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Forward Looking Statement

This presentation contains forward-looking statements about, among other things, trend analyses and future events, future financial performance, anticipated growth, industry prospects, environmental, social and governance
goals, and the anticipated benefits of acquired companies. The achievement or success of the matters covered by such forward-looking statements involves risks, uncertainties and assumptions. If any such risks or uncertainties
materialize or if any of the assumptions prove incorrect, Salesforce’s results could differ materially from the results expressed or implied by these forward-looking statements. The risks and uncertainties referred to above include
those factors discussed in Salesforce’s reports filed from time to time with the Securities and Exchange Commission, including, but not limited to: impact of, and actions we may take in response to, the COVID-19 pandemic,
related public health measures and resulting economic downturn and market volatility; our ability to maintain security levels and service performance meeting the expectations of our customers, and the resources and costs
required to avoid unanticipated downtime and prevent, detect and remediate performance degradation and security breaches; the expenses associated with our data centers and third-party infrastructure providers; our ability to
secure additional data center capacity; our reliance on third-party hardware, software and platform providers; the effect of evolving domestic and foreign government regulations, including those related to the provision of
services on the Internet, those related to accessing the Internet, and those addressing data privacy, cross-border data transfers and import and export controls; current and potential litigation involving us or our industry, including
litigation involving acquired entities such as Tableau Software, Inc. and Slack Technologies, Inc., and the resolution or settlement thereof; regulatory developments and regulatory investigations involving us or affecting our
industry; our ability to successfully introduce new services and product features, including any efforts to expand our services; the success of our strategy of acquiring or making investments in complementary businesses, joint
ventures, services, technologies and intellectual property rights; our ability to complete, on a timely basis or at all, announced transactions; our ability to realize the benefits from acquisitions, strategic partnerships, joint ventures
and investments, including our July 2021 acquisition of Slack Technologies, Inc., and successfully integrate acquired businesses and technologies; our ability to compete in the markets in which we participate; the success of our
business strategy and our plan to build our business, including our strategy to be a leading provider of enterprise cloud computing applications and platforms; our ability to execute our business plans; our ability to continue to
grow unearned revenue and remaining performance obligation; the pace of change and innovation in enterprise cloud computing services; the seasonal nature of our sales cycles; our ability to limit customer attrition and costs
related to those efforts; the success of our international expansion strategy; the demands on our personnel and infrastructure resulting from significant growth in our customer base and operations, including as a result of
acquisitions; our ability to preserve our workplace culture, including as a result of our decisions regarding our current and future office environments or work-from-home policies; our dependency on the development and
maintenance of the infrastructure of the Internet; our real estate and office facilities strategy and related costs and uncertainties; fluctuations in, and our ability to predict, our operating results and cash flows; the variability in our
results arising from the accounting for term license revenue products; the performance and fair value of our investments in complementary businesses through our strategic investment portfolio; the impact of future gains or
losses from our strategic investment portfolio, including gains or losses from overall market conditions that may affect the publicly traded companies within our strategic investment portfolio; our ability to protect our intellectual
property rights; our ability to develop our brands; the impact of foreign currency exchange rate and interest rate fluctuations on our results; the valuation of our deferred tax assets and the release of related valuation allowances;
the potential availability of additional tax assets in the future; the impact of new accounting pronouncements and tax laws; uncertainties affecting our ability to estimate our tax rate; uncertainties regarding our tax obligations in
connection with potential jurisdictional transfers of intellectual property, including the tax rate, the timing of the transfer and the value of such transferred intellectual property; uncertainties regarding the effect of general
economic and market conditions; the impact of geopolitical events; uncertainties regarding the impact of expensing stock options and other equity awards; the sufficiency of our capital resources; the ability to execute our Share
Repurchase Program; our ability to comply with our debt covenants and lease obligations; the impact of climate change, natural disasters and actual or threatened public health emergencies; and our ability to achieve our
aspirations, goals and projections related to our environmental, social and governance initiatives.
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Relationships Make Up Our Company DNA

TRUST CUSTOMER SUCCESS 20+ Yedrs
Serving the Health Industry
7 #1 CRM INNOVATION
Customer
Relationship
Management |'“:JIII Piedmont
EQUALITY Teladoc.

HEALTH

SUSTAINABILITY

* 3rd Largesft soffware company globally



Prioritizing
Compliance

The increased focus on personalized
messaging is balanced against
heightened scrutiny of privacy

practices.

Harnessing
Data

Healthcare knows it needs to
prioritize using Al.

Data will be at the core of any

strategy, even if they haven’t
developed it yet.

salesfurce

Driving
Revenue

Every healthcare entity is facing
smaller margins and tightening
budgets. Marketers are increasingly
being pushed to prove their value to
the organization.
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The Delta of Healthcare Marketing

Patient Care @

We freaf you
like fthe mosf
iImportant patient

+ we’ve ever had . ..

' C
n = : (s because you are.
’ s ¢ Healthcare System in the Chicago Area

~ Profitability =~ Engagement




Patients want
a provider with a
strong digital presence.

63%

of consumers will
choose one provider
over

another because of a
strong online
presence.

Holding Open the
Digital Front Door
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Banner

University Medicine /

Making health care easier,
so life can be better.

One of the largest, nonprofit health care systems in the country
and the leading nonprofit provider of hospital services in all the
communities we serve.

Ay

Banner Health at a Glance

o

14.1B 55k 2k

Covered Lives Revenue Team Employed
(2023) Members Providers

In 6 States: Az, CA, CO, NE, NV & WY.

acute care hospitals, outpatient imaging centers, urgent care locations

retail and specialty pharmacies + post acute, surgery centers, labs, research, and more.
Health Plans: Banner Medicare Advantage, Banner | Aetna, Medicaid, DSNP



GOAL.:

Deliver a Cohesive and Frictionless
Customer Experience

Intelligent Contact Omni Channel

Digital Front Door Center Patient Engagement

3 Data Platform




Delivering the Personalized Front Door
1

DIGITAL EXPERIENCE

Elevate the Online Experience

1. Generative Al multilingual Translation

2. Easy appt access: 500k+ generated e

3. Get Care Now: Symptom Checker triages
patient for best care option

4. Prominent website real estate for
online portal access



Delivering the Personalized Front Door

KNOW THE PATIENT

Communicate on the
Patient’s Terms

e Keeping consumers engaged and informed
drives positive experiences

e Banner’s CRM has nearly 8 million contacts
and centralizes communication for general
wellness content, customer service,
appointment reminders, etc.

e in 2023 they sent over 60M emails,
with a 40% open rate, resulting in
25M read emails.

RELEVANT CONTENT

Deliver Engaging Content

Align SEO research and trending topics to fuel
content

360 articles from SMEs in 2023

Web Traffic Increase from 2018-2023
4 3,900% Blog Visits
4 623% Site Visits

BEST TECHNOLOGY

Invest in the Best Technology

e 500k+ app downloads

e $7.5m revenue and labor savings
w/online scheduling

t 400k Urgent Care
t 170k Primary Care
f 65k New Patient



Al Powering the Future
Digital Front Door

- Generative Al

e Generate dynamic
content personalized to
the individual who is
visiting the website

Web Property
Optimization

e Forecast trends in
customer behavior,
allowing the site to
dynamically adapt to
seasonal or geographic » Create custom copy,

trends images and video to
personally engage the

® Expand language e

translation to include

more languages to e Automate next best

better serve our patient recommendations for

population visit types, like flu shot,
screening, etc.

=

Autonomous
Call Deflection

e Implement increasingly
complex symptom
checker prompts

e Improve chatbot
interactions with
improved learning and

human language
responses




Patients want a
seamless experience
when contacting their
provider.

only

'| o
5 /O of US patients are

satisfied with their
healthcare
provider’s call
center service.

The Intelligent
Contact Center
Fulfills Demand



Challenge: Converting Digital Leads

The Problem:

The Beautiful Digital Front Door Led to a Brick Wall

e Marketing made the phone ring — operations didn’t answer

® Low cost per lead, high cost per conversion

Especially low conversions in high margin service lines

e Decentralized clinic scheduling provided an inconsistent and unreliable
phone experience

e Scaling a unified call center was a challenge due to complexity and
physician trust



Solution:
OneBanner - an Intelligent Call Center Agent Platform

Implementing a call center at scale is a challenge due to the
inherent complexity in healthcare

e Intelligent, data rich, Al enabled call center agent platform built on
Salesforce Health Cloud

O OneBanner - Health Cloud Agent Platform

@ Patient calls - Genesys cloud embedded CCaaS screenpops patient

, Agent sees relevant patient 360 in a single pane of glass
<260

Agent uses Medchat + Isabel Agent Assist Al bot to triage symptoms

Agent is guided through a scheduling workflow to pick the right provider

_
Cg? The patient is scheduled and all data flows to the EMR

: cerner SF Einstein recommends other appointments and offerings Patients
should have to be their healthiest



Big Data + Al = Big Revenue and Savings

2018 2024
500 => 450
Scheduling Agents Scheduling Agents

800 ™ 1100

Supported Providers Supported Providers

7™M = 11w

Total Calls Per Year Total Calls Per Year

10 ™ 2y

Abandon Call Rate Abandon Call Rate



Big Data + Al = Big Revenue and Savings

2018 2024 Measured Benefits

500 ==p 450 ==p S9M peryear**

Labor Savings: Call center supports more doctors with fewer

Scheduling Agents Scheduling Agents agents

800 =% 1100 ==p S$700K added revenue per year*

Accurate Scheduling: Better scheduling leads to reduced

Supported Providers Supported Providers cancels and no-shows

M = 11m == $600K more revenue per year*

Closing Care Gaps: Promoting add-on care for upcoming visits
Total Calls Per Year Total Calls Per Year

10% — 29 =P S$14M per year*

Abandoned Call Reduction: When marketing makes the phones

Abandon Call Rate Abandon Call Rate ring, the contact center converts to visits/revenue

*$100 for an office visit code of 90213 for all revenue calculations
**S50k total cost for a call center FTE



Big Data + Al = Big Revenue and Savings

2018 2024 Measured Benefits

500 ==p 450 ==p S9M peryear**

Labor Savings: Call center supports more doctors with fewer

Scheduling Agents Scheduling Agents agents

800 =% 1100 ==p S$700K added revenue per year*

Accurate Scheduling: Better scheduling leads to reduced

Supported Providers Supported Providers cancels and no-shows

M = 11m == $600K more revenue per year*

Closing Care Gaps: Promoting add-on care for upcoming visits
Total Calls Per Year Total Calls Per Year

10% — 29 =P S$14M per year*

Abandoned Call Reduction: When marketing makes the phones

Abandon Call Rate Abandon Call Rate ring, the contact center converts to visits/revenue

$24 3M in total impact *$100 for an office visit code of 90213 for all revenue calculations
[ ]

peryear **S50k total cost for a call center FTE



Al Powering the Future
Ceniralized Contact Center

Generative Al Chain-of-thought
Conversation

e Patient summaries * Find the perfect match
based on Patient needs,
e Next Visit symptoms, insurances,

Recommendations etc.

e Automated case notes e Guide the patient or

agent to provide all the
necessary information

- Full Al
Automation

e Delightful conversations
with voice and chat bots
that can fully automate
human interactions

e Schedule appts, ask
guestions, complete
transactions, etc.
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Patients want " . »
personalized 1 " ]
experiences on Indlvﬂhallﬂg[,l_
every channel. Engag . i
i |

of patients expect
' their healthcare

providers to

send them

personalized

reminders and

messages.




Patient Engagement Priorities

Guide

Nudge

Transact

Guide

e Curate a Digital Experience that is easy to navigate and understand

e Develop a strategy that prioritizes conversion

e Compliantly and respectfully direct patients to take action

e Remind, educate, direct, and provide easy to complete actions that
will help her be her best self

e Create sticky experiences that build upon prior actions, keeping her
engaged for all her health care needs

e Remove obstacles to scheduling care

e Making health care easier so life can be better



Data-Driven Omni-Channel
Patient Engagement Platform

Patient clinical data

Salesforce Einstein Al

Predictive Analytics —
Experience
i i The perfect
Propensity Modeling
engagement - Better Health
i A Outcomes
via email,
Better
Margins

Member data

Consumer and
SDoH data

Advanced Segmentation sms, app

Email and
engagement data

Targeted Care Gaps Patients receive the right
message at the right time
that makes the right impact

Salesforce Data Ecosystem

Call center Journeys
interactions

Al + Data + CRM = Trusted Platform



Al Powering the Future
Patient Engagement Platform

- Generative Al

e Generative Al Content
creation to increase
speed to market

Expansion of
Machine Learning

e Further develop Next
Best Action with more
data and use cases

e |dentification of best

e Automate A/B testing erformingItapics

imagery, media and
content

=

Autonomous
Gen Al

e Proactively evaluate
past experiences to
understand patient
needs

e CREATE individually
tailored content that

will help patients
achieve their health
goals




Financial Impact Tracking

Welcoming /{73
Digital Front Door

$6-5|V| <)< 170k appts
revenue 65k new patient appts
S850k
savings ™ 170k calls avoided

Totals:

Intelligent @

Contact Center

S9M labor savings

$14Mm more revenue in appointments from
answering abandoned calls

S$700k from increased same day/next day
availability — scheduling accuracy

S$600k more revenue by scheduling “add

on” visits

$33.2m

Revenue

$10.85m

Cost Savings

Omni Channel =
Patient Engagement

$250k vendor reduction savings

$6M revenue - no show rate
reduced form 14% to 12%

$750k savings- 150k calls avoided

$6M revenue- appointments attributed to
email

S44m

Total Impact



Delivering a Cohesive and Frictionless
Customer Experience Results in
Significant Financial Iimpact

Intelligent Contact Omni Channel

Digital Front Door Center Patient Engagement

: Data Platform




Banner is delivering a unified view of their patients and
consumers, preparing the way for Al Adoption

Wearables
EMR
-7 TS .
_ K4 N, - PBM
9 | / \ 9 |
Sales * :
/ \
: <@ Service
| |
‘ [ ]
[ coms s (8 | '
Claims & Rx . . .
= ——— : IEED
[~

o -
Marketing m N 4 Pharmac
Cloud y

e Data Cloud for
- Health

CTMS
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Thank You
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Work is about to change for good

Einstein Copilot augments employees, unlocking productivity

Then Now <4 &

NS
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