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Today's agenda

. Traditional Grateful Patient Outreach

. University of Utah Health

. U of U Grateful Patient: Then & Now
Partnership: U of U Health and StoryCause

. Results and assessment — FY ‘23
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Traditional Grateful Patient
Outreach

Traditional grateful patient outreach yields

minimal results:
o .4 -.6% pledge rates
o $45 average gift

And you don’t know why someone gave - how did
the hospital help them? What kind of experiences
did they have? Is there a doctor, nurse, caregiver

that was particularly meaningful to them?
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S Uuccess Prepare  Permission.

 Sustainer ask.

Second gift * Retention plan.

strategy
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Oxytocin is typically linked to warm, fuzzy feelings and shown in some research to lower
stress and anxiety. Oxytocin has the power to regulate our emotional responses and
pro-social behaviors, including trust, empathy, gazing, positive memories, processing of
bonding cues, and positive communication
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LET'S TALK STORY IMPACT

RETENTION REACTIVATION NEW DONOR ACQUISITION

80% 35% 90%
70% 30% 80%
60% 25% 70%
50% 20% 60%
50%

40%
15% 40%

30%
10% 30%

20%
5% 20%
10% - 10%
0% 0%

2nd Year from Multi-Year Multi-Year Recently First Second
New Donors Donors Lapsed Lapsed 6 Months 6 Months
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U of U Health -
Today

Excellence in patient
care, education, and
research—all in service
to the community —is
vital to our overall
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Q) access 2 e
855 3,200 ) 12

Telehealth Sites Providers
10%+ 2,600 22 $282K
Of Continental US Nurses (full-time)
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é,: _ DISCOVERY @ EDUCATION

‘I 58 9 4 !’ v College of Health
v College of Nursing
1 462 v College of Pharmacy

i+ Eccles Health Sciences
Health Sciences . Library

Professionals Trained )
4 54 in 2022 v School of Dentistry
'

.+ School of Medicine

All figures are FY22 unless
otherwise indicated. SyS fem Summary | 20

? HEALTH

UNIVERSITY OF UTAH ©UNIVERSITY OF UTAH HEALTH



"With clinical revenue, tuition,
research funding, and state funding,
we are a good organization.

Philanthropic dollars make us

'II

great!
Dr. Michael Good, CEO
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Philanthropic Donations Received

300

225 $207.5M

$177.9M $176.3M

$156.4M

150 $135.2M

$117.5M

$101.3M

75

FY 16 FY 17 FY 18 FY 19 FY 20 FY 21 FY 22

AHP ANNUAL
In(’gernatlonal
N

| |
8 CONFERENCE

? HEALTH
©UNIVERSITY OF UTAH HEALTH

uuuuuuuuuuuuuuuu



PATIENT SATISFACTION SCORES

All facility national benchmarks for University of Utah Health providers
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300
15%
26%

100

Number of providers who received 30+ surveys

2010 201 2012 2013 2014 2015 2016 2017 2018 2019 2020 2021 2022

%/ Providers in the top 1% M Providers in the top 10% Number of providers who received 30+ surveys
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Source: Patient Experience Team, University of Utah Health, January 2023
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Academic Medicine Philanthropy

80% of gifts come from

individuals who are not

alumni or staff.

They come from patients and

their families.
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Why do patients give?

© Forjoy and giving thanks

part of recov /heahn

115 ek .alo
o TomakeKHOFIE y.

Consider this..

The mordilf Mbg%tpethg the

greater the mcﬂ@eﬂ(ﬂnmn ggk, and the

greater satisfaction a donor receives from

expressing that gratitude.
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Then: Prior to 2022

o Physician Referrals to clinical major gift

officers.
o Lacking broad-based program.

o Quarterly Doctors Day — print appeals
Low response rate.
Poor ROI on one-time acquisitions.

No digital footprint.

o Shift came with our COVID appeals.
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Now: Institutional Goals & Priorities

Goal: Develop increased philanthropy & donor pipeline from grateful patients for

U of U Hospitals & Clinics and their priori*

Capital & Equipment

© remodeled & expanded clinics

o state of the art equipment & spaces
Caregiver & workforce support

o COVID response & impact on workforce
©  Open positions mirrors national trends

. . . . AHP ANNUAL
© Continuing education, scholarships, and emergency employee needs. 2 international
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Philanthropy: UUHC Priorities

Emerging community healthcare needs

© Intensive Outpatient Clinic —

Population health model
©  West Valley Project
Patient care

© Expanding & creating

new care programs

© Support for patient needs
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Here For You Fund: Hospitals and Clinics

? HEALTH
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University of Utah Health

©  Support the top priorities and

Here For You Fund

rapidly changing needs of the

Choose Amount

\' 19 ‘\ ‘ $10 \ [ $29 1 [ Other 1
ET— Hospital
o ©  Build the future of medicine.

Email Address *

procesdtapayment ©  “We are here for you!”

AHP ANNUAL
2 International
® CONFERENCE

? HEALTH

UNIVERSITY OF UTAH ©UNIVERSITY OF UTAH HEALTH



Giving Framework
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4. Partnership:
U Health and
StoryCause
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o

e : Partnership

. U of U Health

StoryCause
Work across advancement O Creative — monthly delivery
services of print and digital appeals
Prospect lists from Epic O Phone calls to modeled

Here For You Fund page and

gift processing. o
Digital Asset
Reporting dashboard

Stewardship & qualifications

patient prospects each month

Pledge reminders — expired

cc’s & renewal pledges



Y E S.)JI | WANT TO BE THERE
FOR U OF U HOSPITALS AND CLINICS
BECAUSE THEY'RE HERE FOR ME.

Learn more about giving online
uofuhealth.org/giving/HereforYou

<<Custorm Mail Namel=>
=<<Custorn Mail Name2=>

=<Preferred Street Namel>>
=<<Preferred Street Name2=>>
<<Preferred Street Name3>>
<<Preferred City==, <<Preferred State>>
<<Preferred ZIP>>

Gold medal treatment
that’s not just for

Olympians

Love,u?

RECURRING MONTHLY PLEDGE OF:

0$19 or 08 for one year

OR

ONE-TIME GIFT OF:

0$25 o$50 oS00 o$500 oOther$

GIVING METHOD:

oCheck (Payable to U of U Hospitals and Clinics) - Memo Line: HFYFund
o Online at: uofuhealth.org/giving/HereforYou

oVisa o MasterCard o Discover o American Express

N Ay Y iy I

Card number Expiration date

Cardholder's name
o Make my gift anonymous. ol would like to plan an estate gift.
If you recently made a gift, please accept our thanks.

Appec! #06313
1D number]

‘ Craig H. Neilsen Rehabilitation
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said [ would go to the Universit
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nd at the top of my sport - having just won Team
s 2 BMX athlete. I couldn’t wait to start training for

things a year, I was more than ready to compete in
likely be my last chance to secure another Olympic
e competition as the number one seed, so close to

don’t remember much about the days after as I
ffered multiple injuries to my brain and my body. I
rack, and emergency crews had to open an airway.
aralyzed.

I do remember ending up at University of Utah Hospital a weeklater and subsequently its

Hospital, both part of the Team USA partner network of

\] hospital facilities. I had complete faith in the Team USA medical network, so when they

y Hospital, I trusted I was getting the best possible care




Grateftul
Patient:
Calling
Campaign

To call or not ...
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Area of service
Distance traveled
Last encounter date
Net promoter Score
# of encounters
Wealth screening

Age

Modeling



Donor Stewardship

First-time
donors
Thank-you cards

Key message:
Thank you for
joining us, your
participation is
valued

All donors
Thank you video

Key message:

Thank you for
being here for us,
you are making
such a difference to
our teams.

Leadership level &
high cap donors

Thank you calls

Key message:
Thank you, what
about your
experience with U of
U health inspired
this gift?
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Here For You Fund

Thank you for your generous gift!
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5. Results




Results (Nov 2022 - Aug 22, 2023)

o Totals
Gifts Raised and Pledged $ 125K
Donors to HFY Fund 741

o Average Gift/Pledge $ 104.%
One-time gifts 88.39 %
Pledges 11.61 %

o New Donor Pipeline
New to U of U Health 50.05%
New to U of U 50.08%
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Solicitation Method: Source of Gifts and Pledges

B Calling Program

m Digital

B Direct Mail
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6. The Future




Growth Plan Economics

$900,000
$800,000
$700,000
$600,000
$500,000
$400,000
$300,000
$200,000
$100,000
$0
-$100,000 2023 2024 2025 2026 2027
—Revenue ——Cost =—==Net Revenue
o3 oo o Joo26 o027
Revenue $103,000 $251,853 $400,166 $601,449 $826,391
Cost $117,420 $120,942 $124,571 $128,308 $132,157

Net Revenue ($14,420) $130,892 $275,595 $473,141 $694,234



Microsite

THE UNIVERSITY OF UTAH HOSPITALS
AND CLINICS ARE HERE FOR YOU



https://grateful-patient.storycause.com/
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‘We work hard to make you feel special and treat you with dignity. We
do it for everyone—no matter their background, income level, or
health concerns.

and Chmcs—huw we tzke service and patlenl outcomes to heart.
Though we have a national and international presence, we really
focus on patient care in our region and community. We go above and
beyond to reach underserved populations, ensuring every patient gets
the proper care at the right time and right location. It's our promise to
them.

Despite more than two decades in health care, I have been impressed
by the incredible teams at University of Utah Health. Our
professionals care deeply not only about patient care and your
experience, but also about the connections to research and teaching.
It’s one of the many reasons for 13 straight years, we've ranked in the
nation’s top 10 for quality among leading academic medical centers.

But we want to keep pushing the boundaries—to do better for you,
your loved ones, and our community. We’re honored to have you
with us on the journey.

Thank you for entrusting us with your family's care,
Gina Ftauly

Gina Hawley

Chief Operating Officer

University of Utah Hospitals and Clinics
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Medical fees provide exceptional care.
Philanthropy empowers us to elevate it higher.

Dear [NAME],

You just paid the bill (or are still paying it), and now you're being
asked for more. While it sems not 1o make sense, i’ important o

AMongSt e best i (he-mation at U oF U Heath. Phalanthropy can
make sure it is always there for you, for our neighbors, and when we
need it the most.

Dr. Mike Good, our University of Utah Health CEO, likes to play on
his name by saying,

“With clinical revenue, tuition, research funding,
and state funding, we are a good organization.
Philanthropic dollars make us great.”

Your donations allow us to focus on improving patient outcomes,
maintain facilities that match our quality of care, and support our
healthcare providers through staff wellness initiatives. Your
philanthropic support allows us to respond to urgent needs better and
‘meet the community's needs. As a result, University of Utah Health
has consistently ranked in the top 10 nationally for quality of care.

} Most impostatly, phllzml\mpv ives s the agility o espond

new epace for NICU familes, including private slecp rooms, laundry,
showers, and kitchen space.

University of Utah Health is unlike any other health system in the
Intermountain West. I have scen the dedication of passionate
healthcare professionals who are also training future specialists and

- - -
researching complicated diseases. It takes everyone’s contributions to
build a healthier future for all of us in our growing region. .
Grateful for your partnership,

Briaw Daua Philanthropy empowers us to elevate it higher.

Brian Da

Senior Director, Advancement
Hospitals and Clinics

University of Utah Hospital Foundation

Learn how we are
Here For You.
AHP ANNU Dear [NAME],
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' | Next Steps

Vendor renewal with StoryCause which includes two five-

year gift flow projection analysis

Assessment with internal Advancement Services and
Marketing & Communications partners for improvements in

quality and processes

Continued buy-in and use cases for Here For You Fund with
UUHC leadership: crucial for renewals and making the case

for support

Assessment of stewardship plan implementation and our
success in developing a pipeline of donors for the Here For

You Fund, and for handoffs to the clinical areas. =
Iné:ﬁrnational
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Questions?e

Simi Khurana Jay Finney
Director, Annual Giving / Grateful Patient Vice President
University of Utah Health StoryCause
Sameksha.Khurana@hsc.Utah.edu Jay.finney@storycause.com
www.linkedin.com/in/simikell www linkedin.com/in/jay-finney-0258331/
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