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Call centers are the outdated front door of today’s health systems. 
At the forefront of staff and consumer experience, call centers are still central 
to health systems’ mission and day-to-day operational success. Consumers’ 
first touchpoints with the health system are often call centers as they navigate 
scheduling, registration, clinical appointment follow-ups, directions to their 
provider, visitation policies, billing and collections, and much more. 

In addition, call centers serve as “air traffic control” by providing consumers 
information and routing them to the right physician, appointment, or 
resources. Importantly, call centers drive operational efficiency by keeping 
administrative tasks out of clinician offices—which is even more critical at a 
time when clinicians can’t afford to take on additional work. In this manner, call 
centers hold the virtual frontline, allowing clinicians to continue holding the 
physical frontline of patient care.

Yet, call centers are quickly becoming an outdated engagement method. They 
have set hours, do not provide patients the ability to schedule appointments at 
their own convenience, and are limited in their ability to scale without adding 
staff. 

This model doesn’t work for today’s consumers. Consumers expect the 
same customer service they experience in other industries—personalized and 
on-demand with digital-first and self-service engagement options. In fact, 
80% of consumers report that they would switch providers for “convenience 
factors” alone.1

In response, health systems recognize that they need to change. Some are evolving their call centers into consumer-oriented hubs, or 
contact centers, to better meet patient expectations of care. Others are actively exploring solutions to support their call center workforce 
and streamline workflows. But many are still early in this journey and need to accelerate this work to address rising call center shortages, 
which threaten to derail operations and health system efficiency.

“Our contact center is the front door to our 
organization. We want that door wide open.”

– Chief Transformation Officer

“Our contact centers impact both the consistency of our 
patient experience and our efficiency as an organization.”

– Medical Director, On-Demand Telemedicine

Growing staff shortages further underscore the need to modernize contact center functions.
Hiring, training, and retaining staff have always been a challenge across contact centers. These are high-touch customer service jobs, 
often with long hours and modest pay, which can make recruiting and retaining frontline agents difficult. Today, health systems are 
grappling with widespread staffing shortages (exacerbated by the pandemic) in both their clinical and non-clinical workforces – and 
contact centers aren’t immune. 

Contact center turnover has outpaced system-wide turnover in recent years with LHS reporting voluntary turnover up to 30% in 2020 
and 39% in 2021.2 Even health systems with low turnover pre-pandemic are now reporting significant attrition. The immediate impacts 
are sobering. Persistent attrition among contact center agents leads to reduced productivity, loss of institutional knowledge, low 
engagement and morale, and a decrease in quality of customer service. The result is additional time and resources spent on recruiting, 
onboarding, and training new agents.

“Our contact center staff turnover was 6% pre-pandemic and is now nearly 35%. 
We called a vendor for help for the first time in our history.” 

– Director, Patient Contact Center
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Definitions
While historically we have referred to the entity 
that manages inbound and outbound patient 
calls as the “call center,” many Leading Health 
Systems (LHS) have evolved their nomenclature 
to “contact center” with the recognition that 
health systems must eventually offer the 
full range of digital consumer engagement 
options. 

Call center
Traditional customer service hub relying on 
telephone-based communication

Contact center
Consumer-oriented service hub leveraging 
omnichannel engagement options (e.g., 
messaging, apps, text, email, web, phone)
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The State of the Contact Center Workforce by Numbers 3

From Health of the Contact Center 2021

 � Contact center agents say talent shortages/retention is the top challenge facing their contact center.
 � 1/3 of agents are considering leaving within the year and 50% plan to leave in 2-3 years.
 � 70% of agents report managing more calls in the last 18 months.
 � 96% of contact center agents report feeling acute stress on a weekly basis.

Two major trends are influencing contact center staffing shortages: 

1. Increase in call volumes and complexity. For consumers, the pandemic created unprecedented levels of uncertainty and 
demand for answers. Engagement with call centers reached record levels as patients sought guidance about COVID testing, 
vaccine information and requirements, hospital visitor policies, lab results, and more. By some accounts, healthcare practices 
experienced a nearly 70% increase in call volumes between February and June of 2020 alone.4

“Inbound messages to physicians have gone up 30% since March 2020. Patients were tired of calling and waiting on hold 
when we were critically understaffed.” 

– Medical Director, On-Demand Telemedicine

2. Increase in burnout and voluntary staff turnover. Contact center staff had to contend with abrupt and major shifts in 
their workplace operations. These included transitioning to work from home environments and adjusting to rapidly evolving 
information and system policies—while simultaneously trying to meet the significant uptick in consumer demands for answers. 
The result is an increasingly disengaged contact center workforce facing unsustainable strain on their operations. 

“We were in a rough spot for a while with the pandemic. We were constantly busy with no relief, and that prompted people 
to look elsewhere.” 

– Director, Patient Contact Center

The reality is that both traditional call centers and current versions of the contact center are no longer viable due to pervasive 
staffing shortages, increasing call volumes, and consumer expectations. No matter what level of staffing shortages a contact center 
is experiencing, consumer expectations for real-time answers remain the same. And without timely resolution of their questions and 
concerns, patients are likely to give up on hold, express dissatisfaction with their customer experience, or seek care from a competitor. 
Patients may forgo needed care, double down on outreach to their provider, and even pursue unnecessary care—costing the health 
system time, resources, and lost revenue—for issues that may have otherwise been easily resolved.

Automation plays a critical role in modernizing contact center functions by driving efficiencies, 
enabling self-service engagement, and reducing reliance on the traditional “call center”. 
In the near-term, health systems need to stop the bleed—but can’t rely on traditional tactics for retaining staff. Policies such as remote work 
flexibility or additional paid time off can support staff engagement, but ultimately won’t be enough to meaningfully reduce staff attrition 
in a competitive candidate marketplace. Competition for contact center staff isn’t limited to other health systems. Other industries are 
better able to recruit contact center agents through higher pay and robust benefit packages. And at the end of the day, adding staff 
capacity isn’t the right answer for consumers. 

The increasingly complex demands on contact centers are pushing health 
systems to consider automation as a workforce and consumer engagement 
solution. Intelligent automation offers the ability to increase consumer access, 
streamline workflows, and reduce call volumes – minimizing the number of live 
agents needed to triage traditional contact center tasks and allowing them to 
work at top of license rather than spending time on routine administrative duties. 
It has the added value of enhancing both the quality of information obtained 
along with the consumer experience. 

Intelligent automation doesn’t just drive efficiency. It eliminates the need for 
many inbound and outbound calls, and thus the need for backfilling open call 
center positions.

“Intelligent automation” uses a blend 
of artificial intelligence, robotic 
process automation, and consumer 
engagement tools to replace manual 
processes with automated ones
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Opportunities for Intelligent Automation to Reduce Administrative Burden on Contact Centers

Goal Examples

Reduce  
inbound calls

 � Self-service scheduling, rescheduling, and cancellation for a wide range of providers, including primary 
care and specialty

 � Digital intake to complete patient registration in advance of a visit 

Reduce  
outbound calls

 � Automated reminders for upcoming appointments or payment collections
 � Digital outreach to patients who have care gaps, such as overdue mammograms or colonoscopies 

Remove patient 
barriers to care

 � Patient communication in the language of their choice
 � Complete flexibility with respect to what time of day patients can schedule appointments 

Streamline 
referral 
management

 � In-network referral appointment scheduling pushed to patients after visit

“During the pandemic our lab was receiving 20,000 calls per month. Now, you get a text and it schedules the labs for you. It 
went great and now we’re rolling it out to the rest of our sites.” 

– Director, Patient Contact Center

Consumers today expect a digital-first approach that provides them access and self-service options to schedule appointments, find 
information, and pay their bills without needing to speak to a live agent. The good news is that automation offers a timely solution to both 
consumer preferences and staffing shortages. 

The contact center of the future will inevitably look different than the call centers of today. Automating traditional call center 
functions and enabling self-service is a critical first step toward giving consumers what they really want: on-demand access to digital 
engagement hubs with the option to connect with a live agent for more complex or nuanced issues. Automation gives consumers the 
tools to be proactive managers of their care and satisfies the demand for consumer-oriented interfaces. Implemented well, automation 
can serve as more than a band-aid solution to short-term problems. It can advance health systems’ strategic goals of consumerism, 
workforce efficiency, and market growth.

Fortunately, automation is a win-win for today’s staffing challenges and tomorrow’s consumer expectations. To ensure successful 
implementation, health systems should think holistically about what change management may be needed to support automation and 
ensure that the organization is targeting high ROI workflows. Too often, organizations are trying to solve a problem with a piece of 
technology without considering the operational realities of implementation and the steps needed to optimize the technology for both 
consumer and staff experience. 

Health systems can start by identifying their specific goals for call center automation and engaging technology partners with intelligent 
automation solutions that can be tailored to the organization’s unique needs and priorities. Tapping into the powers of automation can 
yield immediate and long-term gains to workload sustainability, consumer engagement, and scale – and the sooner organizations get 
started, the sooner they can reap the benefits. 

1. NRC Health. 2019 Healthcare Consumer Trends Report.
2. The Academy’s CHRO Employee Turnover Survey. March 2022.
3. Calabrio. Health of the Contact Center 2021: Agent Wellbeing + The Great Resignation.
4. Managing a Drastic Increase in Call Volume with Fewer Resources. 2020 Call Box Data Study.

https://go.nrchealth.com/l/279972/2018-12-06/3vnpd
https://s3.amazonaws.com/carwars-assets/websites/callbox/landers/CB+COVID-19+Data+Study_Digital.pdf
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Austin Regional Clinic Partners with Notable to Reduce More than 51% in Eligibility-Related Denials
In 2021, Austin Regional Clinic (ARC) identified a need to modernize the patient experience and transform its call center operations. Their 
strategic imperatives were two-fold:

1. Improve patient and staff experience by implementing touchless registration. 

2. Increase provider capacity and decrease burnout by minimizing the documentation burden among clinicians and staff.

They partnered with Notable, a leading solution for intelligent 
automation in healthcare. Notable’s platform digitizes and 
automates administrative workflows including intake, prior 
authorizations, referrals, scheduling, and population health 
– engaging more consumers while increasing clinician and 
staff capacity. ARC was specifically interested in partnering 
with Notable on automation due to their: 

 � Specific focus on patient, provider, and staff 
experience and engagement

 � Desire for a holistic front-to-back-end patient 
registration process

 � Goal of enabling touchless registration to free up 
staff capacity

ARC and Notable started by identifying ARC’s highest ROI 
workflows to automate. Within three months, ARC observed 
significant ROI across three pillars: 

 � Call elimination: Automated outreach for digital 
registration and appointment reminders eliminated 
the need for call center agents to manage these 
processes.

 � Work queue reduction: Digital assistants 
performed manual tasks in the EHR based on pre-
configured rules, reducing work queue items for 
staff. 

 � Reduced denials: AI-powered payer-plan matching 
and patient data collection outperformed staff, 
reducing downstream denials caused by errors or typos.  

As a result of automating key patient access workflows with Notable, ARC saw a significant transformation of its call center operations, 
including achieving 78% touchless registration, 74% digital pre-visit completion, and 94% patient satisfaction with the new registration 
process. Additional results over the three-month period include:

51% 461 $52K+
Reduction in eligibility-related denials FTE hours saved Value of staff time savings

ARC’s Call Centers Faced Significant Challenges Prior 
to Engaging Notable for Automation

 � Registration presented a serious administrative burden with 
staff managing many manual processes

 � Patients were dissatisfied with navigating the call center to 
manage their care

 � Only 20-25% of patients were completing pre-visit 
registration through Epic’s MyChart

 � Claim denials were disproportionately driven by inaccurate 
registration data

Notable’s Intelligent Automation Solutions Supported 
ARC by Automating Key Patient Access Workflows

 � Appointment text message reminders
 � Registration prompts
 � New patient pre-visit registration
 � Demographic verification
 � Payer/plan matching
 � Triggering RTE/insurance eligibility verification
 � Existing patient pre-visit registration

Austin Regional Clinic is a multispecialty clinic serving over 580,000 
patients across 33+ locations throughout the greater Austin area.

https://www.notablehealth.com/
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The Health Management Academy
The Health Management Academy (The Academy) is a membership organization exclusively for executives from the country’s Top-100 
Health Systems and most innovative healthcare companies. The Academy’s learning model identifies top priorities of health system 
leaders; develops rich content based on those priorities; and addresses them by convening members to exchange ideas, best practices, 
and information. The Academy is the definitive trusted source for peer-to-peer learning in healthcare delivery with a material record of 
research and policy analysis. Offerings include C-suite executive peer forums, issues-based collaboratives, leadership development 
programs, research, advisory, and media services. The Academy is an accredited CE provider. More information is available at 
 www.hmacademy.com 

About Notable
Notable is the leading intelligent automation company for healthcare. Deployed at over 1,000 locations, Notable is leveraged by leading 
health systems including Intermountain Healthcare and Medical University of South Carolina (MUSC). Customers use Notable to identify 
and engage more patients in need of care by automating hundreds of repetitive workflows like patient intake, care outreach, registration, 
documentation, and billing. With Notable, staff and clinicians report saving 700 hours of administrative work per provider per year. Based 
in San Mateo, Calif., Notable is backed by leading investors, including ICONIQ Growth, Greylock Partners, F-Prime, Oak HC/FT, Maverick 
Ventures, and 8VC. Learn more at notablehealth.com and follow us on Twitter @notablehealth.

The Academy extends its appreciation to Notable for the financial support for this brief.

http://www.hmacademy.com 
http://www.notablehealth.com

