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Waystar Overview

Purpose: We simplify healthcare payments, so our clients and partners can focus on their
goals, patients and communities.

0
40% + +
of U.S. patients Providers Hospitals and health
systems
20+ 2.5b+ $200b
Years in the Annual Annual payments to
industry transactions providers

Ourvalues: Honesty Kindness Passion Curiosity FanaticalFocus BestWork,Always Make ltHappen Joyful, Optimistic + Fun
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2. Totango
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Building Waystar from the Ground Up

UNIFIED PLATFORM: COMMERCIAL + GOVERNMENT + PATIENT PAYMENTS

WAYSTAR CREATED STRATEGIC ACQUISITIONS

“nav/cure o connance PARO RECONDO Focused on
acquiring
innovative

1~ (OPATIENTCO = SaaS platforms
with

ZIRMED Ovstisri digitize. 3% eSolutions o

capabilities
2 S >

2017 2018 - 2021
20+ Years
Experience WHY WAYSTAR IS UNIQUE:
« All commercial + government payers + « Modern, elegant user experience
patient payments on a single platform

« Proven ROl and market-leading
+ Industry’s best technology, customer satisfaction
enabling continued product innovation

e
+.¢ Totango
Customer Success Summit: Teams 6



Client Success Focus Areas

In Client Success, we execute with fanatical focus on Client Satisfaction + Growth + Retention

and passion for our Team Members.

. Drive + Identify Act as a
p .CS.MI QEur:Iti)tidT:II%:t Measure ROI Proactive S:;Zigee:t Trusted
rinciples / Value Insights Advisor

Integrate Successfully Grow Concurrently

+ Multiple Platforms + CSM Team Member Growth

+ Multiple Data Sets + Client Insights Team

+ Best Work, + Totango Investment
Everywhere

:°% Totango

Build a Strong

Foundation

+ Long-standing,

Reference Clients

+ VOC Feedback
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Client Success Needs

Client Satisfaction Client Growth
and Client upsell and cross-sell
Experience efforts
Client Retention Team Member Experience
overall retention rate CSM Resources

Problem: With our complex client structures, our continual acquisitions of product
lines, and our growing CSM team, we struggled with understanding our Customer
Journey and building our unified workflows/playbooks.

Totango



“.. The biggest differentiator for me is
speed to value. From kick-off to go live
was 8 weeks. That is a phenomenal
path from entering into partnership to
realizing value in 90 days.”

- EVP, Waystar

Customer Success Summit



Customer-
Centric Data
Platform

Totango enabled Waystar’s
CSM team to be and
as the business
grew, and
for our

Totango

Consolidated
multiple views of a
customer from our

CRM into one

Implemented new
CSM workstreams
that were
previously
un-manageable

Empowered our
CSMs with Insight
into our
Customers as a
whole

Provided
leadership better
understanding of

our customer’s
journey
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Client Success
Workflows In Client

Totango , Engagement

—  These key workflows helped our
CSM team deliver on their goals Contract

Renewals Expansion
related to our focused areas:

Client Satisfaction + Growth +
Retention

— Totango’s technology has

helped drive At-Risk Reference
cross-functional Workflows Program

engagement through these
workflows

:°% Totango
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Waystar CS Pillar: Growth

Reference Program —— =

@ Scorecard "l canvas 5 Segments Wl Reports Q Assets D SuccessPlays « Campaigns

o Built a scalable Reference Program into

Totango that would streamline workflows for e S— S
new acquisitions ;
. . 62% 56% ’ 27%
o Easily track outcomes and successes via
touchpoints to identify Champions for Case % s =
Studies (M arketing) % On Hold References (#) % Claims Management References % Patient Financial Experience Referenc...
o Working to implement a strategic pipeline with / 28% - f 80%
Sales on upcoming Reference Needs and . .

Reference Candidates from Totango

Totango
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Waystar CS Pillar: Growth

H Product Road Coffee Chat
Product Campaigns B
DETAILS

o Common Feedback - Clients not
understanding our Product Mix / Product iR et e RecEmop Cefles chet
Capabilities

Hi & FirstName C,

O Part n erl n g Wlth M arketl n g to e n g ag e C | Ie nts I'm excited to share that our Waystar Product Management Team is hosting a new Quarterly Product Roadmap Coffee Chat series

starting on August 20th at 2 p.m. ET:

via Campaigns on Product Releases, and This Wil ncude the foowing

N « Discover the key industry trends shaping the future of the Waystar platform
C rOSS_Sel |/U p _Sel | O p po rt u n Itles » Explore Waystar's product vision, strategy and priorities for solving complex challenges in an ever-changing healthcare
landscape
. . * Gain visibility into how your feedback is influencing the roadmap
O Wo rkl n g to expan d Cam palg n S to Here is the link to the direct registration page where you can sign up: Register here.
H 1 H Pl let me k if h y 1
mid-market clients to drive engagement e
Thank you,

i CSM | client success manager
Waystar | simplify + unify your rev cycle

We're here to help during COVID-19. Visit our resource center to learn more.

Totango
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Waystar CS Pillar: Retention

Risk Management

o Implemented workflow to predict Risk
before client notification

o CSMs deliver proactive save plans that
have alignment and visibility on Retention
Strategy with measurable objectives

o Insights from Totango are shared with
Cross-Functional teams to manage risk

o 2021 Target Attrition Rate: 6.6%
e Actual Attrition Rate: 5.3%

Totango

= N
= <;WwWAvsSTAR Q

0. Client At Risk Criteria

penaities if they don’t wor
o Products: Hospital Charge Integri
© Total MRR: ~$21500
= Recent Go-Lives: (Charge Integrity) 4/m/22
© Cases of Note:
= None at this time
o Client temperature:
= Below Average
= Lack of rebilled ROI from Charge Integrity

(o}

@ & o @ woystar

< 0 ACCO
= % B [
AllAccounts v Status: At Risk Status v 6 Stages v Collapse All Wrap text B Edit Column: S Q
Page Size:10 v
Name At Risk Status CsM Health rank MRR AtRisk Status...
v 1-90fg € D>
A t: - —
candi
® Poor $6720105 Stakeholder Turn.
Caleb Wit..
® Poor $449517.70 Transaction Volu.
ther .
® Poor $84816.45 Competitive Thre.
3
icts
OVERVIEW TIMELINE PLAN ASSETS °
Plan Summary i Bre
* High-level summary: Has bee! tly in tent utilizer of o tions. This existed in Cl and crossed over ta
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Waystar CS Pillar: Retention

Contract Renewals

o Prior to Totango - No digital tracking of
Contract Information
o Implemented Renewal Successbloc
e Digitized Contract Data Points
e Created Proactives Successplays
e Developed new reports & dashboards
o Monthly Reporting gives visibility to
leadership and other Cross-Functional
team to align on retention efforts

Totango

Renewals s

Rolling 90 Day Metrics

Rolling 90 Day Accounts Up For Renewal

Rolling 90 Day Contract Value for Rene.

A4 $2.0IM .

Proactively Manage Month to Month Contracts

Month to Month Contracts % of Total

B gy )

Month to Month Contract Va

7%

llue

% of Tot.

Rolling 90 Day Renewals by Forecast

Month to Month Contracts At Risk (MRR)

Rolling 90 Day Renewals by Renewal Ter.

$163.69K ... P
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Waystar CS Pillar: Client Satisfaction

SuccessPlay: # Detractor - Close the Loop 2H

NPS P 0 o
ro g ra m SuccessPlay Actions are executed when Accounts / Users match the criteria specified in the previous step. You ca

added.

o 2022 Goal: Improve Managed Client’s P
Response Rate & Score

Waystar needs your feedback to:CsMLeader D 7days 1

o After testing Ad-hoc NPS Campaigns in -
Totango, Waystar transitioned the NPS
process to Totango for our Managed
Customers

PN
4 WAYSTAR

Hello,

@) Com p | ete CS M WO rkfIOW for N PS, With At Waystar, we are constantly trying to improve, and we'd like

to hear your feedback on how we perform. This helps us
H H deliver top-notch service and value to our clients as well as
Real-tlme Close'the'LOOp, Sharlng identify opportunities for improvement. Please take a minute
. to complete this short survey to let us know how we are doing.
feedback to Cross-Functional teams

How likely are you to recommend (Waystar) to
a friend or a colleague?

0 1 2 3 4 5 6 7 8 94 140
Totango
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Waystar CS Pillar: Client Satisfaction

COnSUIting Team PrOjeCtS = <£ywavsTAar Q

< 0.Accounts with a Consulting Project  w scco

Created new Successbloc for our

CO n S u Iti n g Team to M an ag e Proj ects All Accounts v Status: Status (Consultont) vz 7 Stages v Collapse All
Name Status (Consul... Days in Status ... Consultant Phase (Consul... Project Type - ...
Customized workflow, with real-time > CRID

S

22 Accounts

insights into Client Health, Engagement,

and Risk 200ays Tomporary Cot
Proactively identifies potential needs for
29 Days Mentoring

Consultants during Optimization

Consolidated Customer Journey View for
Leadership

Totango
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Empowering Cross-Functional Programs

Creating a Framework Building Universal Leveraging Tech to Engage
for Success CS Programs Cross-Functionally
1. Understand your 1. Align your goals with the 1. Create scorecards for
customer journey overall business CS and the business
2. Leverage data & 2. Design your workflows 2. Correlate insights
technology to think to be flexible between your programs
outside the box
3. Emphasize the 3. Ensure outcomes and
3. Build your framework to outcomes to drive user the customer journey is
be agile and scalable adoption accessible

Totango
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Thank You

Joe Tichenor

Senior Client Success Manager
Waystar




