EBOOK

Transforming
the Patient
Experience

How Contact Centers
are Driving Innovations
in Healthcare

broadvoice



Introduction

Digitalization and technological
innovations have created more

advanced and effective contact

center solutions. These solutions

have transformed how healthcare

organizations interact with patients.

Modern contact centers are a far cry

from the simple call centers they used
to be. Now, they are omnichannel CX
platforms. When used strategically,
they can improve the accessibility,

efficiency, and quality of healthcare.
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Challenges in the
Healthcare Industry

Knowing and understanding the
challenges affecting the patient
experience is essential. The 2024
Global Health Care Sector Outlook
highlights many of the current
challenges:

* An increased demand for services.
Chronic diseases are more prevalent
as the population ages. This has
increased the demand for medical
care. The result? Long wait times and
scheduling difficulties.

* A lack of coordination among
providers. The healthcare industry
is more fragmented than ever.
This makes it difficult to keep track
of patient histories. It also makes
communicating between doctors,
hospitals, and other professionals
difficult.

* Ineffective communication. Many
patients feel frustrated because they
don’t receive clear information. The
technical language and jargon used
by providers doesn’t help either.
Plus, difficulty accessing convenient
communication channels has
made many dissatisfied with their
experience.

* Patient dissatisfaction. Studies
show that dissatisfaction with the
healthcare experience is a growing
problem. It even affects patient’s
quality of life and treatment
adherence.



https://www.deloitte.com/content/dam/assets-shared/docs/industries/life-sciences-health-care/2024/gx-hc-outlook-new.pdf
https://www.deloitte.com/content/dam/assets-shared/docs/industries/life-sciences-health-care/2024/gx-hc-outlook-new.pdf

The Role of Contact
Centers in the Patient
Experience

The importance of contact centers in
the healthcare industry is undeniable.
In fact, patients have greater
confidence in providers who prioritize
the patient experience.

Greater Accessibility

Contact centers help provide patients
with quick and convenient access to
healthcare. Patients want to reach
their providers via phone, email,

chat, and social media. With unified
communication channels, patients can
communicate using their preferred
channel. This allows for a more
personalized experience.

For example, telemedicine allows
patients to receive medical care via
video and phone. Now, patients
don’t need to travel to have access
to healthcare. They can get treatment
information, schedule appointments,
and ask questions from their homes.

Improved Service

With Al technologies and chatbots,
contact centers can offer faster,
more efficient service. Contact center
technology integrates with many
platforms, including healthcare
systems. This allows agents to access
relevant and up-to-date patient
information. With this intel, agents can
provide personalized service during
interactions.

Contact center technology allows
agents to connect with patients after
treatment. This enables them to
provide guidance and relay questions
and concerns to providers. The result?
Better clinical outcomes and a reduced
number of re-admissions.

Better Communication

Effective communication between
patients and healthcare providers

is fundamental to delivering quality
healthcare. Online platforms and
mobile apps allow patients to access
information about their health.

This includes treatment updates
and guidelines, test results, and
medical histories. This facilitates a

more trusting relationship between
providers and patients.

Personalized Experiences

With data analytics and reporting tools,
contact centers can identify patterns
and trends. This allows for a more
personalized and proactive approach
to care.

It also means agents can identify
opportunities for improvement and
gain strategic insights. Optimized
processes and services improve the
patient experience.

Efficient Resource Management
Contact centers can optimize
healthcare resources by centralizing
patient information. Contact

center technology also automates
repetitive tasks. This includes things
like scheduling appointments and
managing medical records. This
increased focus on patient care
improves efficiency and the patient
experience.



Contact centers
can help optimize
providers’ time.



The Future of Contact
Centers in Healthcare

Implementing contact center solutions
in the healthcare industry has several
benefits:

* Improved patient experiences.
This leads to greater satisfaction and
loyalty and better clinical outcomes.
Plus, it reduces the costs associated
with complaints and re-admissions.

* Increased operational efficiency.
Contact centers can help optimize
providers’ time. This allows them
to focus on patient care. They also
decrease the costs associated with
manual tasks.

* Improved communication. Having
unified communication channels
improves clarity, transparency, and

agility.

* Gain valuable insights into patient
behavior and quality of care. This
enables healthcare facilities to take
strategic actions and make data-
driven decisions. Then, they can
improve their services and achieve
better outcomes.




Conclusion

Technology and patient experiences
are ever-changing. Contact centers
continue to play a key role in
transforming the patient experience.
These solutions help make healthcare
more accessible, efficient, and focused
on patient well-being.

Be part of this transformation by

joining the industry leaders. Schedule
a free and personalized demo today.
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https://www.gocontact.com/solutions-by-industry/healthcare/
https://www.broadvoice.com/request-a-demo/
https://www.linkedin.com/company/broadvoice/
https://www.facebook.com/Broadvoice/
https://twitter.com/broadvoice
https://www.instagram.com/broadvoice/
https://www.youtube.com/channel/UCRuOp_WSm4FEDwjEPE7-KEw

