accesshealthcare Large Health System Hangs Up High Abandonment Rate
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The unusually long call hold times were negatively impacting patient access for this Within the first 90 days of implementation for a single location
Health system large midwestern health system. With abandonment rates of more than 20%,

individual offices were experiencing a high volume of no-shows, low scheduling rates,
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Size The discovery process identified the two primary factors responsible for the extraordinarily =~
_ | long waits or.1 hold. First, sta ng issues Werg putting an uncjue burden on Patlerj’F Service . e R — G Improvement
- 8 hospitals Representatives (PSRs) who were responsible for answering the phones. Additionally,
. 1000 physicians patient access for the organization was decentralized, complicating patients’ efforts to
. . . : A significant improvement Some recorded wait times Nearly doubling the number
. 60+ specialties establish contact with the proper department. Combined, these factors resulted in a of their core problem! e e

large volume of calls being transferred or going straight to voicemail which, in turn,

- Serving a patient population further burdened PSRs and contributed to a negative patient experience.
of over 500k

Medical Assistance Can’t Wait
The Solution

Better patient access support increases access to scheduling/
rescheduling, minimizes no-shows, improving a practice’s ability to book

Access Healthcare’s Patient Access solution was implemented centralizing the patient appointments within 48 hours. This is critical to patient outcomes and the
access process. With a team of dedicated Patient Access Coordinators (PACs), patients continuity of your practice; ensuring patients get the care they need
could not only receive immediate assistance but resolve several requests, across et ine Cen Clel I RatngitiE fne et = AICLc s Seaiciel e W L
several departments, with the same PAC on the same call. This one-touch approach
cut back signi cantly on the need to transfer and helped to boost scheduling volume

through more e cient patient engagement. The implementation of a dedicated Patient The Access Healthcare approach includes an in-depth discovery

Access team lifted the burden of calendar management and routine inquiries from PSR process that studies the physicians and processes unique to your

staff freeing them to provide better service on-site— resulting in an across-the-board organization to develop a fully customized engagement solution.
www.accesshealthcare.com improvement of the patient experience.

Access Healthcare is now proudly part of Smarter Technologies




