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#+ Ppatients Want a Great Experience from Awareness to Care

=  Awareness is often a search result

= Digital experience expectations are high
(think Amazon)

= First impressions drive conversion

= (Quality and accuracy of data is key
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# How Consumers Find Healthcare Information

90%

80%

63%

of patients go online of health-related choose providers
first to research search queries are based on proximity
healthcare non-branded to home or office

The Use of Devices and Channels is Affecting Healthcare

© 2019 by Reputation.com. Confidential and Proprietary. Source: 2016: Google/Compete Hospital Study



#+ \Where Consumers Find Healthcare Information

Google |G 2% &

The top 5 Home Pages _ 15% (Your Own Site)
s
sites constitute Apple [ 12% @B
Facebook [l 6% o
39% BT
Healthgrades [l 3% hg
of all sites used to WebMD [ 2% WebMD
find healthcare Yahoo [| 1% YaHoo!
listings vitals | 1% vitals

Y.
Yelp |1% yelp% s

0% 20% 40% 60%
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= Reputation Is Everywhere Consumers Look
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The Digital Landscape Has Become a Feedback Economy
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The Big Picture

Directory

* Listings

* Ratings and Reviews
* Social

* Surveys

* Insights
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#+ Essential Elements of Reputation Management

& il

Optimize Acquire Improve
Search Customers Experience

\ Virtuous Cycle /’
ATTRACT CONVERT IMPROVE

© 2019 by Reputation.com. Confidential and Proprietary.



https://www.youtube.com/watch?v=gS8mfftMsmQ
https://www.youtube.com/watch?v=gS8mfftMsmQ

Reputation Score

At a Glance: Your Organization’s Reputation and Experience Performance at a Hyper-Local Level

R

Your Score
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30 days ago: 692
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Industry Standard
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Kindred Healthcare

Kindred YHospital

O
Kindred( e

Services




#~ \Who We Serve

- Transitional Care Hospitals
Certified by Medicare as long-term acute care (LTAC)
hospitals.
AC ro S S - Deliver care for chronically and critically ill and medically
complex patients who require specialized and aggressive

interventions over an extended period.

th e Ca re . Inpatlent Rehabilitation Hospitals
Full-time rehabilitation, interdisciplinary care
management and 24-hour physician-supported care.
Rehab teams help each patient get stronger and more

S p e Ct r u m | independent, recover more rapidly and return home.

- Rehabilitation therapists
. Provide medically necessary rehabilitation care across a
full range of healthcare settings.
Bring recovery and improved function while supporting
the highest quality of life possible.

© 2019 by Reputation.com. Confidential and Proprietary.



= Reputation Management: A Key Digital Priority

Kindred’s mission is to promote healing, provide hope,
preserve dignity and produce value for each patient,
resident, family member, customer, employee and
shareholder we serve.
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= Reputation Management: A Key Digital Priority

Director
of Reputation
Management

Oversee the program

Provide new hire and maintenance training

Location leadership (CEO, CCO, Director of Quality)
Sales users
Reputation Champions

Meet with internal stakeholders regularly
Monthly/quarterly reporting and outreach

Champions

Location leadership
Division leadership
Inactive locations outreach
Positive review outreach

Quarterly Champion update calls
Maintain business listings

© 2019 by Reputation.com. Confidential and Proprietary.



= Reputation Management Strategy

Kindred’s
Reputation
Management
Program

© 2019 by Reputation.com. Confid

Review and Social Listening

Positive review capture goal: 5% increase YOY

Managed by: Social Media and Reputation

Management team
Review Response

Response rate goal: 85% response rate

Response time goal: 12 hours

Managed by: Reputation Management team
Business Listings

Weekly updates

Managed by: Reputation Management team
Reporting

Provided monthly and quarterly

Reputation Score goal: 1% growth

Managed by: Reputation Management team
Review Usage

Internal and External Use

Sales Use

ential and Proprietary.



£+ Business Listings Strategy

- Weekly updates to ensure 100% accuracy
Regular audits of N.A.P. and images associated with listings
Optimized images

- Optimized description

Listing Views Clicks to Phone Calls

©  1924m om0 S 2364k
Clicks to Directions Clicks to Website

®@ 7364k e L 3066k
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s Reviews

1. Review Monitoring and Responding

a. Social Listening
- Reputation.com
«  Sprinklr
b. Responding
a. Instances where ORM team does not
respond:
—  Excessive profane language
— Threatening or harassing language
— Death attribution
—  Lawsuit or media threats

2. Requesting Reviews
a. Bedside capture

b. Personal-use device
c. Review request emails




£+ Reviews: A Case Study

Leadership
responds to ORM
team within
24 hours

Negative review is Negative review is Leadership begins
responded toon |, provided to > investigation into |
platform leadership allegations

Review is
Received &
Triaged

Positive review is Positive review is Positive review is Leadership
respondedtoon |, shared with shared by recognizes
platform leadership leadership employees

© 2019 by Reputation.com. Confidential and Proprietary.



£ Reviews: Turning a Negative to a Positive

You have a new Negative review

2} Google

wivirfrdr 100

The nurses and aide
the patients. Howeve
raised toilet seat) an
of mobility in the hos
that. at this rate we w
have made no prog
gotten a shower (evé
up day). They have
are covered but the
are generic, no pict
ventilation-but the fr¢
moneytoputonas
that decor to make
services again. Woul
wouldnt have writte

from anyone who c3
to be more vocal.

You have a new Positive review

*hkkir 4055

Hopefully | successfully deleted my last review...| still believe the
nurses and aides are attentive and caring but | would now like to
add how quickly the administration addressed my concems and my
mother's needs. In less than 5 hours every worry | had was
addressed and resolved. | would like to thank Ann for her time,
patience and obvious commitment to a positive experience. No one
wants to be in rehab, but | do feel 100% confident in the care they
are giving my family.

m Google
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Reporting: Sentiment Reporting

Sentiment reporting is sent to divisional VPs, location leadership,
sales leaders, and Reputation Champions

Region/District E| Mar-17 Score Apr-17 Score May-17 Score Jun-17 Score Jul-17 Score Aug-17 Score Sep-17 Score Oct-17 Score Nov-17 Score Dec-17 Score lan-18 Score Feb-18 Score Mar-18 Score
= Chicago 632 645 652 658 681 682 676 682 696 700 708 709 700
= chicago 632 645 652 658 681 682 676 682 696 700 708 709 700
638 664 703 770 826 831 831 831 843 824 835 807 760

725 743 745 764 781 778 706 714 717 722 762 800 793

630 608 534 520 537 557 582 608 614 616 638 634 597

631 666 606 609 627 632 639 629 724 729 750 709 704

656 667 719 723 733 748 743 740 727 745 730 743 742

828 848 248 828 831 825 825 826 807 805 819 828 831

645 634 650 656 672 673 676 670 645 642 641 663 645

433 506 535 524 526 525 539 539 555 551 556 564 543

550 573 627 639 698 688 646 685 731 753 749 756 779

545 545 548 545 570 564 572 577 595 617 597 575 606

Flerida 553 563 556 553 578 581 506 589 611 628 647 635 644
Mid-South 552 558 546 537 555 558 568 583 589 5a5 615 622 628
+HTexas 617 624 628 626 548 652 672 675 608 703 721 726 721
H'West 500 500 517 510 519 520 508 503 513 522 531 542 538

summary 560 568 568 564 582 585 588 501 605 613 627 632 631



= Reporting: Operational Insights

Operational
insights are
provided

to division and
location
leadership

Staff

Sentiment

Volume

Impact

Nursing

Sentiment

Volume

Impact

Bedside Manner

Sentiment

Volume

Q

I —
-100 100

5,318 Reviews and Surveys

Q

G -
-100 100

2,152 Reviews and Surveys

Q

L R
-100 100

569 Reviews and Surveys

CNA Dio was great as well as all the nurses.

My nurse was helpful and attentive to my needs.

Everyone was very attentive, Diana cna was great.

The food has been pretty good as well which | found a little surprising for
a hospital and the kitchen staff is very friendly.

Kindred Hospital has a lot of great staff members that | can't remember all
their names but please know that all of you will forever be in my heart.

I'm very satisfied with the care here all of my nurses explained everything
to me.

All the nurses,techs, and staff have been so great while my wife has been
here.

The nurses, techs, therapy, wound care nurses and most importantly my
doctors, Dr Adamo, Dr Sharif, nurse practitioners Alice Perez and PA Brad
Muddy.

The nurses and techs will help you out.

The nurses and doctors were good and my loved one received good care.

| feel very comfortable knowing that my aunts it's with great people who
care for her, Its just an amazing feeling.

The Dr.'s are simply awesome and although | did not always agree with
everything they listened to my concerns and worked with me by being
very personable and human.

Everyone was so helpful, wound care, doctors, ambassador, nurse,techs
every question explained, kept up to speed on everything.

© 2019 by Reputation.com. Confidential and Proprietary.




= Reporting: Word Cloud

medical support

truly .
h ’ kindness recognize
check

chris nursing staff ww smeve *mie  outstanding recommend god
lerful ~~ Pprofessional doctor amaznig =
team friend klnd michelle Ca re —— : i frl(
9 (.:na ki n (‘I I"Qf‘l love attentive ™ . Jo y 4

rude

resplratory

ﬂ'"e‘“""e right The Word Cloud Insight Report
|elp P o is provided to location and sale leadership

jim hUSband robert north €Xperie
todd far f .y = at
acilit
cellent ™ the > mother  actity
service comfortable happy (oo sy rehab tina e PrO p
= c : . ; compassionate
wife 07" appreciate “  dad especially everybody o -~
therapist ;4 wound care (. SOMuch mis
' be ~ employee 3 few issue extremely Manager UHE ing
mily member sicter  heart scott  staff member : ik ndiat
- grandmother word housekseping Pt Suwmero = medication
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= Reputation Score: Accountability

Reputation Score is
above the line on the
hospital division
balanced scorecard

Yearly, quarterly, and monthly
goal setting

Hospital Division
Balanced Scorecard

HOSPITAL DIVISION
Year to date - November 2018

STIC

EBITM ($000) 40%
$104,653 / $93.665

Kindred |

95 / 102

ervice : Would You R
81.1%/ 67.2%

FS Blood Glucose
69.2%/ 69.2%

ADR Acceptance Rate %
86.0%/ 87.6%

Total Labor Cost PPD

$777 8758

People Quality Growth Efficiency Capital
10% 20% 12.5% 7.5% 10%
S -
Clinical Quality Index Compliant Admissions Operating Cost PPD Total AR Net PIP and Cost Report
11.9/11.6
CEO & CCO Turnover eputation.com Compliant Revenue % Variable Costs PPD
25.00/ 31.16 \ 58371645 I j 94.2%1 94.5% $799 /$780

Legend

cedaco

Maximul m Achieved
Hetween Maximum & Taiget
Between Target & Minimum
Below Minimum

Not measured for this perlod

Run Date: 12/17/2018 10:34:16AM



#+ What Success Looks Like
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To Filter: click a bar to see related activity below

2013 2014 2015 20186

M Positive [ Meutral [l Megative -8 Awerage Rating

= Review volume grew 10%
= Reputation Score increased 5%
«  Employee review tracking: be the employer of choice

= Listings accuracy improvement

Significant growth in clicks for directions
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= Beyond the Review

Leadership teams, champions
and sales leaders are encouraged
to practice positive review
amplification

— Positive review monthly outreach to various locations
— Leadership teams use reviews for employee recognition programs

— Training teams on how to extend the life of a review through
sterilization and collateral creation

“THE TEAMS HERE ARE ALL
ABOUT HELPING PATIENTS”

“My aunt was recently discharged from Kindred Hospital Los Angeles.
During her stay she was treated with dignity and care. After overcoming a
series of illnesses she now has her health restored. Without the help of the
awesome doctors at Kindred I'm sure we would not be planning a recovery
celebration for my aunt. The teams here are all about helping patients
progress to the next level and not just stabilizing them. My family and I are
extremely grateful for this facility! Needless to say, my aunt is overwhelmed
with gratitude and now she can celebrate her recovery and those who
helped made it possible.”

Google ® May 12, 2017

KindredYHospital

Los Angeles

© 2019 by Reputation.com. Confidential and Proprietary.




Future State

Review requesting via SMS
Google Q + A

Insights used to diagnose trends and make operational
Improvements

Ticketing
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