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Patient leakage is a major concern for healthcare operations. This can happen due to a variety of

factors, including access to care, cost of care, missing or incorrect resources, and poor
communication leading to referrals.

Artificial intelligence (Al) analyzes patient conversations to share trends, obstacles, and valuable

Insights for healthcare providers to make data-driven decisions and optimize their operations to
deliver an optimal patient experience. Providers that utilize Al to focus on the care journey will be
better able to combat patient leakage to retain and grow their patient population.

5 Practices to Combat Patient Leakage with Al

Find access to care issues: Patients might seek a new provider if they are unable to receive
the care they need — because of price, travel, or other socioeconomic reasons. Al shares insights
Into how patients access care and barriers they face to help drive organizational improvement.

Key Outcomes:

« Understand what barriers and obstacles prevent patients from accessing care
 |dentify detractors and values that patients weigh in deciding a provider
» Create a system of resources for specific patient groups

Refine patient scheduling: Scheduling friction commonly causes delays, errors, and inetfficiencies
for both providers and patients. Al has the power to identify patterns and bottlenecks that, when
addressed, streamline patient scheduling efforts from the contact center to the hospital.

Key Outcomes:

» Aggregate conversation data to highlight areas of friction
» Determine recurring appointment issues, such as no-shows and wait times
» Target changes to scheduling systems, such as agent training and automation

Redirect administrative burden to focus on care: Leaders and hospital employees can
listen to the patient voice without the extra burden of manual notetaking or system updates.
Al gives time back to all employees from the contact center to the hospital.

Key Outcomes:

* Analyze high call volumes with notes, summaries, and suggestions
« Manage appointments, billing, and plans with a strategic action plan
» Provide data-backed guidance on ways to save time and increase capacity




ldentify competitive referrals: Patients’ perceptions of a brand or organization directly impact
reputation and, in turn, affect the referral process to another provider — by word-of-mouth,
specilalized care, or even attractive marketing. By proactively analyzing issues with Al, hospitals
and health systems can resolve patient detractors before leakage occurs.

Key Outcomes:

» Pinpoint the root cause of patient journey issues, such as denials or coding errors
» Traln agents with new resources and review offerings to compare care options
» Understand gaps in care and communication affecting patient populations to reduce detractors

Deploy the right resources: Nurses and hospital staff are clinical practitioners and aides. Contact
centers and call lines are the ear into the patient experience. Al gives insights to leaders that allow
them to strategically monitor process improvements and ensure resources are deployed at the
right time for the right patients.

Key Outcomes:

» Make data-backed decisions to improve patient satisfaction and perceptions
» Create aresource hub or call guide from specific feedback to better coach responses
» Highlight recurring obstacles to develop a system of resources available to staff and agents

THE TAKEAWAY

It's a challenge for leaders to uncover the reasons and drivers behind patient leakage
and competitive referrals. Al allows patient access and operations leaders to proactively
address patient needs and prevent unresolved care issues, in turn, improving
satisfaction and loyalty.
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About Authenticx

We're on a mission to help humans understand humans. Authenticx
was built with patient access and operations leaders in mind to
Improve quality and processes with an Al-powered solution.

Visit our website to learn more: authenticx.com
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