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Building a world-class healthcare 
organization that provides an 
exceptional patient experience  
can be a challenge. 
Meeting that challenge requires tactics that ensure 
patient access and registration staff have the 
knowledge and tools to help them do their best. 

Accuracy, effectiveness, collections and compliance 
also are in play and are all improved by using 
a workforce optimization solution within the 
organization’s contact center and registration desks.

In this white paper we review five important areas 
healthcare organizations are focused on and how a 
workforce optimization solution can help improve 
these areas. 

Patient Experience
Patient access is the first experience most patients 
have with the hospital when preparing for a 
procedure. It’s the single most important area to begin 
an exceptional patient experience. In today’s complex 
healthcare environment, patients expect an efficient 
experience with courteous staff that allows them to 
complete their registration and payment information 
quickly and conveniently. This is the first step in the 
patient journey and a critical one to improve HCAHPS 
satisfaction scores.

By recording registration interactions between 
patients and staff, whether in person or over the 
telephone, the patient experience can be captured 
and evaluated. Not only is the conversation recorded, 
but the registration staff’s computer screen is also 
recorded so that the interaction can be measured for 
accuracy and completeness. This information can then 
be reviewed and any error in entry or process can be 
corrected using coaching and eLearning sent back to 
the staff member.

The National Association of Healthcare Access 
Management (NAHAM) has a number of key 
performance indicators (KPIs) referred to as 
AccessKeys® they suggest using to evaluate and 
measure collections, conversions, patient experience, 
process, productivity and quality. Using evaluation 
forms and automated scorecards, you can map your key 
performance indicators and processes to the evaluation 
and scorecard for an interaction. 
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For example, if you seek to have registration complete  
in 10 minutes or less, you can score an interaction 
based on whether it meets this KPI. For those outside 
of the KPI, you can run analytics to find and review 
those interactions to determine why they are taking 
longer. This is a great way to identify coachable 
moments for staff, find efficiencies in process and 
ways to reduce cost, increase collection, while 
improving patient experience.

Revenue Cycle Management
Ensuring payments are collected on time comes from 
a relentless pursuit of accuracy, process and quality. 
Patient Access is the first area that must perform 
in order to ensure estimates are accurate and POS 
collections are made and reimbursements can be 
collected in a timely manner. 

A workforce optimization solution helps with revenue 
cycle management in a number of ways. First, with 
each interaction recorded and scored, those that 
don’t meet your established KPIs can be automatically 

flagged for review. This may signal an insurance code 
was not entered, a field with the registration is blank 
and incomplete, etc. 

Secondly, when errors are made by staff, those errors 
can be easily avoided in the future by sending the 
interaction back to staff and showing them where 
the error was made. They are able to listen to the 
coaching and feedback, as well as, see the screen 
for the interaction and where the error was made. 
This may be a simple miscoding or not following an 
important process for a certain type of procedure. For 
long calls you can place a mark at the location you 
want them to review so they don’t need to listen to 
the entire call.

Keeping recorded interactions can be valuable 
later in the revenue collection cycle. Each recorded 
interaction can be associated with a patient id or 
other unique identifier allowing all interactions with 
a patient or the insurance company to be found 
quickly and easily. If there is a claim denial or dispute, 
these recorded interactions can be used to solve  
the problem. 

of organizations surveyed view customer 
experience provided through the contact 
centers as a competitive differentiator.

85% 50%
of organizations surveyed believe that 
the contact center plays a primary role in 
customer retention.
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“Patient Access groups that prepare for the consumerism of healthcare 
today and setup their workforce optimization strategies will have a 
competitive advantage and increased revenue, just as other industries 
have including retail, utilities, travel and hospitality, amongst others.”
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Healthcare Consumerism
Much has been spoken of the consumerism of 
healthcare and there is no question that consumers 
are more actively involved in healthcare decision 
making and have choices. A research survey from 
McKinsey & Company showed that consumers want 
the same qualities in healthcare companies that 
they value with other companies they do business 
with. Delivering an exceptional patient experience 
with transparency in the costs and services being 
offered is critical to retaining a patient and improving 
satisfaction.

For healthcare organizations that embrace 
consumerism, it can be a major advantage. For 
example, consumers often expect to pay for 
products and services before they’re delivered with 
credit and debit cards upon ordering.  Hospitals 
setup to collect payments over the telephone or 
in person before the procedure is performed have 

the opportunity to ensure patients understand their 
payment responsibility and collect revenue upfront. 
This of course helps with cash flow which pleases the 
organization’s CFO. 

It is important to remember that in order to take 
payments over the telephone or in person using 
credit cards, hospitals need to be aware of the PCI 
Compliance obligations. Retail organizations are very 
familiar with the PCI Consortium, which governs the 
rules and regulations for credit card payment and 
requires that any organization taking credit card 
information over the telephone not collect and store 
in an interaction recording the sensitive CVV card 
information, also known as the last 3 digits on the 
back of the card. Furthermore, recordings stored 
with patient and any credit card information should 
be secure during transit and at rest in the recording.  
Providing a method to record interactions but 
not record sensitive payment data is an important 
consideration when deploying workforce optimization 
technology.    

of Health Plans surveyed 
believe contact centers 
play a primary role in 
customer retention

of Health Care Providers 
surveyed view customer 
experience provided through 
the contact centers as a 
competitive differentiator.

70%
75%



How Workforce Optimization Helps Patient Access   6

Operational Efficiency
By streamlining processes and ensuring staff are 
receiving ongoing coaching, you can create true 
operational transformation within your patient access 
group. This will lead to a better patient experience 
with less paperwork and time spent on the telephone, 
as well as, a reduction in claim denials and increased 
reimbursements because staff will have the ongoing 
coaching to improve performance.

Using analytics, you can run reports to determine 
how efficient certain agents, groups or even sites are 
compared with peers. When you see a KPI based 
on analytics outside of the norm, you can drill down 
and review those interactions to identify what needs 
corrected. In some cases it may be agent behavior, 
and coaching is required. In others, it may be system 
or process related issues that need fixed. 

Employee Retention  
& Engagement
Patient Access staff members responsible for patient 
access and registration are being asked to do more in 
an increasingly complex process. This on top of ever 
changing regulations, high expectations from patients 
and their employer can lead to tremendous stress  
and confusion. 

Industry analysts estimate that healthcare 
organizations spend up to 70% of their contact center 
annual budgets on hiring, salary, benefits and other 
staff costs. This is a tremendous cost and opportunity 
to make sure your organization is putting your staff 
in a position to be successful and efficient. A poorly 
trained and coached staff member will certainly not 
only create errors in patient access that will lead to 
revenue collection problems down the road, but will 
also put the patient experience at risk.

Using recorded interactions to train, evaluate, and 
proactively coach staff to improve is critical to 
onboarding and retaining effective staff and creating 
a successful patient experience. Receiving ongoing 
feedback and coaching allows the employee to not only 
get important feedback to improve, but also to stay 
engaged and focused on the patient journey. 

Studies have shown that employees that get ongoing 
coaching have greater confidence, job satisfaction, 
and perform nearly twice as well a year later than 
employees in similar roles that only receive initial 
training. With the consumerism of healthcare and 
increased competition, you don’t just need accuracy 
in your healthcare organization, you need to have 
a program in place that keeps staff motivated and 
engaged in your desired patient journey.

 of contact centers evaluate 
employee satisfaction

Respondents indicate that employee and group 
recognition is the most effective way to  

improve employee satisfaction

75%
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About Envision 

For more than 20 years, Envision 
has been providing award winning 
solutions that optimize customer 
experience by turning data from 
customer interactions into action, 
making an intelligent impact on your 
business that leads to exceptional 
customer experiences. Data from 
phone, e-mail, web chat and social 
media interactions can help quickly 
identify patterns and trends, optimize 
operations and transform customer 
relationships. Envision delivers 
innovative software solutions, in the 
cloud or on premise, to optimize your 
workforce. With our integrated line 
of Click2Coach products, customers 
get voice of the customer analysis, 
performance management, desktop 
analytics, speech analytics, interaction 
and compliance recording, quality 
management, workforce management 
and coaching and eLearning.

For more information, please 
call us at 1-800-975-9384, send 
email info@envisioninc.com or 
visit us at www.envisioninc.com 
to learn more about how we help 
healthcare organizations with 
patient experience and revenue 
cycle management. 



For more than 20 years, Envision has been providing 

award winning solutions that optimize customer 

experience by turning data from customer interactions 

into action, making an intelligent impact on your 

business that leads to exceptional customer 

experiences. Data from phone, e-mail, web chat and 

social media interactions can help quickly identify 

patterns and trends, optimize operations and transform 

customer relationships. Envision delivers innovative 

software solutions, in the cloud or on premise, to 

optimize your workforce. With our integrated line 

of Click2Coach products, customers get voice of 

the customer analysis, performance management, 

desktop analytics, speech analytics, interaction and 

compliance recording, quality management, workforce 
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