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The Keys to Staying Competitive
in Today’s Healthcare Market

Aging Populations and Cuts in Public Healthcare Funding are Driving

New Levels of Competitive Pressure

s global populations continue to age and govern-

ments continue to cut back on public healthcare

funding, the ability to strengthen clinical capabil-
ities, patient outcomes, and process efficiency is rapidly
becoming the battleground on which competitive strat-
egies are being fought. Find out what can be learned
from the U.S. market, the largest, most competitive
healthcare market in the world, to strengthen compet-
itiveness within a given healthcare system.

The Size Counts

Becoming larger — whether by acquisition, merger,
or entering into joint ventures — confers a number
of competitive advantages, including the ability to
leverage economies of scale, strengthen bargaining
position with payers, and provide additional services
through the verticalization of managed care programs
along the supply chain.! It’s little wonder that mergers
and acquisitions in the healthcare sector are growing
every year.2 Both horizontal and vertical consolidation
are up significantly. Surveys show that U.S. hospital
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managers see the verticalization of outpatient services
and post—acute care as a way to improve patient
outcomes and increase market share and revenues.?
The most common objectives of healthcare partner-
ships in the United States are to: increased market
share, improved operational cost efficiencies, improve
financial stability, expand geographical coverage, and
strengthen payer negotiations.

It Pays To Be Where the Patients are

The U.S. healthcare market is moving quickly toward
greater overall outpatient care. Retail and walk-in
clinics offer convenient and accessible primary care
as an affordable alternative to emergency room visits.
Demographic targets call for half of all Americans to
have a CVS MinuteClinic within 10 miles of home.*
Following their success in the primary care market,
retail clinics are now looking to expand further into
chronic and specialized care. Rather than see this as a
reason for worry, far-looking hospital managers see an
opportunity. Many providers, for example, have already
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entered into partnership agreements with players such
as CVS and Walmart. The establishment and develop-
ment of outpatient networks is particularly attractive
for healthcare providers.

Leave the Customer Satisfied

In the U.S., since 2012, a growing portion of hospital
reimbursements has been tied to Hospital Consumer
Assessment of Healthcare Providers and Systems
(HCAHPS) scores. HCAHPS performance will deter-
mine up to 2% of all Medicare payments for hospitals
and health systems by 2017.5 The projection is that
this amount will increase in the future. Investment
in modern medical technology can make a particu-
larly important contribution to patient satisfaction.
Rapid and accurate diagnoses based on technology
can enhance the competitiveness of an institution.
Innovations in IT infrastructure contribute to patient
satisfaction as well. While patient satisfaction is a clear
marker for competitiveness, it's important to weigh the
need to keep patients happy against the need to keep
them healthy and the need of institutions to remain
financially sound.

Smart Personnel Management Is a Smart Move

Nearly 70% of health workers worldwide are concen-
trated in Europe and North America.” Still, even in
industrialized countries, skilled healthcare profes-
sionals are hard to find. Not surprisingly, tech solu-
tions are already proving their value. Effective hospital
staff management today requires that all processes
be optimized and calls for improved individual skills
management and investments in safe, user-friendly
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Hospital Expenditures Account for 2% - 4% of GDP in most OECD countries

“ THE FINANCIAL RISK FOR NOT
GIVING PATIENTS A GOOD EXPERIENCE
NOW BECOMES VERY HIGH. HOSPITALS OR
PRACTICES THAT DON’T STAND BEHIND
THE FACT THAT WE NEED TO TAKE CARE OF
OUR PATIENTS BOTH BEHAVIORALLY AND
CLINICALLY STAND TO LOSE A SIGNIFICANT

AMOUNT OF MONEY.® ,’

Lori Kondas
Senior Director for the Office of Patient Experience
at the Cleveland Clinic in the United States

technology. Easy-to-use tech solutions help reduce
training costs, enable better staff rotation, and reduce
the need to hire overspecialized experts for individual
silos in the care delivery chain.

Cultivate Referrals

Practicing active referral management is crucial for a
hospital’s ability to influence patient flow. Referring
physicians should be viewed and treated as valu-
able partners. Refferers may be broken down into
categories such as frequent refferers, first time
refferers, local referrers or external referrers. The
most successful hospitals attempt to cultivate an
ongoing relationship with all referring physicians in
the catchment areas.
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In a Nutshell:
Six areas of focus most likely to
strengthen competitiveness

Size

Becoming larger — whether by acquisition, merger, or entering into joint ventures
- confers a number of competitive advantages:

« Ability to leverage economies of scale

» Strengthened bargaining position with cost payers

» More services in managed care programs through

verticalization along the supply chain

Customer Proximity

The trend toward greater overall patient care is growing. Retail and walk-in
clinics offer convenient and accessible primary care as an affordable alterna-
tive to emergency room visits. Furthermore, establishing outpatient networks,
verticalization of outpatient services and post-acute care, and telemedicine to
widen geographic coverage approaches are on the rise.

Patient Satisfaction

Investment in modern medical technology can make a particularly important
contribution to patient satisfaction. Rapid and accurate diagnoses based on
technology can enhance the competitiveness of an institution. Innovations in
IT infrastructure contribute to patient satisfaction as well. This includes meas-
ures that relieve staff workload, freeing up time for more patient interaction.

Staff Allocation

Effective hospital staff management today requires that all processes be opti-
mized and calls for improved individual skills management and investments
in safe, user-friendly technology. Easy-to-use tech solutions reduce training
costs, enable better staff rotation, and reduce the need to hire overspecialized
experts for individual silos in the care delivery chain.

Referral Base

Hospitals can best remain competitive with referrers through referrer surveys
that continually solicit feedback on an institution’s strengths and weaknesses.
Useful criteria include:

« Satisfaction with patient care

« Collegiality

« Professional cooperation

» Admissions management / appointment scheduling

« Discharge procedures

Ability to Invest

Leasing or rental-based opportunities are effective solutions to limited invest-
ment resources. They help hospitals avoid large capital investments and provide
funding based on readily calculable operating costs, which can focus on actual
usage - and hence on positive cash flow.

Read the QR-code to watch
a short video introduction
about the topic of
competitiveness in agiven
marketplace on YouTube.
w strengthen
competitivenesa in a
given matketplace
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Invest in Success

Without adequate profit margins to generate surplus
for investment purposes, hospitals enter a dangerous
downward spiral: necessary investments fail to
occur, which decreases competitiveness, and in turn
decreases surplus, preventing investment. Investing
in modern IT, staff training, high-performance equip-
ment, modern premises, and even contemporary room
amenities is the price of entry for competing in most
markets. Leasing or rental-based opportunities are
effective solutions to limited investment resources.
Overall, healthcare institutions are using smart finance
to improve planning, acquire state-of-the art tech-
nology, and manage cost-per-outcome in order to offer
high-quality care and service to patients. B
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