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Digital Access

77%

book, change or cancel 
appointments online is 

important

Source: Accenture



Convenience

43%

online bookings outside
normal business hours

Source: DocASAP



Immediacy

47%

prefer immediate, virtual 
appointment over a delayed, 

in-person appointment

Source: Accenture



Waiting Times

24

days to schedule a new 
physician appointment 

in a large U.S. city

Source: Merritt Hawkins



Growing Priority

7

43%

health systems consider 
appointment scheduling 

a KPI

Source: Greystone



Brand Influencer

8

Net Promoter Score ranked 
provider finding and scheduling 

2nd and 3rd out of 
10 brand touchpoints

Source: Accenture
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AMITA Health 
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Consumer Use of Technology Drives Change in Healthcare

Use of chronic 
disease & lifestyle 
Apps on the rise
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Consumer Access vs Obstacles

<19%    appointments available when wanted

14%      can schedule evening, weekend appointment

10%       easy access to video appointments

Consumer Desires: Reality:

Kaufman Hall Research
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Retail-ization of Healthcare

• Patients are 
consumers

• Shift to value, shift 
to retail focus

• Improve 
convenience & 
create seamless 
access experience
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Amazon…

“Our customers are loyal to us right 
up until the second somebody offers 

them better service.”
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The Environment

• Many digital entry 
points to manage

• Provider scheduling 
complex

• Patients miss 
appointments

amitahealth.org
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The Strategy:  Attracting & Retaining Consumers

ACCESS: 
Reimagine 

“Front Door”

PRICING:
Reposition 

“Shoppable Services”

EXPERIENCE:
Retain & Build 

Loyalty
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Digital Patient Access

• Expand access 
beyond call center 
hours

• Increase access to 
immediate, primary, 
and specialty care

• Intelligent online 
scheduling
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Online Scheduling:
Campaign Landing Page
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Online Scheduling:
Medical Group Homepage
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Online Scheduling:
Direct Mail 
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Online Scheduling:
Direct Mail 
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Online Scheduling:
Direct Mail 
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Online Scheduling:
Health Plans
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Navigating Patients to Care

Matching patients with 
the right provider and 
care setting at the time 
they need care:

• Visit reason

• Location

• Insurance

• Timeliness
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Roll Out

• Moved providers from 
previous system first

• Primary care 
providers, then 
specialists

• Consolidated 400 
different schedules to 
14

• Accommodate 
scheduling rules
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Provider Buy-In

• Providers retain 
control over their 
schedule

• Ideal for providers 
accepting new 
patients

• Opportunity to fill in 
cancellations
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Scheduling Immediate Care
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Scheduling with a Provider
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Appointment Reminders

• Get patients to the 
“finish line”

• Automated reminders
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Online Scheduling SEM Campaign Performance

July 2018 – March 2019:

204,000
Impressions

9,690
Web Visits

1,134
Find a Doctor
Conversions

613
Appointment 
Conversions

19.7%
Overall Conversion 

Rate
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Online Appointments Exceeding Calls*

31*Marketing campaign lines only; does not include direct practice calls
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Results: New Patient Growth

January 2018 – March 2019:

47%
New Patients

39%
After-Hours 
Bookings

48%
Same and Next Day

Appointments

5%
No Show 

Rate

48%
Mobile

Bookings
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Immediate Care Efficiencies

• Centers better able 
to accommodate 
appointments 

• Help staff better 
manage in-person 
operations

• Bookings became 
more predictable 
over time
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Moving Forward

• Leverage more health 
insurance portals

• Screening 
mammography

• Campaign 
notifications: 
Preventive care, flu 
shots

• Reminders: Checklist 
before arrival



35

Q&A

Deborah Fullerton
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Vice President &
Chief Marketing Officer

Jordan Pisarcik
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Account Management
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THANK YOU


