accesshealthcare Patient Access Solution Dials In Patient Data

Type

Health system

Region

Midwest

Size

- 8 hospitals
« 1000 physicians
- 60+ specialties

- Serving a patient population
of over 500k

www.accesshealthcare.com

Access Healthcare is now proudly part of Smarter Technologies

The Challenge The Results

A large midwestern health system was experiencing a decline in patient satisfaction, Within the first 90 days of implementation for a single location
alongside of diminished appointment bookings and an increase in no-shows. At the

time of service, many patients would complain about diffculties during the patient SCHEDULING
access process, citing long wait times and the necessity to transfer multiple times EWC REDUCTION FTE SAVINGS VOLUME

between Patient Service Representatives (PSRs).

The Discovery
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The discovery process revealed that patient access efforts were being stifled by a

decentralized strategy though the use of multiple varied contact numbers and EMR 294 reclictioniin A bdeciease INETE 0% increase

y . encounters without charge In appointments
systems across several locations. This created an unnecessary burden on the PSRs
that were tasked with the duties of managing routine phone inquiries and scheduling. A big boost for revenuel! Significant reductions in Within 48 hours of
Frustrations in operations were passed down to patients in the form of long wait times, bldgetedicost! Bicalirecoved

leading to complaints, and damaging the overall patient experience. High abandonment
and poor churn rates reflected patient sentiments.

Clinical Support Can’t Wait

The SO'UtiOn Staffing shortages remain a key issue for health systems of all sizes. Residual stress
from the pandemic paired with budget constraints that limit resources and incentives
are making it diffcult to attract or retain key staff. This scenario becomes circular;
poor staffing leads to poor patient care which leads to a reduction in revenue and so

Access Healthcare’s Patient Access solution provided the health system with a dedicated on. Soliciting the help of an engagement partner can assist in breaking that cycle by
team of Patient Access Coordinators (PACs) for each practice and a reimagined phone providing support for internal resources and better patient service at the same time.

. .. . . . . Employing a dedicated Patient Access Coordination team allows clinical staff focus
strategy that solved issues around centralization and standardization. This solution was B o e e L e H L e e
designed to work within the organization’s unique workflows, making implementation well as patient care.

simple, and ensuring schedule management is executed based on the preferences of
individual locations. Additionally, the solution can interface with existing systems
allowing PACs to receive real-time patient updates, but it is not required for PACs to
enter notes inside of the EMRs—thus improving communication and eliminating the
need for additional infrastructure or resource heavy implementations. The new
one-touch approach allows patients to address multiple needs within a single call,
promoting more efficient patient engagement and minimizing call volumes.

The Access Healthcare approach includes an in-depth discovery

process that studies the physicians and processes unique to your
organization to develop a fully customized engagement solution.




