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When Laura*, 71, woke up and checked her Apple watch, there was one notification that
concerned her; it had noticed an irregular heartbeat.

She decided to speak to her doctor, but her concerns were dismissed as a possible device
malfunction.

Laura was still anxious, so the next time she went to sleep she put on both her Apple watch
and Fitbit. In the morning, both devices had detected heartbeat anomalies. She returned to her
doctor, and was referred to a cardiologist.

After further tests, Laura was diagnosed with an athletic heart, which could have led to severe
health issues had it been left undiagnosed.

This is one instance of technology, data, and trained medical professionals achieving a positive
result by working together.

Imagine the benefits of a healthcare

iInsurance company harnessing the

power of digital evolution to provide
for its customers

* Name changed
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A house divided -
changing times in the
healthcare industry

Historically, the healthcare insurance industry has been associated with lengthy administration,
with lots of paperwork and long forms to fill in. Payers in the United States have been slow to
digitize and have fallen behind other industries in their use of artificial intelligence and
automation, as well as in customer satisfaction.

As existing payers struggle to evolve at a pace that keeps up with innovation, this has led to
opportunities for disruptors to make substantial investments in this category.

For both existing organizations, and new entrants to the market, the challenge is to maintain a
high level of customer service whilst effectively transitioning to a more digitally agile model.

There are common challenges when it comes to bringing customers successfully on the
digital journey:
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Insurance is Systems don't talk Members experience, Communications Members lack
traditionally to each other broken or incomplete feel impersonal to trust in payer’s
paper-heavy digital journeys members intent

Payers will also face resistance from older customers who may not be as open to digital
transformation as younger ones. They may also find it hard to raise awareness of changes to
their systems, as insurance tends to be a need-based industry, rather than one which is
frequently interacted with by the consumer.

With so many challenges, it is important to
plan any transformation in a strategic manner
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Laying new
foundations
for payers

If payers can be shown that technology can help them personally they will be more
open to embracing digital change from their healthcare insurance providers.

@ Digital interventions can complement human interaction, making the system more
'\_j efficient without compromising the need for human interaction where necessary.

Curating a personal experience through human-designed interactions powered by Al
is key to building trust:
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Think you need more coverage?

Click here to see your options.
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Getting your
house in order

Once you have begun to understand the needs and unique health journeys of your
customer, you are able to reinforce the relationship across multiple touchpoints.

Providers can progress from selling a plan to a customer, to maintaining the plan, to

maximizing healthcare coverage with customized suggestions based on historical and real-

time health information.
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Recent Appointments
Date: 27 November 2021

Physician: Dr. John Doe, General Practitioner
Provider: Cleveland Clinic, Ohio

Upcoming Appointment ‘
Date: 5 December 2021

Physician: Dr.Jane Doe, Specialist: Cardiology
Provider: Cleveland Clinic, Ohio

/? Notes for the Appointment

At the Check-up: There may be additional

because they need to checkyour cholesterol

New medication: You could experience
some side-effects. Please follow the

tests that the physician may conduct. Thisis instructions that your doctor
recommended. If they are get severe,
lease call your doctor immediately, or
levels to titrate your medication o thsois nerasren 7

The outcome is an improved user-experience for payers when interacting with their
healthcare providers, and a better outlook for their health as a whole:

Design Recommendation: Compare the price of
preventive careand an ER visit

f o=l

L4

Checkup now Hospital Admit later

$100 $50,000

Choose your health today, get
your preventative checkup
done

A

Recommended by 87% of
doctors in our network

How may we help you?

Find help from the listed categories below
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Why it's time to move
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Data Maturity Lower costs for Convenience Payers expect strong Increased care for
is high providers for all user types digital experiences the consumer

Those payers that invest thoughtfully in human-centric digital transformation are see increases
in member satisfaction and trust, boosted revenues, and significant reductions in
administrative costs.

In addition, the stronger member relationships are often leading to lower medical costs which
further strengthens the bond between payers and members.

By researching healthcare from across the market we have been able to identify both the
challenges and opportunities present at the moment. One thing is clear: digital transformation
demands a nuanced approach. There are best practices, but no “one-size-fits-all” solution.
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We believe complex problems need to be looked at through
multiple lenses simultaneously to be grasped. With the new lens new
dimensions emerge, thus making complexity more evident and solvable.

How is Fractal Dimension

set up todo it?

We identify complex and unstructured problem
themes in the industry that are relevant. We invest

in building expertise and a dimensionalized point of
view around it.

We engage clients via ‘slow-thinking’ workshops and

e _ ] Want to find out more on
co-creation Jams to curate our perspectlve for their hOW our approach can

problem. We invest in architecting an end-to-end help your business?
state-change program. Reach out today at
We partner with client teams at Fractal to deploy dimension@fractal.ai

cross-functional solutions and support them in
helping clients realize value ROI.
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Our experts

Matt Gennone
CPO, HLS

Sreyoshi Saha
Design Consultant,
Fractal HLS Experience

Akbar Mohammed
Lead Data Scientist,
Strategic Center

Krittika Sharma
Engagement Manager,
Fractal HLS Experience
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Sagar Shah
Client Partner, Strategic
Center (Project Lead)

Avani Patel

Senior Design Consultant,

Strategic Center

Abarna Priyaa
Engagement Manager,
HLS

TN

Kishore Bharatula
Client Partner, HLS
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Anna Abraham
Design Consultant,
Fractal HLS Experience

Shivani Gupta
Engagement Manager,
Strategic Center

Himanshu Sharma
Engagement Manager,
HLS

Neelima Naidu
Principal Consultant, HLS
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Enable better
decisions with
Fractal

Fractal is one of the most prominent players in the Artificial Intelligence space. Fractal's
mission is to power every human decision in the enterprise and bring Al, engineering, and
design to help the world's most admired Fortune 500® companies.

Fractal product companies include Qure.ai, Crux Intelligence, Theremin.ai, Eugenie.ai & Samya.ai.

Fractal has more than 2,300 employees across 16 global locations, including United States,

UK, Ukraine, India, and Australia. Fractal has consistently been rated as India’s best company to work
for, by The Great Place to Work® Institute, a ‘Leader’ by Forrester Research in its Wave™ on
Specialized Insights Services, Computer Vision & Customer Analytics and as an “Honorable Vendor” in
2021 Magic Quadrant™ for data & analytics by Gartner.

Corporate Headquarters

Suite 76,

One World Trade Center, New York,
NY 10007

Get in touch

8 © 2022 Fractal Analytics Inc. All rights reserved 'I:I'CICtCIL °


https://fractal.ai/contact-us/?utm_source=casestudy&utm_medium=pdf&utm_campaign=casestudy
https://fractal.ai/contact-us/?utm_source=casestudy&utm_medium=pdf&utm_campaign=casestudy

