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Learning Objectives

Speaker Introduction

 What key elements does an effective patient engagement strategy include? 

 What benefits can your organization expect from a well-executed engagement strategy?

 What best practices should be taken in to consideration when implementing a Patient 

Engagement Solution?



CHS Physician Practices
Approximately 1,650 Locations in 22 States

4100+ Providers

Community Health Systems (CHS)



Key Objectives for CHS: Strategic Focus for Consumer Driven Healthcare

 Demonstrate Quality  Deliver Care More Efficiently

 Build Services & Infrastructure  Clinical Integration & Collaboration

 118 Hospitals as Top JCAHO performers on key quality 

measures

 Using techniques to create safe hospital environments

 Centralize Shared Resources for 

Productivity Improvement, Cost 

Controls, and Quality Improvement

 Technology, HR/Payroll, 

Physician Practice Mgmt., etc.

 Increase Access to Care

 57 Surgery Centers

 48 Urgent Care

 8 Freestanding ED’s

 75 Home Health Agencies

 148 Diagnostic Clinics

 1500 Physician Clinics

 Over 14,000 physicians recruited over past 5 years

 1200+ mid-levels employed

Key Objectives for CHS



How do we drive ROI with Patient Experience?

Create a consistent, connected, self-service experience leveraging mobile devices of patients 

and family members

 Improve Quality of Care

 Close more gaps in clinical care with our population

 Provide education and support on personalized care plans 

 Optimize Physician Network Utilization

 Improve access to appropriate care settings

 Simplify the intake process

 Help to navigate/guide the patient to high performing providers

 Improve compliance to regulatory and value based initiatives

 Meaningful Use

 HCAHPS

How do we drive ROI with Patient Engagement?



Patient Experience On HealthGrid’s mCRM Platform

Activation

Gap in Care Outreach

Patient Self-scheduling

Appointment
Confirmation Reminders

Mobile Check-in &
Directions

Point of Care
Assessments

Clinical Summaries & 
Personalized Education

Care Plan & 
Referral Management

Patient Satisfaction 
Surveys

Patient Experience 

On

Enterprise Patient

Engagement 

Platform

CHS’s Patient Engagement Partner: HealthGrid



• Leveraging population health engine and 
“rules of engagement”, HealthGrid 
outreaches patients to drive them in for 
needed services

• Appointment requests and scheduling 
directly within EMR

• Improved care coordination with limited 
staff intervention

• Increases Gap In Care Closure, visit 
volume and revenue 

• Increased adherence and improved 
patient experience 

Gap In Care Outreach 

Connect w/ 

Practice

Automated 

Scheduling

“Mobile  Connectivity Drives”



End-to-end patient experience

Pre / Point-of-Care Post Care

• Welcome messages

• Demographic 

Updates

• Patient Check-In

• Mobile Consenting

• Bill Pay

• Patient 

Satisfaction 

Surveys

• Follow Up

• Care Summary

• Patient 

Education

• Bill Pay

• Point of Care Check-In, Assessments 

and Screenings



Prior to visit….

 Patients can complete their entire check-in process on their own device ahead of a 

service

 All demographics, forms and payments can be completed on the patient’s device prior 

to arrival to expedite the check-in process

Check-In /  Appointment Reminders



 Patients can complete check-in on 

tablet devices at the practice providing 

efficiencies in office operations and 

significant time/cost savings 

 Clinical forms and assessments can also 

be completed at check-in the support 

the clinical process and improve quality 

of care

…at the point of care...
Point-of-Care  Check-In



After the visit...

 Care Summaries: After a visit, all patients 

receive summaries of their care plans via their 

mobile device

 Referral Coordination: If the patient does not 

have a designated physician for follow up, 

they are presented with a list of physicians in 

the network to select and schedule an 

appointment

Post Care Summaries



Advanced Functionality for Readmission Prevention

 Automated Post Discharge Call 

backs: Patients are asked a quality 

survey after discharge to automate 

discharge call back process

 Care Plan Management: Patients 

receive automated follow up on 

their care plans at specified 

frequencies (30, 60, 90+ days from 

discharge) to ensure compliance and 

reduce adverse events post 

discharge

Post Discharge Questionnaire

Do you understand your 
discharge instructions?

Do you understand your 
medication education? 

Have you started taking 
your medications? 

Have you scheduled a follow-

up appointment? 

YES NO

YES NO

YES NO

NEXT

Did not fill the prescription

Cost

Pill size

Other

value here...

YES NO

Post Care – Surveys and Care Plans



Gaps in Care Campaigns



Appointment Confirmations/Reminders



After the visit...

 Care Summaries: After a visit, all patients 

receive summaries of their care plans via their 

mobile device

 Referral Coordination: If the patient does not 

have a designated physician for follow up, 

they are presented with a list of physicians in 

the network to select and schedule an 

appointment

Post Care Summaries



After the visit...

 Care Summaries: After a visit, all patients 

receive summaries of their care plans via their 

mobile device

 Referral Coordination: If the patient does not 

have a designated physician for follow up, 

they are presented with a list of physicians in 

the network to select and schedule an 

appointment

Post Care Summaries



Provider Utilization - Appointments



TOC Campaign – Utilization



TOC Campaign – Utilization



Care Summary Utilization and Response Rates



Inpatient and Care Plan 



Inpatient and Care Plan 



“Online Scheduling”



Return on Investment Summary 

HealthGrid Functionality Demonstrated Value and ROI

Gaps in Care, Appointment Reminders, & 

Pre-Care Prep

• 31% Quality Improvement from closing 

Gaps in Care

• 2 new appointments/ day 

• 25% reduction in No Shows

Mobile Check-in & Bill Pay

• 8-10 min. saved per patient

• 80% reduction in Paper

• 42% improvement in data quality

• 25% increase in collections

• 90+% collection in Copay

• 4 day reduction in A/R

Screenings & Assessments • 22% improvement in Quality

• 9%-14% Increase in Reimbursement

Inpatient Notifications, Satisfaction Surveys 

& Post Care/Discharge Follow Up

• 15%-20% Increase in HCAHPS scores

• 1.3 day reduction in Length of Stay

• 8% reduction in readmission

• 40% increase in Med Adherence

Care Plan & Referral Management • 10% reduction in readmission

• 35% increase in Primary Care Follow Up


