CASE STUDY MultiCare A3

MultiCare Health System Reduces Endoscopy
Cancellations and No-Shows with SeamlessMD

MultiCare Health System, the largest not-for-profit, community-
KeyResuItS' based, locally-owned health system in Washington state, had been

using SeamlessMD enterprise-wide with successful results in many

| 20% Patient areas, including Orthopedics, Women's Health, Bariatrics, Colorectal,

Cancellations and Urology, and had fully integrated SeamlessMD with Epic and

MyChart. Building on their success, MultiCare recognized an
| 80% patient opportunity to improve patient access by expanding the use of
No Shows SeamlessMD for endoscopy, given its high patient volumes and desire
to reduce cancellations and no-shows, improve patient preparation,

and reduce the need for patients to re-prep.

Why MultiCare Chose

SeamlessMD for Endoscopy
MultiCare £3

. . - . Today's messages
Having seen success in bariatric care, where MultiCare

achieved improved patient preparedness and fewer
phone calls, the health system was eager to extend the
benefits to their patients undergoing endoscopy
procedures. Leveraging an HL7 integration feed to
automate patient enrollment from Epic into
SeamlessMD meant that enrolling a large number of
patients into digital care journeys was practical at
scale.

With SeamlessMD, MultiCare could give patients a
comprehensive virtual companion that would engage,
educate, and track their progress throughout their
endoscopy journey. From personalized education to
pre-procedure readiness surveys, SeamlessMD
provided the tools necessary to prepare patients
adequately, reducing the likelihood of cancellations
and ensuring a more streamlined, connected, journey
for patients.

All messages Active surveys (1)
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@ Explore the Education Library

Do you see the 'Library' button on your home
screen?

When you click this button you will see your
full self-care library. In there you can see
pictures and read articles about how to take
care of yourself.

Explore the library today!

OK, | have read this
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“ Use your pre-procedure to-do

Scroll down for more Vv

o h ~ [ ]

To-do Progress

Patient App 7 Days Before Procedure
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Partnering with SeamlessMD to Build Digital Care Journeys for Endoscopy

SeamlessMD worked closely with MultiCare to tailor the digital care journeys

to the unique needs of their patients. This included:

v Personalized Education: A customized care plan delivered to <

patients on their own devices (phone, tablet, computers) with

What is a colonoscopy?

interactive, evidence-based instructions, reminders, and videos.

A colonoscopy is a procedure where a doctor looks
at your large intestine (colon) and rectum using a

colonoscope. A colonoscope is a long flexible tube
with a small camera and light at the end

These materials covered everything from dietary preparation
to bowel prep instructions, ensuring patients were
well-prepared and informed.

v Empowerment through Self-Care Tools: Patients gained
access to a comprehensive digital library that included
self-management resources and daily reminders.

This helped minimize anxiety and reduced the need for

Doctors can use special tools that pass through the
tube 1o treat conditions or remove tissues for testing.
They can also look for inflammation, ulcers (open
sores), or polyps (abnormal tissue that grows inside
your body). Colonoscopy procedures usually last
from 30 minutes to 1 hour.
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Home To-do

patients to repeat preparation steps.

v Remote Monitoring: SeamlessMD enabled MultiCare to

track patient progress through readiness surveys to monitor

patient compliance and flag any concerns that could result in
a cancellation.

v Analytics & Reporting: The platform provided MultiCare
with aggregate data through custom reports and dashboards,
allowing for ongoing quality improvement and proactive patient

management. MultiCare £3

You have finished 50% of your to-do list.

[ Pick up your bowel prep and
Zofran prescriptions at your
pharmacy

As soon as possible. Not all
pharmacies will have it in stock.

‘SeamlessMD has been a game-changer for our

endoscopy department. Digital care journeys have

empowered our patients to take an active role in their

Seelist

preparation, resulting in fewer cancellations and no- Sl

start eating low fiber foods

shows, and a more €efficient process overall. We have

3 days befare your colonoscopy

Learn why

also seen a marked reduction in patient anxiety and an

Have a low fiber breakfast before
9am

improvement in patient compliance—ultimately leading

This is the last solid food you will eat
until your colonoscopy is over

to better outcomes.”

=9
Jake Dixon,

AVP, Surgical Specialties,
MultiCare Health System

Example Patient To Do
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Outcomes Analysis demonstrates Reductions in Cancellations and No-Shows

An analysis conducted by MultiCare’s Performance Analytics team examined the impact of SeamlessMD on
endoscopy patients. Comparing more than 25,000 patients, SeamlessMD was used to reduce cancellations
by 20% and no-shows by 80%.

Foct Pre-SeamlessMD Non-Users Sea[l]lseesrs;MD Difference Difference
actor (SeamlessMD
(2022) (2023-2024) 0023-2024) Pre/Post) |\ Nonusers)
Sample Size 15,550 10,443 14,432
. 31.47% 32.37% 25.98% 5 5
iy G e (4893/15550) (3380/10443) (3749/14432) U8 b2k
. 1.51% 2.44% 0.50% e 5
CediEEE ey (235/15550) (255/10443) (72/14432) e L
Patient Ate or 0.12% 0.35% 0.12% . 1 67%
Drank (19/15550) (37/10443) (17/14432) °
Patient Cancelled 15.67% 15.12% 12.91% - 5
Surgery (2436/15550) (1579/10443) (1863/14432) ¥ 3.5% o
. ) 1.04% 1.00% 0.44% o 5
Cangelee e (161/15550) (104/10443) (63/14432) bgevs U2

What patients like most about the program

“I like that all the information | needed about my procedure —

was available. It had a timeline for when you were supposed to
) . . . . Did you pick up the bowel prep
do things (or stop doing things) and gave notifications to recommended by your doctor?

remind you of them. | found it super helpful." You will be doing your bowel prep 1 day

before your procedure. Make sure to get

it as soon as possible. Not all pharmacies

have it in stock.

“I referred to this program several times on when you should -
Yes

O No

stop taking vitamins, when you should begin eating a different
diet and basically followed it pretty much through the entire

procedure. It was very helpful to get the daily updates of what
should happen next. | loved the program.” Example Patient Survey

“Implementing SeamlessMD for our endoscopic procedures has significantly improved our workflow.
Patients are automatically enrolled via an Epic integration, and are consistently more prepared.
Cancellations have also dropped and the technology allows our team to monitor patient progress in real-
time, enabling us to intervene promptly when necessary. It has made a tangible difference in the quality of
care we provide.”

o Dan Tisch,
Clinic Manager, Rockwood Clinic Digestive Health Centers
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