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Contact center leaders know: there’s huge value in  
patient interactions

Smart contact center leaders have long known that a wealth of 

valuable insight comes pouring into the contact center every day. 

Firsthand intelligence, directly from patients, telling you what’s 

working—and what isn’t—throughout the organization. But the 

average contact center only examines two percent of all patient 

interactions. The sheer volume of information—not to mention the 

complexity of unstructured data—is just too much, and until recently, 

analytics tools were too costly and cumbersome to adopt.

Intuitive analytics make it easy to unlock contact  
center insights

However, new analytics solutions now make it easy and cost-effective 

to monitor and examine 100 percent of contact center interactions—

without the need for dedicated data analysts. These leading contact 

center analytics solutions deliver seamless integrations, user-friendly 

functionality and intuitive outputs that anyone in the organizations 

can understand. Armed with these new analytics tools, contact center 

leaders can bring critical insights to business teams throughout their 

organization. 

The rest of this invaluable intelligence 
sits on the shelf—not working 
for the organization.

2%
The average organization analyzes 
just 2% of all customer interactions— 
mostly for random quality assurance 
checks and reactive investigations.

98%

YET THE CHALLENGE REMAINS: How do you demonstrate the value of contact center analytics to business leaders?
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IMPACTS OF IMPROVED 
PATIENT EXPERIENCE:

Focus on how the contact center can improve the patient experience
Tightening reimbursements, empowered patients-as-consumers and the shift to value-based 

care are rapidly transforming the healthcare landscape—to say nothing of the potential effects 

of replacing or amending the ACA. In this rapidly evolving environment, “patient-centered 

care” has emerged as the guiding principle. Healthcare leaders now recognize that the patient 

experience is the central driver of success, across a wide range of metrics.

HEALTHCARE LOOKS TO CONSUMER-FOCUSED INDUSTRIES  
FOR CONTACT CENTER BEST PRACTICES

As healthcare organizations scramble for new ways to court empowered  
patients-as-consumers and improve the patient experience, they’re looking to  
other consumer-focused industries. For example, many hospitals and clinics now 
model their luxurious physical spaces and all-inclusive in-person experiences 
on best practices from the hospitality world. However, many are recognizing a 
simpler, more effective element that all great consumer-focused businesses have 
in common: exceptional contact centers that anticipate customer needs and guide 
customers along a seamless, omnichannel journey from first impression to  
satisfied and loyal customer. 

INCREASE HCAHPS SCORES

IMPROVE CLINICAL OUTCOMES

MAXIMIZE 
REIMBURSEMENTS

RETAIN AND GROW 
PATIENT VOLUME

DRIVE REVENUE
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How The Contact Center Can Solve Key Healthcare Challenges

Increase Revenue

Drive Growth

INCREASE PATIENT 
SATISFACTION

IMPROVE PATIENT 
EXPERIENCES

DEEPEN PATIENT 
ENGAGEMENT

OPTIMIZE HCAHPS 
SCORES

CREATE COMPETITIVE 
DIFFERENTIATORS

EARN PATIENT 
LOYALTY

MAXIMIZE 
REIMBURSEMENTS

INCREASE MARKET 
SHARE

RETAIN PATIENT 
VOLUME

Making the business case for contact center analytics
As more and more contact center leaders see their opportunity to leverage advanced analytics tools to drive improvements across 

the organization, they’re crafting an impossible-to-ignore business case to gain buy-in from top-level leadership. At the simplest 

level, they’re talking to business leaders in terms they understand—speaking about the goals and metrics they care about.
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7 PROVEN STRATEGIES: 
Leveraging analytics to solve healthcare business challenges
Once contact center leaders are able to speak in strategic business terms,  they are able to drive more value in their organization.  

Here are seven strategies contact center leadership should use to leverage advanced analytics to solve critical healthcare business challenges  

within their organization. 

IDENTIFY ISSUES  
IN REAL-TIME

EVALUATE MARKETING 
CAMPAIGN

EVALUATE YOUR 
COMPETITION

FIND NEW MARKET 
OPPORTUNITIES

MITIGATE RISK & 
INCREASE COMPLIANCE

IMPROVE BILLING & 
COLLECTIONS

IMPROVE THE PATIENT 
EXPERIENCE
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#1. Identify Issues in Real-Time 

Why it’s critical: 
Agility is a major buzzword in the business world. Healthcare leaders want to be able to identify 

and respond to problems and opportunities in real time. The ability to respond quickly both 

mitigates risk and provides a competitive advantage.

How contact center analytics can help:
Advanced contact center analytics allow you to automatically monitor and examine every 

single patient interaction—across every channel—in near real time. This comprehensive visibility 

reveals trends that uncover issues as they emerge. See bottlenecks in the contact center 

experience, identify potential problems in clinical care delivery, and recognize other issues that 

can have a significant impact on everything from patient satisfaction and patient outcomes to 

organizational efficiency. 

Example Use Case: See a flu outbreak emerge in real time
Real-time analytics tipped off the contact center of a large healthcare delivery network to a 

large number of patients from the same region calling with flu-like symptoms. Recognizing this 

as an early indication of a seasonal flu outbreak, contact center leaders relayed the information 

to clinical staff coordinators and clinical teams. This enabled early preparation for the surge 

in patient volume—adding staff, ordering extra medical equipment (such as ventilators) and 

taking preventative measures (mandatory cough masks, waiting room signage, etc.) to slow 

and limit the spread.

KEY BUSINESS CHALLENGE: 
How do we increase 

organizational agility?

PROVEN STRATEGY: 
Leverage contact center analytics 

to see issues emerge in real time—

respond immediately.
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KEY BUSINESS CHALLENGE: 
How can we improve the efficacy of 

our marketing efforts?

PROVEN STRATEGY: 
Leverage contact center analytics 

to evaluate impact of marketing 

messages and zero in on the target.

#2. Evaluate Marketing Campaigns

Why it’s critical: 
To survive and thrive in the patient-as-consumer era, healthcare organizations need to become 

expert marketers. But unlike most consumer-facing businesses, their audience spans all 

demographics. Effectively targeting marketing messages is the difference between an incredibly 

successful campaign and a huge waste of (already limited) dollars.

How contact center analytics can help:
Comprehensive contact center analytics enables the marketing department to conduct 

ongoing, real-time market research at an exceptionally low cost. They can hear straight from 

patients and potential patients about what works, what doesn’t, what they like and what they 

don’t like. This gives marketing teams the agility to quickly adapt their target audience profile 

in real time, adjusting existing campaigns and informing future efforts so they reach the right 

patients, through the right channels, at the right time—the holy trinity of marketing.

Example Use Case: Tracking the success of a multi-channel marketing  
campaign in real-time
A healthcare system launched a large, multi-channel campaign to promote preventive care 

visits for a range of chronic conditions. Leveraging contact center analytics, the marketing 

department directly tracked the reach and impact of the campaign, including which specific 

channels were most successful. They could also look in-depth at which messaging and call-

to-action corresponded with the most contact center interactions. Data even showed specific 

regions or demographics where a campaign is performing particularly well, or notably  

below average.
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KEY BUSINESS CHALLENGE: 
How can we establish competitive 

differentiators to increase patient 

volume?

PROVEN STRATEGY: 
Leverage contact center analytics 

to see where your brand lives in the 

market and identify competitive 

advantages.

#3. Evaluate Your Competition

Why it’s critical: 
As competition for patients intensifies, healthcare organizations know they need to find ways to 

stand out. Patient volume leakage (attracting and retaining patients) was named a top concern 

by hospital CEOs and CFOs for 2017 and beyond. But the C-suite doesn’t always know the right 

answer to the question, “What makes us unique?”

How contact center analytics can help:
Analytics tools can reveal what patients (and prospective patients) view as the unique or 

differentiating elements of a healthcare organization. Importantly, analytics can also show 

where an organization lives in the market space—it’s relative strengths and weaknesses 

compared to the competition. The organization can use these voice-of-the-patient insights to 

define their brand and strategically focus on competitive differentiators that they know resonate 

with their audience.

Example Use Case: Using key phrases to evaluate brand strength
Using analytics across a variety of channels, a hospital system searched for key phrases 

tied to their own brand messaging and that of three key hospital competitors. Across tens 

of thousands of interactions, the organization identified which elements of their and their 

competitors’ brands resonated most deeply. They could even dive deeper to look at brand 

strength by region, age, patient condition and other demographics.
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#4. Find New Market Opportunities

Why it’s critical:
As healthcare organizations shift to the traditional business mentality of “constant growth,” 

they’re looking to create new revenue streams and expand their portfolio. But they’re hesitant  

to extend into a new service line without assurance of demand.

How the contact center can help: 
One of the biggest reasons anyone calls a contact center—regardless of industry: to complain. 

Sometimes these complaints aren’t about the shortcomings of a service; they’re about the 

complete lack of a specific service. The ability to listen to 100 percent of patient voices reveals 

trends that show unmet patient needs—unmet either by the specific provider or by any provider 

in the market. These unmet needs can be golden opportunities to develop a new line of care 

or service, claim a completely untapped segment of a market and create a new and robust 

revenue stream.

Example Use Case: See what your patients are missing
To understand unmet patient needs, a healthcare system created a set of key words and 

phrases—“I can’t find,” “help me find,” “do you offer,” “why don’t you offer,” etc. Advanced 

analytics automatically pulled together an easy-to-read report showing the types of care and 

services most commonly associated with these phrases of frustration. At the top of the list: 

certified nurse midwife services. Armed with proven demand, the organization expanded to 

offer midwife services and saw an increase in patient volume and revenue for pre-natal, delivery 

and post-natal services.

KEY BUSINESS CHALLENGE: 
Where can we create new revenue 

streams?

PROVEN STRATEGY: 
Leverage contact center analytics 

to identify unmet patient needs 

and bring new services to market.
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#5. Mitigate Risk and Increase Compliance

Why it’s critical:
Healthcare organizations face perhaps the broadest range of risk, from the risk of patient 

safety incidents to security breaches of patients’ health information and payment information. 

Correspondingly, healthcare organizations are subject to a wide range of compliance 

regulations, from HIPAA rules to PCI guidelines. Organizations are looking for strategies to 

mitigate the risk of fines, litigation and other costly incidents—without adding operational 

burdens and costs or impacting the convenient patient experience.

How the contact center can help:
Contact center analytics provides complete visibility into what agents are saying (or not 

saying) that could put an organization at risk. Using sophisticated speech analytics tools, 

an organization can automate compliance monitoring, tracking whether script adherence, 

identifying the use of disallowed language and flagging high-risk interactions. Best-in-

class analytics solutions also offer manual and automatic pause-and-resume functionality 

that simplifies compliance with PCI guidelines for the storing of credit card and financial 

information. Analytics can even reveal a potential data breach in near real-time—often before 

other fraud detection or security tools catch the breach. Taken together, these capabilities make 

comprehensive compliance and risk-management monitoring efficient and cost-effective.

Example Use Case: Auto-pause simplifies PCI compliance
After receiving a hefty fine for accidentally recording sensitive PCI-protected information 

(credit card numbers) during patient billing calls, a hospital system began using the auto-

pause feature of its contact center analytics solution. When a service representative accesses 

a particular screen or field, the audio and screen recording is automatically paused, and when 

the agent leaves that screen or field, the recording automatically resumes. The organization has 

enabled assured PCI compliance—without adding any burden to agents.

KEY BUSINESS CHALLENGE: 
How do we mitigate risk, ensure 

compliance and prevent litigation?

PROVEN STRATEGY: 
Leverage contact center analytics 

to automate compliance 

monitoring and identify high-risk 

interactions.
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#6. Improve Billing and Collections

Why it’s critical: 
All your work toward revenue growth will come to a screeching halt if there’s a problem with 

billing or collections. From technology issues, to workflow bottlenecks, to agents that lack the 

training or information to solve minor payment issues and guide patients and payors through the 

payment process, inefficient revenue management ultimately slows cash flow and stifles growth.

How the contact center can help:
Comprehensive analytics allows the contact center to hone in on common sticking points and 

barriers in payment workflows. Using targeted keywords, supervisors can examine interactions 

where patients or other payors encounter payment issues—and identify the root cause of the 

problem. They can even cross-reference agent desktop monitoring to see where technology is 

impeding the process, such as slow payment processing software. Supervisors can also pull 

together a list of most common patient concerns, misunderstandings and frequently asked 

questions regarding payments, billing or collections. This information can be used to develop 

targeted training that equips agents and collections staff with the proper information to provide 

a seamless experience that increases efficiency while ultimately offering a more convenient, 

informative and pleasant experience for the patient.

Example Use Case: Recognizing the growing popularity of digital payments
As consumers increasingly use digital payment methods to pay online or through mobile 

devices, many now expect this convenience in the healthcare payment process. A health 

system recognized this “consumer demand” after using key words and phrases to identify 

patient interactions where patients expressed frustration with the payment process. A closer 

look revealed that a significant portion of these frustrating experiences stemmed from 

patients’ desire for an online or mobile payment option, instead of calling to provide credit card 

information to a live agent. Armed with this information, the health system developed and 

launched an online payment portal and saw time-to-revenue decrease almost immediately.

KEY BUSINESS CHALLENGE: 
How can we enhance revenue 

management and speed the 

revenue cycle?

PROVEN STRATEGY: 
Leverage contact center analytics 

to identify sticking points in billing/

collections workflows.
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KEY BUSINESS CHALLENGE: 
How can we improve the patient 

experience and increase HCAHPS 

scores?

PROVEN STRATEGY: 
Leverage contact center 

analytics—and let patients tell you 

how to improve.

#7. Improve the Patient Experience

Why it’s critical: 
Patient satisfaction—most notably, HCAHPS scores—is now directly tied to reimbursement 

rates. Just as importantly, empowered patients-as-consumers look to this objective data to 

make decisions. Healthcare organizations know they need to focus on improving the patient 

experience. But they’re uncertain which types of patient experience initiatives will have the 

biggest impact—and the greatest business value.

How the contact center can help:
Advanced analytics enable a healthcare organization to take a proactive, real-time approach 

to making patient experience improvements where they matter most: the contact center. 

Speech and text analytics instantly identify calls, emails and chats for review based on 

keywords. Managers quickly gain insight into common patient pain points and where additional 

agent training can improve interactions. Analytics can also identify technology gaps, lags or 

breakdowns, shedding light on slow applications, network lag, agent log-in issues and other 

problems, and automatically alert administrators and IT. Sharing trends in patient interaction 

data enables contact center agents to work smarter. Targeted training can provide a better 

understanding of common patient personas, helping agents anticipate patient needs and 

deliver service with personalized convenience. Armed with better tools and information, the 

contact center can shift its goal from shorter interactions to better interactions.

Example Use Case: Identifying technology bottlenecks
A large healthcare delivery network leveraged its contact center analytics solution to identify a 

problematic desktop application. Analyzing contact center data with search terms such as, “I’m 

sorry, my computer is working slowly,” the organization cross-referenced agent desktop data to 

see that a specific software application frequently slowed interactions and led to patient (and 

agent) frustrations. This data provided a clear business case for investing in software upgrades 

that instantly decreased the incidence of frustrating delays.
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Own the patient experience—turn the contact center into a business intelligence hub
As the patient experience takes center stage, the healthcare contact center must step up and deliver. With the right analytics solution in 

place, the contact center can drive the many outcomes of an improved patient experience—from higher HCAHPS scores to improved patient 

care plan adherence and even better long-term patient outcomes. 

But the potential of healthcare contact center analytics goes well beyond patient experience. Following the strategies discussed in this 

ebook, a healthcare organization can tap into the wealth of business insights hiding in plain sight—transforming the contact center from a 

cost center into a business intelligence hub that delivers value and actionable insights, solving key challenges and creating new opportunities 

across the entire healthcare organization.

Ready to see what intelligent analytics can do for your organization?
Visit Calabrio.com or contact a Calabrio representative for a personalized demo and a customized assessment  

of your contact center’s biggest opportunities.

Move Your Contact Center Forward

http://www.calabrio.com
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Calabrio delivers a complete suite of best-in-class software that helps healthcare contact centers meet critical challenges and deliver new 

business value.

To learn more about how Calabrio’s comprehensive contact center suite is revolutionizing the way  
healthcare organizations engage their patients, visit Calabrio.com.

The clean and simple way 
to capture every patient 

voice—across every channel. 
Create a unified view of 
the patient, see the big 

picture with new clarity and 
leverage comprehensive 

voice-of-the-patient data 
to drive key business 

objectives.

Highly automated and 
efficient evaluation of 

100% of your customer 
interactions. Shorten 
feedback loops and 

target training to drive 
performance that 

directly improves patient 
satisfaction.

Smart forecasting, 
scheduling and admin 

tools that drive elevated 
WFM strategies. Efficiently 

predict and respond to 
dynamic patient call volume 

and deliver a consistently 
outstanding experience. 

Sophisticated speech and 
text analytics engines 

that harness the voice of 
the patient—and intuitive 

outputs that bring that 
data to life. Leverage 

predictive and prescriptive 
insights to deliver value to 

patient experience, clinical, 
marketing and business 

development teams.

Amazingly integrated 
reporting and analytics tools 

that integrate patient and 
business data from across 

the healthcare organization. 
Break down data silos, 

eliminate tedious reporting, 
visualize critical metrics and 

see the full story your  
data tells.

Calabrio helps healthcare contact centers move forward

http://www.calabrio.com

