CASE STUDY

IMPROVED PATIENT EXPERIENCE &
INCREASED COST EFFICIENCY FOR HEALTHCARE CEN?

THE CHALLENGE OBJECTIVES

Connors Group was selected to work with a » Enhance patient experience

network of more than 100 clinics nationwide o Improve systemic work ow, operations
offering value-based primary care centers and team ef ciency

for adults, offering value-based care. _ _
e Increase quality of return of medical

records data
The client needed optimized Standard « Improve communication among centers
Operating Procedures (SOP) across the and medical records teams
network to improve communication among
centers, improve the patient experience and
reduce expenses. A critical component of * Improve ability to support current
on-boarding patients for the client involves request volume
obtaining previous medical records. A central
team completed requests for these records, STRATEGIC APPROACH
but with more than 20,000 requests a month,
the client needed to improve ef ciency to

o Decrease cost per medical record request

Connors Group employs the Toyota Productior
System and lean management theories in the

drive increased throughput. recommendations for healthcare centers.
®

PROCESS MAPPING JOB AIDS | SOP COMMUNICATION

Focused on document processing, Provided templates with comprehensive Key stakeholders and team members
patient communication and orders, and end-to-end process documentation validated ongoing efforts and tactics,
referrals. Connors Group detailed and speci c task instructions. focusing on high-level process

current processes, opportunities for Implement new software and processes opportunities and challenges and gathering
improvement, and variations across to drive consistent maintenance, focus feedback. Tactical recommendations
clinics and made recommendations and  on improvements, and enhance addressed quick win opportunities and

amendments to the process mapping. distribution and tracking. SOP roll-out across centers.

Q@ Decreased cost per referral
@ Improved headcount
@) Increased output

@ Backlog eliminated



