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Every Interaction Matters

Elevating patient care through practices like courtesy, care coordination, and effective communication
leads to improved patient experiences and higher Consumer Assessment of Healthcare Providers and
Systems (CAHPS) survey scores. By prioritizing patient satisfaction and actively addressing needs,
healthcare providers can enhance outcomes and perceptions of care quality. Consistent, patient-
centered care fosters trust and loyalty, resulting in favorable CAHPS survey ratings.

Why Access Matters

Access to healthcare is a fundamental right, yet many individuals face barriers that hinder timely care.
Limited access can delay diagnoses, worsen health conditions, and increase costs. Addressing these
barriers improves health outcomes, reduces disparities, and enhances overall patient experiences.

Measuring Success and Continuous Improvement

Track key performance indicators, such as appointment wait times, patient satisfaction scores, and
follow-up rates, to assess the effectiveness of access improvement initiatives. Gather patient feedback
through surveys and focus groups to identify areas for improvement.

Improving Patient Experience Through Access

Healthcare providers can enhance patient experience by ensuring efficient access to services:

1. Flexible Scheduling: Offer same-day appointments, extended hours, and online scheduling to
accommodate diverse schedules.

2. Telehealth Services: Implement telehealth for remote consultations and follow-ups, improving
accessibility, especially for those with mobility challenges or in rural areas.

3. Reduced Wait Times: Optimize scheduling and streamline check-in processes to minimize
patient wait times.

4. Improved Communication: Use various channels—phone, email, text, patient portals—for
reminders and information sharing, reducing unnecessary in-office visits.

5. Accessibility: Ensure physical environments are accessible and provide language interpretation
for patients with limited English proficiency.

6. Financial Assistance: Offer programs, sliding-scale fees, and guidance on insurance and billing to
support patients financially.

7. Community Partnerships: Collaborate with local organizations to address social determinants of
health and connect patients to additional resources.

Top 5 Qualities of Stellar Provider Staff

1. Effective Communication: Clear, empathetic interaction with patients and colleagues.
Adaptability: Flexibility in managing various tasks and situations.
Attentive to Detail: Precision in patient conversations and administrative tasks.

Customer Service Excellence: Focus on patient satisfaction and exceptional service.
Team Collaboration: Cooperative work to achieve common goals.
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Improving Access to Care Through Enhanced Workflows

Appointment Scheduling Tips

1.

Use reminder systems (calls, texts, emails) to reduce no-shows, including details like parking and
directions.

Offer urgent same-day appointments and extended hours.

Implement online scheduling for patient convenience.

Check-in and Registration Tips

1. Streamline check-in with self-service kiosks or online pre-registration.
2. Ensure clear signage to guide patients.
3. Verify insurance and collect paperwork electronically to minimize waiting times.
Clinical Tips
1. Optimize patient flow to reduce congestion in waiting areas.
2. Standardize protocols for rooming, assessments, and tests.
3. Use Electronic Health Records (EHR) for streamlined documentation and communication.

Telehealth Tips

1.

2.
3.

Develop standardized workflows for telehealth visits, including patient preparation.

Provide clear instructions for accessing virtual appointments.
Ensure compliance with privacy regulations.

Follow-up and Care Coordination Tips

1.

Establish processes for post-appointment follow-ups to address concerns and schedule further
visits.

Facilitate care coordination by securely sharing patient information among providers.

Engage patients in decision-making for continuity of care.

Patient Education and Communication Tips

1.

2.
3.

Create educational materials to empower patients in managing their health.

Use various channels to share health information and updates.
Provide clear discharge instructions with the next steps post-appointment.

For any questions, please email ClinicalEngagementTeam@SuperiorHealthPlan.com.
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