to my. folder.

Universal masking

\

Please be sure to wear your mask when entering a Novant Health facility.

Office visit | Financial | Pr

When to call for help.

in\
00g i mobile device. Select
“Novant Health* before proceeding to [og (0

need emergency care for life-threatening

Call 911 if you think you

Call your provider o seel

- You are dizzy or light-h

 You have nausea or vomiting that s new or worse:

+ Your pain medication is not helping:

+ Bleeding that starts again or gets W
bandages over a time period of two to four hours

e-procedure | Hospital stay | Discharge info

as passing out (losing con:
K immediate care if:
ieaded; or you feel faint.

‘orse, such as soaking one or more.

pre-procedure | Hospital stay \

.

‘Watching for signs of infection
in preventing infection. If you

Good hand washing is the best defense
otice any of these signs of infection, call your doctor immediately.
Fever of 10042 or more should be reported:

Incision may feel hot to the touch.

Redness or red streaks on surrounding skin.
Swelling/hardening may occur f the tissue becomes inflamed and skin
could appear swollen or puffy.

Drainage that s foul-smelling o pus coming from the incision.

Caring for your surgical site

Keep your wound and

Change your wound
dressing as dry as possible

‘Wash your hands before:and
dressing as Instructed

after touching the wound.

Taking your medications
Please refer to your medication discharge information sheets inside

s folder for specific instructions from your provider(s). | you were
prescribed antibiotics it very important to complete all of your

medication.
i al ‘medicati

o B w S

What:
Name and purpose.
‘of medication, side.  dosage amountof
offects, allergies and, each medication €OnY
possibleinteractions.

When:
Frequency of each
dose, the time of day.
10 take each dose

ow: 3
Themethodand  Whotocallityou
have questions or
cerns about your
medications

rmation
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Community Voice Highlights.

E-Advisors:

- Seeing your doctor from home. You helped make
virtual care remarkable.
In this survey we learned about your experience with virtual
care. Some of the top challenges mentioned were:

1.  Connection and technical issues
2. Waiting for provider to join calls

3. Lack of in-person contact, inability to help over
virtual visit

With the COVID-19 pandemic switching many appointments
to virtual we wanted to improve our virtual care appointment
scheduling and visit flows. In this survey we asked about
which virtual care types you were familiar with and what you
liked and disliked.

You told us the way we named our visits was confusing and
you had a tough time distinguishing between the options.
Should | choose a video visit? When does an e-visit make
sense? We'’re using your feedback to make it easier for
patients to find virtual care that works best for their situation.
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Community Voice Highlights.

E-Advisors:

Thumbs up! You said you’d like to text your

(o) doctor’s office.

In 2021, we welcomed New Hanover County e-advisors to our
team. We learned in our first two surveys that 2 out of 3 of
you would rather get appointment reminders via text than by
phone, push notification or email. That feedback is changing
the way we talk to our patients — and helping us make
remarkable care easier than ever.

80% ™ Appointment communication preferences
70% [~

60%
50%
40%
30%
20%

10%

0%

Email Phone Text Push Prefer no
notification communication

@ Appointment confirmation @ Appointment reminders
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Advisory Councils:
Bringing valuable tools to the bedside

“Following a two-year MyChart Bedside
pilot program that ended with positive
patient feedback, we're excited to expand
this service to more facilities.”

—Jill McKinney, senior director of IT applications

Patients often struggle to engage in their care during hospital
stays. That’s why we implemented MyChart Bedside. With
MyChart bedside patients can ask for tablets to access

their health information, messaging apps, video calls

and entertainment to make their stay more informed and
comfortable. You helped provide feedback on the MyChart
bedside app so that we can continue to improve the patient
experience.
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Community Voice Highlights.

EEN)

E-Advisors:

MyNovant app features

Our new MyNovant app is constantly adding new features.
We launched a survey that was aimed at helping prioritize an
extensive list of features on our road map. We learned that

9 out of 10 people said the most important app feature is the
ability to choose how we communicate with them. Thanks to
your feedback, we are working hard to improve the way we
communicate with our patients.

Feature importance

E-Advisors:

Your feedback on getting routed to the

right care

As care decisions become increasingly complex, we want
to make sure we offer the tools and resources that make
choosing the right care with confidence simple. This year we
tested numerous care routing tools with our e-advisors to
understand which tools seem like they would be the most
helpful. We’re using what you told us to eliminate frustration
and get patients to people who can help them faster.

Reasonable amount of effort in order to
get routed to the correct care

Communication preferences
Creating favorites

Wellness reminders

Wellness rewards

Searchable patient information
Connect wearables

Customizable home screen

66%
65%

21%

0% 20% 40% 60% 80%

08 | Community Voice annual report 2021

10 questions and 3 min.
5 questions and 1 min.
Other

2 questions and 30 sec.
30 questions and 6 min.

40 questions and 8 min.

66%
65%
43%
40%
33%

50
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Community Voice Highlights.

Advisory Councils:

Digital platform for lung cancer screening

The American Cancer Society’s estimates for lung cancer in
the United States for 2021 are about 235,760 new cases and
about 131,880 deaths. Lung cancer is by far the leading cause
of cancer death among both men and women, making up
almost 25% of all cancer deaths. With these stats in mind,
Novant Health is developing a tool to help catch lung cancer
earlier. Your feedback helped us make our lung cancer
screening tool more accessible for all audiences.
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E-Advisors:

Busy, burdened and worried: Top reasons
patients delay care

3 out of 10 patients have a current healthcare need they
are delaying treatment for.

In this survey we learned about why you may have been
delaying care you need. You told us that as your calendars
filled after the first wave of the pandemic, you found it tough
to make time for checkups and other care.

Lack of insurance coverage to make visits affordable was
one concern. Another was safety during the pandemic. We
made sure patients were aware of our proactive measures
at all facilities: extensive cleaning, mandatory masking and
social distancing. We also reminded them that we offered
virtual visits.

We took your valuable feedback to our medical specialty
leaders. They’re using it to help make our care even more
accessible and affordable for all.

Are you delaying or postponing care for any reason?

40%

36%

35%

30%

25%

20%

15%

10%

5%

0%
| have no current No, I have a current  Yes, | have a current
care needs care need but have  care need but | have

it scheduled not scheduled
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Looking Ahead.

2022 goals
*  Find ways to surface more relevant and meaningful topics to our
advisors and get their feedback.

* Increase age, race and socioeconomic diversity of our advisors.

e Change advisory council meeting times to better suit the schedules
of our advisors.

* Launch institute-specific surveys.

Thank you

We would like to thank all our in-person advisors and e-advisors for their
time and ongoing contribution to Community Voice. You have a voice in
your healthcare community, and we value your feedback.

For more information about Community Voice or to learn how to get
involved, please visit our webpage at NovantHealth.org/CommunityVoice.
If you would like to be part of Commmunity Voice, please apply to be an
in-person advisor or sign up to be an e-advisor.

We look forward to your continued partnership in 2022 and beyond!
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