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The Challenge

Craft a holistic
vision for the
Change Healthcare
Digital Gateway
and bring it to life.
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platform.

Unparalle
neural ne
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We're a leading independent
company, focused on insights and
accelerating the transformation of
the U.S. healthcare system
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01

Driving platform-wide engagement
with personalized solutions, support,
and knowledge for our customers.

03

Emphasizing outcomes and the
connectivity of our solutions across
the healthcare lifecycle.

02

Unifying digital channels to craft a
seamless platform experience across
the customer journey.

04

Sharpening the CHC brand and
showcasing our digital-first
technology and innovation.
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Aligning on
our initial
research

We reviewed and aligned on our initial
competitive research and heuristic
analysis in order to move forward with @
solid understanding of our landscape
and current state.
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Create an
actionable,
personalized
experience

Insigft 03
Focus on

function over

immersion
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support and

buyer flows
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Insigit 02

Deliver clear,

concise and
human
messaging
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Engage with
digital-first
content

Irsigt 03
Continue

to simplify
our solution

categorization
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Showcase video conte
mora effectively

Engage your audience
the experientis

Recategornze solution
areas and products

Racommend solution
categories to users
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Establishing
our strategic
foundation

We |layered on our strategic foundation
to determine key focus areas for
Gateway, ultimately arriving at our
experience principles.

“We want to lead with a customer first
mindset, perform better, save money,
and ultimately improve healthcare
across the board.”

CHC Stakeholder

“CHC is scaling the system of
healthcare. Our digital hub gives you
access to the comprehensive porifolio
to power the continuity of care.”

CHC Stakeholder

Personalized through Data

Use data effectively to gain a fuller picture of your

customers, at whatever stage of their journay, in order

to recommend them the right solutions, content, and

support, within the right cantext.

-
Comprehensively Connected
Showcase the connectivity and holistic nature of
Change Healthcare’s solutions, communicating their
effectiveness across the care journey and the lifecycle

of the healthcare system.

“The Digital Gateway should be a one-
stop shop for solving all of your
healthcare technology and business
solution needs.”

CHC Stakeholder

“Change Healthcare should be a case
study in and of itself, in effectiveness in
digital first thinking.”

- CHGC Stakeholder

Our Experience Principles

Intuitively Findable

—nabling customers to easily and inturtively find
information, solutions, and answers, through
uncluttered, direct navigaticnal pathways, information

architecture, and interaction patterns

-
Elegantly Innovative
Communicate Change Healthcare's status as a
platform company, focused on technology and
innovation, through simple and elegant sterytelling

and design.
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Constructing
our information
architecture

We translated our research and goals into
a tangible site structure, developing our IA
to integrate e-commerce and Community
in the scope of Gateway. Now, we’ll build
on this integration by tackling ECC.
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Organizing a
consolidated
solutions
taxonomy

Building on our IA, we organized the
solutions taxonomy into themes and
roles, then topics, subtopics, and
solution details, to be discoverable in

the navigation and throughout the .com.

Solutions Taxonomy Structure
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Aligning our
structure to the
core customer
journey

We developed in-depth customer journey
flows to align our architecture to the core
customer journey. Detailing out the customer
lifecycle, we mapped behavior patterns to
tangible interactions within the site.
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Establishing
our design
Identity

Building on our experience principles,
research, and strategy, we defined our
site look and feel, design principles,
and aesthetic rationale to ultimately
represent and elevate your brand.

Look&Feel

Let's go!
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i &
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but my dog

- said NO
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Clean

Simple, clear storytelling.
Editorializing and elevating
healthcare technology. Capturing
the philosophy of less is more.

Bold

Confident and modern. Purposeful
and forward-looking, embodying
healthcare technology thought
leadership.

Elemental

Systematic and connected.
Providing clarity from an atomic to
organizational level and
combining fundamental pieces to
create holistic solutions.



CEO Neil de Crescenzo on how we're

Through the power
and reach of our
platform. S

focilitoting o digital voccine passport solution

Learn more -

Explore our plotform -

To unlock savings & enable better care

Our Vision =

CHNGE Why Chaonge wWhaot We Do Who We Help Cutoomes

o

C HA':NGE Why Change wWhot We Do Who We MHelo Outcomes

Leading innovations. To deliver

clinical, financial, and engagement
outcomes.

Tackling
healthcare’s most
critical challenges

Revenue Cycle
Manogement

Enterprise Medicol
Imaging

Financial —

Clearonce
-

-

-

CH':NGE Why Change wWhaot 'We Do WhHho We «

o

CHNGE Why Change wWhat We Do Who We Me

o

CH.NGE Why Change Whaot We Do Who We Help Cutcome

CEQ Neil de Crescenzo on how we're

facilitating a digital vaccine passport solution

Learn more -

Leading innovations. To deliver

clinical, financial, and engagement
outcomes.
Work

with us

To unlock savings & enable better care
k

Qur Vision <
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Bringing it all to life...

Researching UX best practices, rationale, and key considerations to
build pages, states, and flows. Then, applying our design language to
our structure to craft a truly engaging, seamless experience.

16
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CHC brana
identity Inspiring
I —— a better healthcare

first impression of the CHC brand,

communicating the value proposition and SYSte m

story of CHC's organization.

By including direct references to our
customers, we increase trust and
engagement, and promote lead generation.
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CHANGE Why Change  What'We Do Who We Help  Cutcomes
TALTHCARC

Improving
® X K J |
fl nd q bl I Ity q nd Payments & Revenue Cycle Management o Clearance Patlent Access Suite

Revenue Cycle

Vaolue Based Payments

Optmizing Financial Performanc » Eligibility & Enrollment Services

consolidatingthe | ~

Financial Clearance

solution taxonomy § e

Financial Caunseling

Payment Accurocy
Financial Clearance Services

In our navigation, we maintained a clear
hierarchy, optimizing for multiple audience
archetypes and allowing for seamless Clearance Estimator
access to topics and solutions through
progressive disclosure.

Clearance Estimator Patlent

Clearance Authorization

Ahi QA and Ahi Lobby™

Our navigation also represents our brand
statement through the flow of information
and our top level categories.

Transfer DRG Services
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CHANGE wryChence WhetWeDs  WhoWa Help  Outzomes X A Q signih Suppor Get In Touch
HEQLTHATARE

Organizing our
nGVngtlon Payments ;s;de Revenue Cycle Management

Value Based Payments

Optimizing Finanz al Peformence

according to ——
customer needs

Iranstorming Opercticrnal Etfectiveres

& Core

Financial Clearance

Payment Accuracy

Patient & Member

Engagement

Eahancing the Haalthcare Experiznce

We established an immersive,
progressively disclosed structure for our
navigation, allowing customers to easily
drill down into solution topics and details.

This navigational pattern improves
findability and organization of solutions,
while driving lead generation.
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lead gen and ’
highlighting
OUtCOmeS Improving staff efficiency, optimizing

4 \1 TRANSFORMING REVENUE CYCLE MANAGEMENT

revenue, and elevating patient

INn our Solution Topic pages, we focused
| PIt PrgEs, e engagement.
OoNn Micro-conversions, streamlining

messaging to entice users to dive into
more detail on subtopic and detail pages,
to ultimately convert.

Narratively, on topic pages, we highlight
the key value prop of the topic and
consistently feature outcomes.
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subtopic content
based on a user’s S
pdth-to-pdge Accelerate reimbursement, reduce

denials, and increase collections
In the case of a solution topic with subtopics earlier to streamline and improve the

(eg. Revenue Cycle Management), we pqtient experience.
similarly start with a value proposition and

high level statistics.

We then personalize the page, varying
modules depending on a user’s pathway to
page, so as to include content most relevant
to a customer’s needs and journey.
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Showcasing the
solution story
and tangible
details

To communicate the holistic nature of CHC's
solutions, we defined a design system of
interlocking shapes and colors to represent
solution types.

We also included full product mocks and
specifications to provide detail, and
accounted for a variety of use cases, including
lead gen, buyable, and downloadable APIs.

CHANGE

Why Chance WhetWa Do WhoWa Help  Outcomas

SCOLUTION BUNDLE

Clearance Patient
Access Suite

sClution suite for providers who want te
cccelerate reimbursemeant, reduce deniqa's,
cnd optimize workflows fram registratior
'H()lJ(]h pont-of-service collection:

Recd the Terms E Conditions

Add to cart

£1,672.40

St _obhr Hospita

St Mork Hosontal

StoLude Hogpital
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AcCcelerate rembursaemant rachiira daninics

CHANGE Wky Chance WhetWe Do WhoWa Help  Outzomes [% L,l Sgn in Suppart m
HEQLTHATARE

ond increase collec i
Let’s talk

Encouraging .
active customer .

I'm your Change Healthcare Assistant

SUBTOPIC + +
Revenue Integrily : Would you like Tc 'earn more about
now e improve Revenue Cycle

Monagement?

As 53% of buyers are more likely to buy from folk to Sales

a business they can message, we designed [ ok tosupport
conversational Ul for live chat that would '\ ®
target high-intent pages, be personalized to |

a user’s authenticated state and origin, and Revolutionize your ability to

o . , . deliver care
exhibit omnipresent yet unintrusive

behavioral patterns.

Boost coding accuracy, improve clinical

documentation, increase charge capture,

and drive quality and campliance
This chat design and strategy ultimately | Learn More

encourages user engagement without
causing friction.

SUBTOPFIC




ECC Project Kickoff Change Healthcare

C.!‘#L}!\IEEE Wky Chance WhetWe Do WhoWa Help  Outcomes CO ntQ Ct Sales °

Streamlining
contact to

Connect with us anc we’ll respend to you about

your sales inquiry um-hly.

PERSONAL INFORMATION

Fmnai Acdross

prioritize support
t. Let’s cor

examgle@example.com

and conversion

Firet Nome

Ellen

When designing contact forms for a variety
of use cases (eg. contact sales, request @
quote, subscribe to news), we created a example@example.com
focused experience that simplified and
organized form fields into a progressively
disclosed pattern, reducing friction and
improving path to contact.

Last Name

Smith

COMPANY INFORMATION
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Seamlessly
integrating
eCommerce

We designed cart and checkout flows to
integrate eCommerce into the .com,
planning for a seamless Magento
implementation. Elements are progressively
disclosed to hold users’ focus, while a single
page checkout reduces path to purchase.

CHANCGE Why Chance WhetWaDas  WhoWa Help  Outzcomas [:] Q Sign In Supoort
HEALT ICARE

SOLUTION BUNDLE

Clearance Patient
Access Suite

St .ohr Hospita

St Mork Hosontal

St Lude Hospital

sclution suite for providers who want tc

accelerate reimbursemant, reduce denia's,
1 optimize workflaws fram reqistratior
through point-of-service collections.

Read the Terms & Cenditions

Add to cart

51.672.¢éC

5157 4T SRR e 3 Yoy



ECC Project Kickoff Change Healthcare

Planning for
authentication
states and flows

From the solution detail page, users can
directly add an item to their cart after

logging in.

B 5 P S0 P

RO
f 45

) ,-‘}"_

L T e

Contact s

Log In

CHANGE

to

purchase

New here? Sign up -

Ermrail

JohnDoa@gmail.cam

Pcssword

Forgot passworc

‘\'1-.|

Sonc feedbocks

Conkics

Refund palicy

Securn shapping
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Solution Configuration °

Accounting
for solution
configuration N

Clearance Patient Access Suite
[Implementation]

Add ‘mp ementation and irstallotian for your solation. To
contigure this, plecse selact the cuartity and number o

SLCS yuu require for your organ zalion.

Clearance Patient Access Suite $20,000

Our cart and checkout system accounts for I
cases in which a user may need to
configure a solution, error states, and @
variety of price display options in the

solution detail page hero. X

Consulting Hours

£30,000

"
N
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Including upsell
and checkout
options

The cart state accounts for a variety of
checkout options, including AWS and Azure,
indicating prices differences and allowing
for additional configuration.

The cart also contains additional upsell
items that are relevant to the users’ existing
solutions and solutions within their cart.

CHANCGE Why Chance WhetWa Do WhoWa Help  Outzcomas
HEALT ISARE

Shopping Cart

Clacrance Polient Accass Suile

1 v ,
x

Clacrance Polienl Accass Suile
[Implamentation)

1 v »
lx\

Consulting Hours

1 ~F LW
'KI

PAYMENT OPTIOCN

R PR o O o el NS,
Pl S i
S e R i et

o R T B A B

Q Q Allle Smith  Supoorl

Erocurct suntoto
Poynent opt on

ax

Estimatad Tota $30.000

Procead ta Checkout a

i
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Streamllnlng
customers’ path
to purchase

The checkout state encourages users’
seamless path to purchase by presenting as
a single page with straightforward,
progressively disclosed options.

Checkout also accounts for invoicing or CC
payments, along with the ability to read,
download, and share the MSA and T&C.

Checkout

) PERSONAL INFO

Ellen Griffin

ellen.griffin@gmail.com

2071 Clay Street,
DIETERICH. IL - 62424
United States

PAYMENT DETAILS
( ) Invoice Payment

(@) CreditCard

OO HXNX XXM WX 4045 VISA

02/25

CHANGE

ORDER SUMMARY

duct subtctal

Shipping

YOUR ITEMS

Clacrance Palienl Access Suile
Quant v

Clecrance Palient Access Suile

$30.060.90
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Clearly
communicating
next steps

Once an order is confirmed, our states
seamlessly guide users toward next steps
by clearly outlining a summary of the order,
what to expect and where to go next.

Our scenario variations include pending
orders, processed and downloadable
orders, and orders that must be physically
shipped.

CHANGE

Why Chance WhetWa Do WhoWa Help  Outzcomas

PENDING

Order
Confirmation

Thank you for making the purchase!

Your orcer request has been received and we are
currently reviewing your order. Once your order is
procassed we'll natify you via email —

“example@companyname.com”

@ (. Allie Smith

ORDER SUMMARY

PFracuct

-

Ch .
PP

S1L.DIOrG

rey
154

$30,060.90
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CHANGE wryChence WhetWeDs  WhoWsa Help  Outzomes X Get In Touch
HEALTHZARE

Accounting for
key customer
roles in nhavigation

Payers - 2 Eligibility & Enrollment Services

Paver taglire

Authorization Management Services
Providers

Frovider tcgline

Patient & Member Engagement

Channel Partners 2 Eligibility & Enroliment Services
Our navigation accounts for multiple S T
browsing behaviors, allowing users to Pharmacies
discover content by role (ie. Who we help) Patient & Member Engagement

along with topic (ie. What we do).

Authorization Management Services

Developers 0 Eligibility & Enrcliment Services

Developers taaline

When browsing by role, users can also @ Authorization Management Services
easily connect directly to solutions most
relevant to that particular role.

Patient & Member Engaogement
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CHANGE whychonce wWhetWaDs  Wha Wa Halp  Outeomas C] Sign In  Suppar? Gel In Touch
HEALT ICARI

Preserving role-
based customer
journeys qnd For Payers
marketi ng st rdtegy

mprove claims adjudicaticn and streamline

ayrriel l {);)C"(]I]()[]“ acrass all )ayrner |

nodal ities

We designed role topic pages to focus
marketing directly to a specific audience,
represent the customer journey, and allow
for in-line solution and topic discovery as
users move through the journey on the page.




ECC Project Kickoff Change Healthcare

CHANGE iy Change WhectWe Do  WhoWa Help  Qutcomes [‘3] Q Signin  Support
HEALTHCAKE

Developing an

engaging visual
language for
Insights content

For case study pages, we built a flexible
system of components that can be utilized
across insights content types, while
preserving a clear narrative structure and
varying elements on the page to ensure
engagement.

[7j CASE STUDY  jaN 18 - 5 MIN READ

Reducing costs with value

T TTSETI T, oo NN L e S YT I Y T AL T

SRR B S Sy ;ﬁ?‘a.r ' "i' ~’~'.‘1!: ‘
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Underlying our templates is a robust
Design System that enables scalability
and a seamless experience across the
CHC ecosystem.
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