
PATIENT 
EXPERIENCE 







 Scheduling 

 Electronic Patient Registration 

 Facility/Maintenance 

 Reception 

 MA Interaction 

 Physician Encounter 

 Lab 

 Imaging 

 Follow up care 

 Patient Portal 

 Insurance Billing 

 Patient Accounts 

 

 



CUSTOMER SERVICE  
VS  

PATIENT EXPERIENCE 
            REACTIVE PROACTIVE 



PATIENT EXPERIENCE DEPARTMENT 

REACTIVE 
Take patient concerns and help 

resolve them 
Respond to online reviews 

 
 

PROACTIVE 
Review processes to improve 

patient experience 
Train employees on CCR  
Work with payors to improve 

satisfaction scores 
 

 



Susan Fowers 
Patient Experience 
Manager 
Ext 3825 
 

Cori Franks 
Patient Advocate 
Ext 3452 

Contact Information 
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