—

CONNECTIONS i1t

Health Care Strategy & Market Development

Responding to the Mental Behavioral
Health Crisis Using Methods from
the World of Innovation

Tricia Geraghty, Chief Marketing and Experience Officer
Kim Cronsell, MD, Associate Chief Medical Officer for Digital Health

®

)

Children’s Wisconsin AHA Events
O



Learning Objectives

= Introduction to research methodologies and human-centered design
= Understanding parents’ role in mental health decision-making

= How to apply insights to marketing, strategy and operations
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This year, 1 in 5 kids will face a
mental & behavioral health disorder.

Wisconsin kids are hospitalized at
a rate 4 times the U.S. average.

As many as 80,000 Wisconsin
children ages 9-17 will have a
mental health issue that requires
freatment.

Untreated mental and behavioral iliness stands in the way
of every dream we have for our children.



Most mental and behavioradl illnéss‘es start in childhood.
But treatment usually does not.

but on average
It fakes more than
10 years before
treatment is received.

Symptoms often
appear before the
age of 14...




Hypothesis for the delay

« Stigma

» Parental resistance
* Not diaghosed

* Navigating access
« Wait list




Let’s play a gamel
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THE MOST EFFECTIVE OF ALL
HUMAN FEARS WHICH OFTEN
PREVENTS THE DEVELOPMENT

OF FULL POTENTIAL IS THE
FEAR OF FAILURE AND THE
FEAR OF SUCCESS.




e Inferviews

» Journey Maps

R N T
e Jobs to Be Done
OUI‘ 'I'OOIS * Validation Sessions

e [feration and Innovation




Inferviewing * 60 - 90 minute interviews
families * In-home, at Children’s, or via Zoom

* Help them remember the moments

« “Tell me the story of that day”

 Note their...

* Feelings, Thoughts, Actions, Touchpoints



What is a journey map<

A journey map Is a visualization of the process that a person
goes through in order to accomplish a goal.

Timeline
of actions
+

Thoughts
and feelings

>

CALL
ORANDMA NURSE
GO0O0LE TRIAGE LINE
SYMPTOMS
PARENT “BAG st
OF TRICKS"

GIVE
TYLENOL ASK

TAKE
TEMPERATURE QUESTIONS

MONITOR
DISPOSITION

DIsCuss

OF CHILD  yi1i PARTNER  CALL NURSE

FRIEND

DISEQUILIBRIUM

Something Is wrong Confusion & Pressure Crowd-sourcing

I kny hi “Oh, it's fine”
owmyc“ i O % me "Who and what
and something o8 oA nato?
"OMGI* g

soff...”

PROXIMITY TO WARM COMPETENCY Lru

EXAM
CAPTURING THE
NAVIGATE KEEP GOING
ARRIVAL HISTORY AL WITH MY DAY FOLLOW-uP
DISCHARGE CALL AT
INSTRUCTIONS
Gor0 HAVING

PACK FOR THE VISIT
WAIT, BED GONE

DO SOMETHING,
WAIT

MAKE A
RESERVATION

ARRANGE

CHILDCARE
MAKE FOLLOW-UP

WAIT, WAIT, WAIT
APPOINTMENT

ADMINISTER
MEDICATION

SEND MYCHART GET THE

PACK FOR
MESSAGES BILL

OTHER KIDS KEEP
(10 60 TO CHILDCARE) UPDATE STATUS ENERGETIC
(SOCIAL NITWORK, KIDS CALM
UPDATE

CONFIRM
SOCIAL NETWORK

WHERE-TO-GO CHECK-IN

COMPARE SYMPTOMS o

TELL
(MY CHILD'S VE. OTHER
CHILDREN'S) PRESCRIPTIONS

SOCIAL
NETWORK

RECOVER & REFLECT

KNOWLEDOE OAP HANDOFF MY ANXIETY
We're going Packing them up The waiting room The pharmacy Home (at last) The follow-up call

“Demeanor of
staff made me
feel calm.”

“Did | do the
right thing?”

“This is taking
forever.”

Dol ) d
o | reclly nee “Yayi”

to be here?”

*Do we have

“Dr. p =
Dr. Mom failed. everything?”

REASSURED

]

EVALUATE MY
REACTION

“How | feel about
what | did Is how | feel
about Children's”

o

Reflection

"Would | do the
same thing again?”
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Understanding

Jobsto-be-

A rich framework for
understanding what
motivates a person t
“fire” new products a
services:

Done

truly
o “hire” or
nd

e Emotional, social and

functional jobs

* Forces that help and hinder

 Circumstances that factor in

PROGRESS-MAKING FORCES
PUSH PULL
of thesituation of the newideal
Existing New
Behavior Behavior
HABIT HESITATION
of thesituation of the newideal
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PARENTAL ENERGY

My kid is struggling;
what's going on?”

* New school,

+ Grade chonge.

* Moving.

* Bullying

* Divorce

+ Child cries frequantly when

going %o bed or fo school

+ Child struggles with

extracurriculor ochivities

First Thoughts
A Problem Emerges

*Is this normal? What
can help?*

NORMAL

+ Schedules sockal octivities
» Eliminates exiracurriculors
» Tolks to school (especially

school counsalors)
Tries things out of home

*Talk Time" and “Love & Logic.”

Tolks with othér parents

+ Talks with close relotives

Passive Looking
Experimentation

"My tools aren’t working.
We’re nol making progress.”

* Child doesn’t improve
« Annual weliness visit: brings

up concemns and recaives
o referrel (or doesn, but moybe
should hove)

+ HOs conversations with pariner.

+ Conlinues experimenting

« Survival moda through school yeor.
+ Pouses during summer break

Event 1
Growing Frusiration

“Running out of oplions.
Is this the right choice?”

Q

VERY LOW

« Recelves referral from pediatricion

If they ask and padialricion
volidoles concems

« Some parents don’t ask pediatrician

becouse *“They're for physical stuff.*

» Seorches online
* Asks friends and fomily.

Asks their own theropist

Active Looking
Parsonal Limits Tested

“f've reached my limif.
I need this for me.”

+ Cumulative bafties come 1o a head.
+ New school yeor; same probiems.
+ Exhoustion day offer day of dealing

with *Same oid, some old.”

+ Volidation from pediatrician, poriner,

close relofive, or peer

Event 2
Breaking Point

*What's the best fit?
Where can | get in?*

* Overwheimed by oplions

* Hours and hours of affort

» Calis insurance

» Browses theropist wabsites

» Tries 1o make sense of clinical longuage
» Talks with child: *This is for both of us

Mom needs this.”

Deciding
A Very Difficult Puzzle

33N

*The rigmarole. Waiting
is the hardest part.”

+ Calis providers, gefs voicemalls
» Woits for calibocks that offen

don’t hoppen

* Gives up hope for o good fit
* Drops everything when collbock

finally comes

* Woitlist is devastating
« Struggles 1o rearrange schedules
+ Overwheimed by unknowns

Buying Moment
Scheauling Let Down
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Key Insights
« Parents schedule because they reach a personal [imit in energy

« Parents schedule because someone — often a pediatrician- validates
their concern

« Stigma was not a major barrier

. Patrt_ents feel enormous relief when they find the right therapist and care
setting

. TheI lack of available options and lack of support in navigating care are
rea
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- JIBD: Parent Capacity

— e JTBD: Connection &
. |
Primary JTBD Suppor

« JTBD: My Kid’s Future




Hypothesis for the delay:

* Stigma

» Parental resistance
* Not diaghosed

* Navigating access
« Walit list




What we learned:

Stigma

Parental resistance capacity
Not diaghosed

Navigating access

Wait list
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Overwhelm
and decision fatigue



Simplify our web presence

Organizing information

e There can be a lot of information families receive, and it
can be difficult fo know how to priorifize it.

Overwhelmed by content

e Less content can be better, if it means the important
information is actually read.

Mental and
Behavioral Health

You're in the right place

When your child is having mental health concerns, the

world feels heavy. As a parent or guardian, you might
be feeling worried, frustrated, exhausted, or even

helpless.

At Children's Wisconsin, we are here to help you carry
the weight of your child's mental health struggles.
There is nothing too big or too small.

Call (888) 555-5555 to schedule an
appointment or complete our intake form.




"My kid Is struggling; *Is this normal? What "My tools aren’t working. “Running out of oplions "I've reached my limit. *What's the best fif? ‘The rigmarole. Wailing
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2 W | w |
i VN, % %N %
=
& . NORMAL ‘ . NORMAL ‘ . Low ‘ VERY LOW ‘ cameaL DEPLETS
o
: B L | » g B |

E * New school, + Schedules social octivities. + Child doesn’l improve. « Recelves referrol from pediatricion + Cumutative batties come 1o a head. * Overwheimed by options, « Calis providers, gets voicamalls,
$  Grode change. » Eliminates extracumriculors. « Annual weliness visit: brings If they ask and pediaricion « New school year; some problems. + Hours and hours of effort « Waits for calibacks that oflen
+ Moving. « Tolks to school (especiolly up concerns and receives : ' + Exhoustion day offer day of dealing « Calls insurance. don’t happen
« Bullying. school counselors). el K T el e e with *Same oid, same old.* S Heoaone et webaiies « Gives up hope for 0 good fit.
* Divorce. < I;:;m m?m Logle.” « Hos conversations with partner. « Ssorches online. : wml “tom“p;c:rlclon. poriner, « Tries 1o maka sense of clinicol longuage m"; mﬂﬂ when collbock
of mm‘ww * Tolks with other parents. + Conlinues experimenting. * Asks friends and fomily. = mm*:‘w"h dii':?s'mS is for both of us. « Woillist is devastaling,
« Child struggles wih « Talks with close relatives. * Survival mode through school yeor. * Asks their own theropist. » Struggles fo rearrange schedules.
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Redesign navigation

o Establish dedicated MBH access center

,MChildrgn's

(414) 266-2000

Mental and
Behavioral Health

Patient rafing
*hkkxd 47
Mental and behavioral health

You're in the right place

When your child is having mental health concerns, the
world feels heavy. As a parent or guardian, you might
be feeling worried, frustrated, exhausted, or even
helpless.

You're in the right place Call us

When your child is having mental health concerns, the world feels heavy. As a parent or (888) 555-5555
guardian, you might be feeling worried, frt d, exh d, or even helpl

At Children's Wisconsin, we are here to help you carry
the weight of your child's mental health struggles.

Our specialists There is nothing too big or too small.

At Children's Wisconsin, we are here to help you carry the weight of your child’s mental heaith
struggles. There is nothing too big or too small.

Call (888) 555-5555 to schedule an appointment or complete our intake form. ) Locations

Call (888) 555-5555 to schedule an
appointment or

(=9 ) Request an appointment




Detecting problems sooner

o Fullintegration of mental and behavioral health
services at every primary care clinic “Change the
Checkup”.

o 93.3% of eligible kids received suicide screen in
their pediatrician’s office in 2022.

o 7,230 kids screened positive for mental health
concerns in our Emergency Department and
Trauma Center — cases may have otherwise
gone undetected*.

\ *Oct. 2018 — end of 2022



Therapy

Psychiatry

In-Person MD: 0-5-years:
7-12 months 10 months

Telepsychiatry: 6-years+:
4 months 6-9 months

Testing
12 months




Increasing access

o Craig Yabuki Mental Health Walk-In Clinic
— and the Mental Health Connections
Clinic — now in four locations

o 20 full-time Integrated Mental &
Behavioral Health staff

« 15,000 therapy sessions to children in
schools through our school-based mental
health program (2022)




Starting a national conversation




Three Key Take-Aways

1. Remember the Fs

Things are not as they appear
Being certain is not the same as being right

2. Jobs to be done (JTBD) identifies the pull and the push
before a decision

3. Insights can change thinking and open up possibilities
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Questions?

Please be sure to complete the session evaluation!
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Tricia Geraghty, MBA Childrens

Chief Marketing and Experience Officer
Tgeraghty@childrenswi.org

Wisconsin

Tricia Geraghty leads customer experience, brand strategy, marketing communication
and digital innovation.

Children’s Wisconsin is one of the country’s top-ranked pediatric health systems,
including two hospitals, more than 40 locations statewide, and a 140,000 member provider-
owned health plan.

Tricia’s passion is making experiences—whether for customers, families, staff or caregivers--
more human and more connected. Tricia inspires her team to deliver five star creativity
and communication rooted deeply in customer insights and collaboration.

Tricia provides thought leadership on digital experience, brand and reputation
management and customer focus at every level of the organization.

Tricia has more than 20 years of executive leadership experience and an MBA from the
University of Chicago — Booth School of Business.
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Kim Cronsell, MD Children's

Wisconsin
Associate Chief Medical Officer

Medical Director for Digital Health & Experience
Kcronsell@childrenswi.org

Kim Cronsell, MD is passionate about using technology to transform health care,
redesigning around the child and family to create meaningful and personalized
experiences and improved clinical outcomes. In her position at Children’s
Wisconsin, she helps shape the vision and strategy of digital health and
experience across the Children’s Wisconsin enterprise.

Some of her current projects and accomplishments include physician leadership
and change management, research and implementation of digital care solutions,
telemedicine and online scheduling, extensive strategic and operational planning
for frictionless experience, patient focused care, provider engagement and
Innovation capacity.

Dr. Cronsell earned her medical degree at Loyola University Chicago and
completed her pediatric residency at Children’s Wisconsin.

Society for Health Care
SH S M I] Strategy & Market
Development™



mailto:Kcronsell@childrenswi.org

