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5 Steps to Streamlining Your Patient 
Outreach Programs
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THE IMPORTANCE OF PATIENT OUTREACH

Patients are more informed than ever before. With the rise of technology and access to 
the internet, patients and their families expect information to be delivered seamlessly 
and efficiently. 

At the same time, ambulatory surgery centers are expected to engage 100% of patients 
in their pre-operative and post-operative outreach processes and are required in some 
regions to accurately document these interactions. To address these changes, surgery 
centers need to efficiently utilize resources to perform and document outreach with 
patients to capitalize on incentives, improve care experiences, and reduce preventable 
adverse events. 

2-11x

73%

SSI Risk1

Patients with a Surgical Site Infection have a 2-11 times higher risk of
death compared to those without them. Prevention of post-op SSI
critical.

Inefficient Workflows2

On average, nurses spend 73% of their day on 
documentation and administrative tasks. 

1. Anderson,  Podgorny, BerrÃos-Torres,. Bratzler, Dellinger, Greene, Nyquist,, Yokoe, Maragakis, and Kaye. "Strategies to Prevent Surgical Site Infections in Acute Care Hospitals: 2014 Update." Infection Control & Hospital Epidemiology 35.06 (2014): 605-27..
2. Hendrich A, Chow MP, Skierczynski BA, Lu Z. A 36-Hospital Time and Motion Study: How Do Medical-Surgical Nurses Spend Their Time? The Permanente Journal. 2008;12(3):25-34.
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INITIATIVES THAT NEED EFFECTIVE OUTREACH

Patient outreach can 
address social 

determinants of health 
and can help manage 
complex care patients. 

Care 
Management

Reach out to patients 
pre-arrival to reduce no-
shows, remind patients 
about any instructions, 

and ask about conditions 
like sleep apnea.

Pre-Arrival 
Outreach

Document follow up in 
the EMR to meet 

regulatory 
requirements.

Meet Regulatory 
Requirements

As regulatory requirements encourage enhanced communication and care coordination, cost-effective 
patient outreach program will prove critical to achieving both financial and outcome success.

Timely patient outreach 
is proven to reduce the 

likelihood of 
complications post-

discharge.

Post-Discharge 
Outreach
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5 STEPS 

CREATING A SUCCESSFUL PATIENT OUTREACH PROGRAM

Outline Goals and 
Success Metrics

Identify Resources & 
Gain Leadership Buy-in

Create the Right 
Programs for your 

Patients

Implement the Right 
Technology

Measure Results and 
Drive Improvement

1 2 3 4 5

In this eBook, we discuss 5 steps your organization should take in order to implement the right 
follow-up program for your patient population.
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STEP 1

OUTLINE GOALS AND SUCCESS METRICS

GOAL: REDUCE COMPLICATIONS
If you are looking to reduce complications, look to the following metrics in order to 
drive success: post-operative clinical issues, patient engagment rates, and closed 
issue timeliness

GOAL: IMPROVE THE PATIENT EXPERIENCE
If you are looking to improve the patient experience, look to the following metrics to 
measure patient satisfaction: OAS-CAHPS scores, patient reviews, and patient 
comments

GOAL: ENGAGE PATIENTS IN THEIR CARE
If you are looking to measure patient engagement, be sure to capture the following 
metrics: Reach rates, call completion rates, percentage of patients called

When planning your patient outreach program, first identify your goals. Are they clinically-focused and related to patient 
outcomes? Or are they experience-driven and related to OAS-CAHPS improvement? Whichever it may be, it is important to 
start with an understanding of what success looks like. 



| CIPHERHEALTH.COM   | 6

Involve the Right People

Secure Leadership 
Commitment

Carry Out a Readiness 
Assessment

By showcasing the ability to reach more patients with fewer resources, the value of a 
program is easier for organizational leadership to see

Many surgery centers and surgical hospitals have systems in place to ensure patients receive follow up. Follow-up can involve 
a mix of clinical and non-clinical resources who can answer patient questions and resolve issues quickly. This is where 
technology such as CipherHealth’s Voice can reduce resourcing requirements to run a successful program and reach out to 
100% of patients multiple times within a short timeframe. 

Create a Team with the 
Right Workflow

STEP 2

IDENTIFY RESOURCES AND GAIN ORGANIZATIONAL BUY-IN
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STEP 3

CREATE THE RIGHT PROGRAMS FOR YOUR PATIENTS

MULTI-LANGUAGE
Multiple language options 

for patients outreach are key 

to implementing a successful 

program if your organization has non-

English speaking populations. 

CALLS, TEXTS, & EMAILS
Providing patients flexibility in how 

they engage with follow up helps to 

increase patient response rates and 

increases the likelihood of improving 

outcomes and satisfaction. 

NEED-SPECIFIC
Outreach that is specific to a 

patient’s procedure, such as 

cataract surgery, allows your team 

to be able to provide tailored 

assistance should an issue arise. 

Create goals to help identify which patients to call and resources those patients will need during their follow-
up. For younger demographics, a text may be more effective than a phone call; however, for an older non-
English speaking patient, a call in their primary language will be the key to success. 
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Multiple Modalities of 
Engagement: Call, Text, Emails

Ability to Call 100% of Patients 
and Route to Appropriate Staff 

Multi-Call & Multi-Language 
Options

Proven Track Record of 
Success

Technology Integrations 
and Documentation

Customer Support for 
Program Improvement

STEP 4

THE RIGHT TECHNOLOGY TO REACH 100% OF PATIENTS

After outlining project goals, identifying resources, and understanding your patients’ needs, you will be able to 
select the right technology to drive success. Below are some questions to ask in identifying what will work best 
to achieve your goals. 
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HOW TECHNOLOGY CAN ENHANCE WORKFLOWS

With the right technology, patient outreach workflows should be greatly enhanced. By streamlining the 
documentation, issue resolution, and alerting processes, providers can expect to see a higher volume of 
patients called with fewer resources at a significantly lower cost. 

• 100% of patients attempted

• 100% of issues triaged

• 12 Minutes per patient

• 30% of patients reached

• 10% of issues triaged

• 26 Minutes per patient

Automated calls go 
out to all patients 
0 MIN

Patients with 
concerns are triaged 
to appropriate staff 
0 MIN

Staff member calls patient 
back to resolve clearly 
documented issue 
10 MIN

Document patient 
interaction 
2 MIN

Attempt to reach 
patients 
5 MIN

Ask patient questions 
about recovery 
8 MIN

Look up patient record to 
answer patient concerns 
10 MIN

Document patient 
interaction 
3 MIN
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STEP 5

MEASURE RESULTS AND DRIVE IMPROVEMENTS

Once your program begins, take the time to understand the impact on your patients and implement 
changes that will help drive future initiatives for improvements. Reports and analyzed data can 
help provide actionable insights that drive both short and long term improvements. 

Access to the appropriate reports and dashboards enable 
the following: 

ü Reduced time and resources necessary to create reports

ü Improved visibility and accountability in the follow up process

ü Increased ability to identify trends and gain actionable 
insights



| CIPHERHEALTH.COM   | 11

CipherHealth’s Voice Patient Outreach Solution

Condition-specific outreach based on procedure type, 
payor status, payment program, and more to ensure 
patients receive quesitons relevant to their care.  

PERSONALIZED OUTREACH

Programs include customizeable script questions, 
languages, call frequency, and more. Additionally, 
customize alerts to ensure quick issue resolution

CUSTOMIZEABLE PROGRAMS

In-depth reports and advanced dashboards 
provide actionable insights that drive long term 
improvements for both patients and providers. 

IN-DEPTH REPORTS
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CipherHealth is a New York City-based company founded in 2009 focused on creating best-in-
class solutions that help care providers effectively and efficiently to provide quality care for
their patients. CipherHealth leverages technology to make communication between care
providers and patients easier, engaging, and more meaningful.

www.cipherhealth.com
Info@cipherhealth.com
888.917.9996


