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Presentation slides: IPCPM Session 2 slides

1. Appointment Flexibility & Patient Satisfaction:

By implementing flexible scheduling and online booking, clinics can experience improved patient
satisfaction and a reduction in complaints regarding accessibility.

2. Improved Access & Staffing Adjustments:

Look for ways to utilize your staffing complement. For example, in one practice hiring more
administrative staff while reducing nursing hours allowed for more efficient phone and scheduling
management. Online booking options further alleviated pressure on phone lines, ultimately reducing
patient frustration with accessibility.

3. Building Trust:

Establishing trust involves consistent follow-through on commitments (e.g., check-ins, availability for
follow-ups). Small gestures, like proactive patient calls, helps reinforce trust and make patients feel
cared for.

4. Technological Integration:

Integrating new tech (e.g., online booking, remote administrative support, and Al tools like an Al scribe
for documentation) can enhance efficiency. Al scribing is particularly valuable, reducing documentation
time and increasing patient interaction time.

5. Cultural and Behavioral Adjustments:

A calm, welcoming office culture is a great way to help reduce patient anxiety. Staff interactions, from
reception greetings to personalized follow-ups, foster a positive environment and encourage open
communication.
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6. Process Testing & Adaptation:

It's important to iteratively test new processes, such as adjusting the number of appointments based
on patient flow and feedback, to find the optimal solution.

7. Cross-team and External Collaboration:

Collaboration between clinics and brainstorming with others in similar roles can help find practical
solutions and identify impactful innovation, especially for smaller practices.

eHEALTH CENTRE OF EXCELLENCE | 235 THE BOARDWALK, SUITE 301, KITCHENER, ON, N2N OB1 | (519) 885-0606
www.ehedadlthce.ca



http://www.ehealthce.ca/

