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Humanize
experience feedback
with video

Medallia

Harness the power of video by gaining authentic, human feedback with speed and scale. While text and transcriptions
are helpful, hearing and seeing patients, families, and caregivers during key moments of care delivery offers much
more.

Rich with insights, video provides 6x the information than an equivalent open text response approach. However, it has
been difficult to capture, analyze, and act on these insights at scale. Until now.

Medallia LivingLens’ HIPAA compliant platform allows healthcare providers to easily collect, analyze, and share video
feedback so you can use insights to act on the critical needs of your patients, families, and care teams.

I Faster, richer feedback in real time

“Images and video bring [patients]
to life, helping stakeholders

With 93% of communication being “nonverbal” (55%
through body language and 38% through tone of
voice), video enhances the mix of direct and indirect

experiences by integrating sentiment, emotions, and esta b I |S h a conn ectl on Wlth th em
body language.'
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frontline care teams to the executive team—can extract I nto d ay'tO'd ay a CtIVItI es.
meaning to make better decisions and take action in
real time. Humanize Feedback to Drive VoC
Engagement and Action
When combined with other signals you are collecting IS e, Desemiier 201

and analyzing, LivingLens adds a deeper dimension to

patient engagement.

I The Power of Video

It’'s How People Delivers Creates
Communicate Richer Insights Compelling Stories

o/ of all consumer internet more words in video o/ of executives say they
8 Z O traffic will be online 6X responses compared to an 5 9 O would rather watch a
videos by 2022.2 open-end text response.® video than read text.*

" https://www.lifesize.com/en/video-conferencing-blog/speaking-without-words

2 https://www.fiercevideo.com/video/video-will-account-for-82-all-internet-traffic-by-2022-cisco-says
3Dowling, Zoe and Kuegler, Stefan. “Unravelling the Mystery of the Video Respondent.” 2016

4 https://seattlewebsearch.com/2017/03/executives-prefer-to-watch-video-than-read-text/



I How Medallia LivingLens’ HIPAA compliant platform works

Better understand patients, families, and caregivers by adding video to their journeys and experiences.
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Uncover what matters most

We would like to know more about your experience and the reason
for your score in a short video or in the text box below.

# 'm just really frustrated because | waited for a very long
time in the waiting room with my screaming baby. | had an
appointment and was on time, but waited for over 1 hour
before someone brought me into an exam room. Nobody
came to check up onme... = Once | got in the Exam room,
the nurses were somewhat helpful and had a good attitude
but not very apologetic to me.

Get deep insights with rapid, automated multilingual
speech-to-text that provides transcriptions for each video
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