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IMPROVING PHONE ACCESS ACROSS
CAMBRIDGE HEALTH ALLIANCE

BACKGROUND AND AIM

Patients of Cambridge Health Alliance (CHA), a public hospital in Massachusetts with 15 ambulatory sites
that serves vulnerable and diverse populations, experience barriers accessing health services through the
phone system such as long wait times (avg=41 sec), complex phone trees, and call disconnections.

This initiative aimed to improve phone access through standardizing and simplifying operating hours and
after hours phone menu across CHA.

UNDERSTANDING CURRENT STATE

Data from thirty-nine phone lines
revealed low utilization of multilingual
menu (<10%) and a high abandonment
rate with 7.31% average among pilot
sites. According to a report of 1,445
after hours calls, only 60.3% triaged to
on-call providers required medical input.
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IDENTIFYING AND IMPLEMENTING SOLUTIONS

Simpler, standardized, and patient-friendly scripts were piloted and cascaded for operating hours and

after hours phone menus. Changes included reduced options (including languages), discontinuation of
underused voice mailboxes, addition of a “return to main menu” option and consolidation of answering
services for after hours calls.
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Why do people call? Breakdown of options selected as a percentage of total
calls
Revere Health Center, pre and post pilot (January 2017-January 2018)

Malden B Appointments 1
Pre pilot (22 days of
data Rx Refills 2
Everett )
First month of pilot Referrals 3
18 days of data
Revere ( ! : B Nuse Triage 4
_ Second month of
Nurse Triage pilot (20 days of OBGYN 5
Third month of pilot B Returnto Menu *

Industry standard
(14 days of data) B Invalid Key Presses

Fourth month of pilot

(20 days of data) B Stay on Line/ Other

Ninth month of pilot
(19 days of data)
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CHA-wide After Hours Phone Call
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Protocols

- Mo standardized protocols for using
CHA interpreter services

- Mo welkdefined criteria to redirect
calls to on-call provider
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Mo standardized phone menus;
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On-Call Provider

- Zome calls require no medical
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o info f no access from outside CHA
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— - Rarely involved in after hours calls; -
- Some calls were transferred instead -
of conferenced, interpreter services
ouldn't address the issue alone
Phone Menu for Malden (4/7/17)
@ent dials (781) 338-0500
Thank you for calling CHA Malden Family Medicine
If you have a medical emergency,
please hang up and dial 911 or choose
from the following 5 options
For appointments, Routed to
press 1 Centralged
1 Scheduling
— Routed to
For medication Pharmacy
refills, press 2 (617-665-1167)
& Thank you for calling the Malden
For referrals, press Routed to referral line. Please leave your
3 Voicemail name, number, and type of

referral and we will call you back
as soon as possible. Thank you

)
If you need a
nurse to call you
back because of a
medical problem,
press 4

Routed to NT
line in call center

y
To repeat these
options, press the
star key.
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All other callers,

stay on the line Callrouted T Your call is important to us.
and your call will g rf“f do Please stay on the line and the
be answered in the entralize next available Patient Care

order it was Scheduling representative will be with you

received shortly. Thank you.

In addition to the standardization of the phone
menus across CHA, this project also established
an effective framework that engages
multidisciplinary stakeholders (Patient, Interpreter
Services, Call Center, Answering Services,
Operations team, Performance Improvement
team) to identify, apply, and disseminate best
practices to improve patient access and reduce
system inefficiencies.
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After Hours Menu

covering 15 Primary Cascaded across CHA
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, , September 2018
Care in 3 hospitals
$32,700
Potential
Annual Cost
Savings

 Develop call triage protocols

* Continue monitoring the metrics

* Consolidating after hours answering service
vendors

* Build capacity to clinically triage and handle
after hour calls
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