
IMPROVE PATIENT EXPERIENCES 
EVERY DAY

How the Right Patient Flow and Scheduling Solution Can Improve  
Patient Outcomes, Enhance Staff Productivity, and Grow Your Practice



Consumers are plugged in, and 
patients show a strong use of 
digital technology for self-service 
care. Meeting the demands of 
today’s patients goes well beyond 
clinical outcomes—it includes 
a higher-quality consumer 
experience.
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As consumers of healthcare, 
most patients look at factors like 
convenience, comfort, availability, 
flexibility, and brand loyalty. 

They take time out of their schedules 
to commute to your office, and they’d 
like it to be as smooth an experience 
as ordering a car share through an app 
or downloading a book to an e-reader. 
They’re also selective: before they call 
your office, 72% of potential patients 
look at reviews online and examine 
maps to see who’s the most conveniently 
located. And 77% of your potential 
patients rate online appointment 
management as an important factor in 
selecting your practice.

Duplicate data entry, multiple reminder 
calls, and impatient, frustrated patients 
are difficult to manage. If you’ve ever 
looked at a stack of clipboards with a 

dawning sense of dread—each of those 
forms needs to be entered into the EHR, 
manually—and you’re wondering how 
you’ll ever make it through another week 
of double-booked patients, then it’s time 
to consider software solutions. 

The 2 most important 
considerations in selecting 
the best software for your 
care setting are tasks and 
workflow.

Tasks represent the fundamentals of any 
software: what does it do? You might be 
considering self-scheduling apps, online 
form fulfillment, texting reminders, 
and waiting room boards. Plenty of 
companies provide end-user features 
that fulfill one task or another.

Workflow, on the other hand, is the 
engine that makes the tasks meaningful: 

Do you know how well your practice is 
performing on a day-to-day basis, and 
how to improve it?

How does all of this fit in to the patient’s 
experience? 

Providing the best patient satisfaction 
starts with identifying problem areas. 
With a complete operational solution, 
you’ll get all the expected features—
self-scheduling, remote check-in, wait 
times—and you’ll also get ways to 
manage and track patient flow with 
analytics that identify how well you are 
(or aren’t) doing.

Look deeper than the features: is the 
solution giving you parts and pieces? Or 
is it comprehensive?
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77% of potential patients rate online  
appointment management as an important 
factor in selecting your practice1



Let’s look at the phases of every patient’s experience. Each phase is a vital 
consideration when you’re evaluating any new software for your practice. 
You’ll see below the primary patient tasks associated with each phase, and 
at each phase, your staff and clinic systems will have tasks, as well. 

5 PILLARS OF PATIENT EXPERIENCE

Pillar Patient Task Staff & Systems Task 

ATTRACT
• Find a doctor close by

• Self-schedule the appointment

• Get directions to the office

•  Real-time appointment list with appointment 
statuses

• Add appointments to the workflow list

COLLECT • Fill out digital forms

• Read pre-op instructions

•  Send forms to patients with eligibility criteria

• Send completed forms to staff

 ARRIVE

•  Get texted or emailed appointment 
reminders

• Confirm appointment or reschedule

•  Check in remotely to a virtual waiting 
room

•  Appointment list automatcally updated when an 
appointment is confirmed, cancelled, checked in, 
etc.

 INFORM

• See wait time

• View waiting room boards

•  Recieve reminders to schedule  
followup appointments

•  Adjust estimated wait time automatically based 
on the current queue

•  Notify patients of their place in line and wait time

•  Notify staff when a patient has exceeded the wait 
time threshold in a given area

 IMPROVE
• Fill out texted survey online

•  Receive reminders to schedule  
follow-up appointments

•  Send survey on checkout or upon cancellation 

•  Process real-time data to dashboard analytics

• Apply best practices

u u u u
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Your patient’s first experience with 
your practice should be about their 
health—not your schedule. 

Patients shop for care, and they shop 
online. They look at existing reviews, 
search online for nearby providers, and 
may even decide not to schedule an 
appointment if it requires a phone call. 

With a good scheduling solution, your 
patients can find their best doctor 
in your network; self-schedule an 
appointment; and even geo-locate your 
office from any browser on any device. 

With a scheduling and operational 
solution, your staff will get notifications 
you can configure which doctor is 
available, when, and how much time 
is required for a particular type of 

appointment. As a result, your staff will 
save time and gain efficiencies.

You can… When you …

Capture more net new patients ¢ meet patient expectations of convenient, online scheduling

Increase new patient revenue ¢ reduce no-shows and improve patient satisfaction

Improve scheduling efficiency
¢

provide constant visibility into all appointments and easy appointment  
management to staff

Increase patient retention rate ¢ create a better patient experience

Top Considerations for Scheduling

1.  Patients can search for appropriate providers by specialty or location

2.  Patients can self-schedule from any device

3.  Patients can schedule for a dependent

4.  Appointment availability is updated in real-time

5.  Staff can schedule call-in appointments

ATTRACT |   PATIENT SELF-SCHEDULING IS AN EXPECTATION 

�  77% of patients think the ability 
to book, change, or cancel an 
appointment online is important1

�  60% of patients will book their own 
medical appointments by 20192
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Patients don’t want to fill out 
duplicate forms, and neither do you. 

We’ve all been there: we researched 
our doctor, made the appointment, and 
have to show up 15 minutes early to fill 
out the same medical intake form we 
filled out the last time. Pre-op instruc-
tions have to be noted in a phone call 
or delivered by mail; we have to dig out 

insurance cards to confirm co-pays and 
network status.

If patients can fill out their tax forms 
online, why does a simple doctor’s 

appointment have to involve so much 
paper-pushing? It doesn’t. Patients 
expect to fill out forms online, or to 
submit a simple confirmation that their 
insurance hasn’t changed. They expect 
to pay online, get instructions by email, 
and generally speaking, get the same 
friction-free experience they get from 
online retailers.

You can… When you …

Increase patient satisfaction
¢

keep patients informed on their place in line and estimated wait 
time

Give time back to your patients ¢ allow patients to fill out forms online prior to their appointment

Improve staff satisfaction and productivity ¢ no longer require the clipboard and manual data entry

Reduce waiting room bottlenecks ¢ cut back on wait times and allow patients to fill in forms online

Improve no-show rates
¢

engage patients by sending automated appointment reminders 
and confirmations

Top Considerations for Appointment Preparation

1.  Patients can fill out forms online, including first-time visits and change 
forms

2.  Forms can be delivered digitally

3.  Staff can customize forms to your practice’s needs

4.  The system automatically triggers form delivery when the appointment is 
being booked

COLLECT |   ONLINE INTAKE FORMS SPEED UP THE PROCESS FOR EVERYONE 

�  2/3 of tech-savvy seniors  
want access to healthcare services 
from home3
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Get your patients to the 
appointment, every time. 

No-show rates are a major drain on 
practice revenue, and enacting fees 
for missed appointments isn’t always 
effective. When patients schedule 
months in advance, or have multiple 
appointments, they can easily forget 
where and when or even that they’ve 
made the appointment at all.

Enter harried front-desk staff, who 
may spend hours every day calling 

patients to remind them of their 
appointments—that’s time that should 
be spent providing care or working with 
special cases that require a phone call. 
Automatic text and email appointment 
reminders are an effective, cost- and 
time-saving measure to ensure that 
patients show up on time and prepared, 
texts are more immediate than email.

In addition, texts can be used to confirm 
appointments—“REPLY YES”—and in the 
best situations, if the response is “NO,” 
re-direct patients back to the scheduling 

system immediately, or the patient can 
be contacted to reschedule by a staff 
member.

The more we engage with our patients, 
the more invested they’ll be in their 
appointments.

You can… When you …

Increase revenue
¢

decrease number of no-show and delayed appointments, and 
improve patient satisfaction and loyalty

Decrease the number of no-shows ¢ text reminders prior to, and on the day of, the appointment 

Know who is most likely to show up for  
an appointment ¢ get confirmation by secure text

Reduce manual work by your staff ¢ let the system handle automatic reminders and confirmations

Improve patient satisfaction ¢ keep them engaged with communication that is convenient to them

Top Considerations for Appointment Confirmation

1.  Texts are sent automatically, at configurable intervals, with configurable 
messages

2.  Patients can respond to the texts

3.  Replies to texts are routed into the workflow and handled appropriately

4.  Staff can send manual text messages when necessary

ARRIVE |   REDUCE NO-SHOWS WITH TEXTED APPOINTMENT REMINDERS 

�  $150 billion lost to missed patient 
appointments every year4

�  80% of patients engage through 
text messages5
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Keep your patients informed and 
keep them happy. 

No one likes to wait. In fact, people 
loathe waiting so much that a recent 
study showed that long wait times 
negatively affected perception of every 
aspect of care, from confidence in the 
care provider to quality of care. The 
longer a patient waits, the lower their 
satisfaction with everything.

In another study called “The Labor 
Illusion,”7 we learned that transparency 
while waiting encourages consumers 
to wait longer. Simply showing your 

patients that they’re in the queue—with 
an estimated wait time—reassures them 
that they’re not waiting in vain. 

When that transparency is transmitted 
to their phones in the form of online 
check-in and wait times, they’re granted 
even more freedom. A two-hour wait is 
far more bearable if the patient knows 
they’re not trapped in the waiting room, 
wondering if they’ll be called now or 

later. Online check-in with wait times 
enables them to commit to other 
activities in the meantime, or just to 
leave home later.  

With a strong scheduling and workflow 
solution, you can both reduce wait times 
and reduce the perception of a long 
wait. Even the smoothest-run offices 
can suffer wait times, but transparency 
guarantees that your patients will feel 
more satisfied with their experience. 
In addition, a strong workflow allows 
the staff to handle patients in a timely 
manner.

You can… When you …

Improve patient satisfaction ¢ communicate waiting room order and timing transparently

Increase staff productivity ¢ reduce waiting room manual labor and indicate whether patients 
have additional needs via the scheduling system

Exceed performance and service levels ¢ reduce patient wait times and length of the queue

Reduce patient and staff stress ¢ provide transparent, frequent communication conveniently

Top Considerations for Appointment Preparation

1.  Patients can check in remotely and see how long the current wait is

2.  Patients can check in via a kiosk in the waiting room

3.  Waiting room boards show a confidential queue of patients with wait times

4.  Patients can see their place in line and get status notifications and updates

5.  Staff can manually check in patients and add them to the queue

6.  Staff can “flag” patients if they have special needs that require more time

7.  Families in the waiting room can see patient progress 

8.  Real-time analytics provide key performance indicators (KPI) for improving 
waiting room times 

INFORM |   TRANSPARENT QUEUE MANAGEMENT SATISFIES PATIENTS 

�  29 minutes into a wait is when 
patients begin feeling frustrated6
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Identify what works, and improve 
your patient experience. 

Patient satisfaction directly translates 
to dollars for ambulatory care: not only 
does higher satisfaction bring in more 
payments from Medicare and Medicaid, 
but it also encourages patient retention 
and growth in new patient volume—
which means additional revenue. The 
more satisfied your patients are, the 
more likely they are to recommend your 
practice to friends and come back for 
future appointments.

At least one component of your solution 
should include a quick, short survey 

texted instantly to a patient, after they 
check out. The experience is fresh 
in their minds, and the length of the 
survey (no more than 3-5 questions) 
makes it more likely that they’ll respond 
compared with a mailed survey two to 
four weeks later.

Surveys aside, real-time analytics are 
a vital component to benchmarking 
and improving your patient experience. 
Do you know your actual Left Without 
Being Seen (LWBS) rate? How many 
more no-shows did you have this 
week, compared to last? How long 

is your average wait time? Without 
real-time benchmarking and an intuitive, 
user-friendly operations dashboard, your 
staff may not have true insight into which 
areas need improvement.

Real-time data and analytics are the key 
to improving your patients’ experience 
and your clinic’s bottom line.

You can… When you …

Improve patient satisfaction ¢ send them an instant survey so they can share their honest opinion

Improve operations ¢ track and manage patient flow within the office 

Decrease no-shows and LWBS ¢ monitor KPIs and improve performance

Improve staff satisfaction ¢ streamline and better manage patient flow

Top Considerations for Analytics

1.  Patients are automatically texted anonymous, configurable surveys upon 
checking out

2.  The data from the surveys is logged in the analytics system

3.  Analytics on LWBS, no-shows, wait times and more are collected in real 
time

4.  Dashboards and scorecards clearly identify opportunities and problem 
areas

IMPROVE |   SEND PATIENT SATISFACTION SURVEYS BY TEXT 

�  Text messaging engagement 
rates are 6 to 8 times higher than 
email engagement8
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When you’re making an investment in 
appointment management solutions, be sure 
to consider the scale and scope of what your 
health system needs. Are you satisfied with 
simply a scheduling 
tool? If you’re looking 
for an affordable 
solution that will 
truly improve patient 
experience, staff 
satisfaction, and your clinic’s bottom line, 
you’ll want to keep your tasks and workflow 
lists close at hand. Give your patients the 
experience they deserve and give your staff 
the tools they need to ensure a stellar patient 
experience every time.
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