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Why read this now? 
 

Healthcare scheduling is more important than ever due to 
several evolving trends and challenges in the healthcare 
industry.  
 

As patient expectations rise, there is 
increasing demand for timely, accessible, 
and convenient care. Patients expect 
quick access to appointments, reduced 
wait times, and flexible scheduling options, 
making an efficient scheduling system 
essential for delivering high-quality care. 
 
Healthcare organizations are seeing more 
patients who have to pay higher out-of-
pocket costs. Because of this, it's 
becoming more important for healthcare 
providers to find better ways to connect 
with patients when they schedule doctor's 
appointments. Engaging patients early on 
helps ensure they stay informed and 
involved in their care, especially as 
healthcare costs rise. 
 
Moreover, the shift towards value-based 
care emphasizes patient outcomes and 
satisfaction, making first impressions—often 
through scheduling—crucial for creating 
positive experiences.  
 

 Poor scheduling practices can result in no-
shows, long wait times, and patient 
frustration, which can negatively affect 
both patient outcomes and operational 
efficiency. 
 
Additionally, telehealth services and other 
virtual care options, which have surged in 
popularity due to the COVID-19 pandemic, 
require smooth scheduling coordination to 
ensure seamless patient experiences across 
different care platforms. 
 
Finally, resource management is becoming 
increasingly complex as healthcare 
systems must optimize the use of limited 
staff and facilities. Effective scheduling 
ensures that providers can see the right 
patients at the right time, improving the 
overall flow of operations and maximizing 
the capacity of healthcare teams to 
deliver timely care.  
 
Given these factors, efficient scheduling is 
essential to the sustainability of healthcare 
organizations in today's landscape. 
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The Essential Role of Healthcare 
Scheduling 

 

The role of healthcare scheduling is multifaceted and essential in ensuring that 
patients receive timely and appropriate care while maintaining the operational 
efficiency of healthcare organizations. Healthcare scheduling is often the first point 
of contact between a patient and a healthcare provider, making it a critical step in 
shaping the overall patient experience. An efficient, empathetic, and well-managed 
scheduling process can significantly boost patient satisfaction, reduce no-shows, and 
improve operational flow.  

1. First Point of Contact: Healthcare 
scheduling is often the first interaction a 
patient has with a provider. It sets the 
tone for the entire patient experience, 
affecting patient satisfaction and their 
perception of care quality. 
 

2. Efficient Resource Management: 
Scheduling ensures that healthcare 
resources—including physicians, nurses, 
rooms, and equipment—are optimally 
allocated. This minimizes downtime, 
reduces patient wait times, and 
maximizes the capacity of the 
healthcare facility. 

3. Improving Patient Outcomes: Effective 
scheduling plays a direct role in 
ensuring patients receive timely care, 
which is critical for early diagnosis, 
treatment, and better health 
outcomes. Delays in scheduling can 
lead to worsened conditions and 
missed opportunities for preventative 
care. 

 4. Reducing No-shows and Cancellations: 
Proper scheduling includes mechanisms 
like reminders and follow-ups that help 
reduce no-shows and cancellations. This 
leads to better appointment adherence 
and improved operational efficiency. 

5. Integration with Modern Care Models: As 
healthcare embraces telemedicine and 
other remote services, scheduling has 
expanded to manage both in-person 
and virtual visits, ensuring a seamless 
patient experience across platforms. 

 

Healthcare scheduling is critical to patient 
care and organizational management, 
directly impacting satisfaction, outcomes, 
and resource utilization. 
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Key Challenges 
 

Healthcare scheduling is not just an administrative task but a gateway to the 
healthcare system. It sets the tone for the patient's entire experience, influencing 
their perception of the care they will receive. Poor scheduling practices can lead to 
frustration, miscommunication, and even delays in care, while efficient scheduling 
enhances patient trust, reduces anxiety, and improves operational outcomes. 

Patients face several challenges when scheduling healthcare appointments, many 
of which can negatively impact their experience and access to timely care.  

 

 

 

Addressing these challenges requires healthcare organizations to implement more 
patient-centered scheduling systems, improve communication, and offer flexible, 
accessible scheduling options that meet the needs of diverse patient populations. 

Long Wait Times for 
Appts

Complex + 
Fragmented 

Systems

Limited 
Appointment 
Availability

Communication 
Barriers

Difficulty 
Navigating Online 

Scheduling Systems

Insurance + 
Referral 

Complications

Lack of 
Transparency

PATIENT 
SCHEDULING 
CHALLENGES 

Helping to 
manage the 
patient’s 
emotion 
associated 
with these 
challenges is 
a key 
responsibility 
of the 
Scheduling 
agent. 
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The Important Role of People in a 
Technology-based Environment 
 

 

While self-service options such as 
online scheduling platforms and 
automated phone systems are 
becoming more common in 
healthcare, many patients still value 
and prefer the ability to speak with a 
human.  
 
This preference often stems from the 
need for personalized assistance, 
especially when dealing with complex 
or sensitive health issues.  
 
Patients may have specific questions 
about their care, insurance, or 
medical instructions that automated 
systems can't fully address.  

 Furthermore, when faced with 
unexpected or urgent needs, patients 
often feel more confident and reassured 
when interacting with a live person who 
can empathize, clarify, and offer real-
time solutions.  
 
Speaking with a human also allows 
patients to express concerns, ask follow-
up questions, and ensure that nothing is 
misunderstood—something technology 
may not fully accommodate.  
 
The human connection provides 
comfort, especially in a healthcare 
setting where compassion and 
understanding play vital roles in the 
patient experience. 

 

Building a Human Connection 

In an era where artificial intelligence (AI) is becoming increasingly 
integrated into healthcare processes, it's vital to remember that human 

interaction remains essential. While AI can optimize many aspects of 
scheduling, the personal connection made through a thoughtful, 

empathetic conversation can profoundly affect patient loyalty and 
satisfaction. 
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BEST PRACTICE 1:  
Develop + Track KPIs 
 

Documented KPIs are essential for ensuring that scheduling agents meet both 
organizational and patient needs.  

 

Key Performance Indicators 
Clear metrics must be established to assess the quality of interactions between 
scheduling agents and patients/customers. Some of the most critical performance 
indicators include: 

 

• First Call Resolution (FCR):  The 
percentage of scheduling requests 
resolved in the initial contact. 

• Appointment Accuracy: Minimizing 
scheduling errors such as double 
bookings or misaligned appointment 
durations. 

• Patient Satisfaction: Feedback surveys post-appointment, assessing the 
patient's overall experience, including the scheduling process. 

 

Establishing these metrics and tracking them consistently allows healthcare providers 
to measure their staff's scheduling performance and identify areas for improvement. 

  

Feel that you don’t have the 
time or the expertise to develop 
KPIs that are meaningful for your 
organization?  We can help.   
Click here. 

https://www.vocconsultinggroup.com/contact
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BEST PRACTICE 2:  
Document  
Quality Assurance Standards  
 

Quality Assurance ("QA") refers to the 
systematic process of monitoring and 
evaluating call center agents' 
patient/customer interactions to 
ensure that they meet predefined 
standards of service and compliance. 
 
The goal of QA is to ensure that 
everyone receives accurate, efficient, 
and empathetic support during their 
interactions with the healthcare 
organization.  
 
This means the development of a 
scorecard or rubric that details your 
standards of care as it relates to 
scheduling. 
 

 High-performing call centers know daily 
QA monitoring is critical to identifying the 
right things and ensuring scheduling 
agents follow through. 
 
Documenting the standards and 
expectations for evaluating scheduling 
agents is vital to success. Collectively, 
these performance standards come 
together to create a clear picture of a 
great customer/patient experience and 
what is expected of them. 
 
In addition to supporting agents, this 
document is critical for aligning training 
and development, human resources, 
and other key stakeholders. 
 
 

 

  

For help developing a QA Scorecard for your 
Healthcare organization, check out the 
“Scheduling with Care” program. Click here 
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BEST PRACTICE 3:  
Provide Consistent Quality Assurance  
+ Coaching 
 

 

1. Monitoring Call Interactions: QA 
teams listen to recorded calls or 
review live interactions to assess 
how well agents adhere to the 
scorecard/rubric. By providing 
immediate feedback and 
guidance based on QA results, 
healthcare organizations can 
proactively manage agent 
performance, prevent minor issues 
from becoming more significant 
problems, and ultimately enhance 
the overall patient experience. 
 

2. Evaluating Compliance: In 
healthcare, agents must comply 
with regulations such as HIPAA 
(Health Insurance Portability and 
Accountability Act), which governs 
the privacy and security of patient 
information. QA ensures that 
agents handle sensitive data in 
accordance with legal and ethical 
standards. 

. 
 

 3. Feedback and Coaching: Based on 
QA findings, agents are provided 
with feedback and coaching to 
address areas for improvement, 
reinforce best practices, and ensure 
continuous skill development.  
 
Timely coaching allows organizations 
to address these issues before they 
escalate, reinforcing best practices 
and ensuring that agents 
continuously improve.  

 
This ongoing process not only optimizes 
operational efficiency but also ensures 
agents stay aligned with the 
organization's goals and patient care 
standards. 

 

  

Don’t have the time or resources to 
conduct regular QA?  Are you 
looking for an unbiased third-party 
perspective.  Click here. 

https://www.verequest.com/outsourced-quality-assurance
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BEST PRACTICE 4:  
Surround Agents with Enabling 
Processes and Technology 
 

Healthcare scheduling increasingly relies on integrated technology systems that 
connect scheduling, patient data, and clinical staff. QA standards must account for 
both human and technological components: 
 

1. Electronic Health Records (EHR) 
Integration:  Scheduling systems 
should be seamlessly integrated 
with EHRs to ensure accuracy in 
patient records, appointment 
histories, and availability of 
providers. 
 

2. Automated Reminders and Follow-
ups:  Implementing automated 
systems for appointment reminders 
and follow-ups helps reduce no-
shows and cancellations, 
contributing to smoother 
operations and better patient 
outcomes. 

 
. 
 

 3. Real-time Reporting: Using real-time 
analytics and reporting tools can 
give managers insights into 
scheduling performance, flagging 
immediate issues. 

 
 

 

 

 
 

Not sure you have the right 
technology, procedures or 
applications in place?  Need some 
outside support defining 
requirements?  Click here. 

https://www.vocconsultinggroup.com/consulting-services
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BEST PRACTICE 5:  
Provide Enhanced Soft Skills Training  
for Frontline Agents 
 

While technology and KPIs are vital, the human element in healthcare scheduling is 
irreplaceable. Frontline agents must be trained in 'soft skills'—the interpersonal abilities 
that foster trust, empathy, and understanding. These skills create a more positive 
patient experience, ensuring that each interaction leaves the patient feeling heard, 
respected, and cared for. 

 Empathy and Compassion: Patients 
often contact healthcare providers 
in vulnerable states. Agents must 
demonstrate genuine empathy, 
acknowledging the patient's 
concerns and making them feel 
understood. 
 

 Active Listening:  Effective listening 
ensures that agents fully understand 
the patient's needs and can provide 
accurate information or assistance. 
Active listening can prevent errors 
and misunderstandings, improving 
patient satisfaction and operational 
efficiency. 

 
 Clear Communication:  Agents must 

be able to explain appointment 
details, provider availability, and any 
necessary preparation for visits 
clearly and concisely. Ensuring that 
patients leave the conversation fully 
understanding what to expect is 
critical.. 

 

  Conflict Resolution: Managing difficult 
conversations with patients who may be 
frustrated or anxious requires training in 
conflict resolution techniques. Agents 
should be equipped with strategies to 
de-escalate situations while maintaining 
professionalism and empathy. 
 

  Professionalism: Scheduling agents 
should maintain a high standard of 
professionalism, balancing warmth with 
efficiency. This includes tone of voice, 
attitude, and adherence to 
organizational protocols. 

 

 

 

 

The ‘Scheduling with Care’ program 
provides healthcare organizations 
with off-the-shelf e-learning that is 
fully customized to the healthcare 
scheduling function.  Click here. 
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BEST PRACTICE 6:  
Make Continuous Improvement  
a Priority 
 

Continuous improvement in both systems and people development is essential for a 
healthcare call center to maintain high-quality service and operational efficiency. 

Technology 
 
In a rapidly evolving healthcare 
environment, technologies and 
patient needs change frequently. 
 
By regularly assessing and improving 
systems and processes, healthcare 
call centers can enhance speed, 
accuracy, and reliability, leading to 
better patient outcomes and 
satisfaction.  
 
Streamlined systems reduce wait 
times, minimize errors, and ensure that 
agents have the tools they need to 
perform effectively. 
 
 
 

 People 
 
Similarly, investing in the continuous 
development of agents through ongoing 
training and coaching is vital.  
 
Many call centers focus on new hire 
training and limit ongoing training to 
compliance, procedures, policies, or 
technology. Best practice organizations 
see ongoing training and development, 
including reinforcement of essential skills 
learned in new hire training, as critical to 
their success.   
 
Skill-based training boosts employee 
engagement and performance and 
allows quicker adaptation to new 
challenges, such as emerging healthcare 
trends or unforeseen patient concerns. 
 

Continuous improvement of systems and people development creates a dynamic 
environment that can meet patients' evolving needs, improve call resolution times, 
and reduce costly errors while fostering a culture of accountability and excellence 
within the organization.  
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BEST PRACTICE 7: 
Ensure Consistency Across All Elements 
 

 

All the pieces need to work together to create seamless and consistent direction 
and support for call center agents. Training that doesn't align with your QA standards 
can derail your efforts for agent performance improvement.   

Putting these best practice elements into practice takes time and expertise. That's 
why best practice call centers leverage the experience and tools from third-party 
organizations to fast-track the development of a comprehensive effort and provide 
valuable, independent third-party perspectives. 

  

Putting best practices into place can take time and resources that most 
organizations just can’t spare.  That why we created the ‘Scheduling with Care’ 
program.  Designed specifically for healthcare scheduling teams, best practice 
templates for both Quality Assurance and e-Learning remove a lot of the effort 
and cost.  Keep reading for more information. 
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The "Scheduling with Care" Toolkit 

  

Has this piqued your interest but you aren’t sure how to apply it to your 
organization?  Get in touch for a no-obligation chat to see if the ‘Scheduling with 

Care’ program is right for your organization.  Click here 

Empower Agents to 
Deliver a Great 

Patient Experience 
 

Best Practice e-Learning 
for Healthcare Scheduling  

 
20 key soft-skills modules 

fully branded with your 
logo.  May be hosted on 

your internal Learning 
Management System  

(or on ours).   
No ongoing learner fees. 

 

Leverage Technology for Efficiency + Accuracy  
 

Scheduling Technology + Process Audit 
 

Operational "health check-up" designed to  validate the effectiveness of current processes and 
procedures. 

Technology Overview determines the effectiveness of current technology and new solutions. 
Performance and People review is the ultimate gauge of business success of your organization's ability to 

fulfill its mission and produce solid results over time. 
 

IMPROVED 
PATIENT 

EXPERIENCES 

Define the Ideal Patient Scheduling Experience 
 

Comprehensive Best Practices Playbook for Healthcare Scheduling 
A guide for training and development, quality assurance, and other stakeholders.  It defines 

you’re a great patient experience for YOUR organization. 

Consistently 
Monitor + Coach 
 
Quality Assurance + 
Coaching Support 
Tools 
 
Expert quality 
assurance monitoring 
support for your 
internal QA team.  
Outsourced QA 
monitoring.  QA 
reporting software. 

https://www.verequest.com/healthcare-scheduling-experience
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Conclusion 
 

Healthcare scheduling is the first point of contact in the patient journey and plays a 
critical role in shaping the patient's experience and overall satisfaction. By 
implementing robust QA standards and focusing on soft skills training, healthcare 
organizations can ensure their scheduling agents provide accurate, compassionate, 
and efficient service. 

Combining technology with a human touch allows healthcare organizations to 
create meaningful, patient-centered experiences while optimizing their operational 
efficiency. This balanced approach will lead to better patient outcomes, improved 
satisfaction, and greater organizational success. 

 

  

Get in touch for a no-obligation discussion about improving the quality of 
your agent/patient scheduling interactions. 

CLICK HERE 

https://www.verequest.com/healthcare-scheduling-experience
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About Us 
 

 

Established in 2002, VereQuest provides organizations with a wide range of customer 
experience services, including a robust contact center quality monitoring and          
e-learning offering. Working with businesses throughout North America, VereQuest 
offers a unique perspective on a complex, ever-changing customer environment. 

 

CONTACT 
Sharon Oatway 

President & Chief Experience Officer 

1-866-920-2011 Ext 222 

soatway@verequest.com 

www.verequest.com 

 

  “If you ask our SVP or Shared Services 
VP, they will say without hesitation 
that while there are a lot of factors 
that contribute to our customer 
experience results, we could not have 
achieved this without our VereQuest 
partners.  It is a real collaboration.” 

“I was so incredibly grateful for my 
organization’s partnership with VereQuest.  Not 
only did the learning vastly improve our 
customer experience, but our call quality and 
sales results were also greatly 
improved.  VereQuest delivered a stellar 
product that has stood the test of time, and I 
would highly recommend them to anyone.” 

“Great partners to work with. Their 
team is knowledgeable, tools are 
great, and they truly understand how 
to help organizations make moments 
that matter. I have worked with them 
in both the banking and insurance 
industries, and they have helped me 
make a demonstrable impact on my 
client experiences.” 

mailto:soatway@verequest.com
http://www.verequest.com/
https://www.verequest.com/
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About Us 
 

 

 

VoC Consulting is a healthcare group with 28 years of experience specializing in 
improving patient engagement and contact center operations. They transform 
contact centers into strategic hubs, orchestrate patient journeys, and enhance 
engagement using customer feedback techniques to create a seamless experience 
for patients and physicians. 

 

 

CONTACT 
Frances Horner 

President  

847-420-4602   

Fran@VoCConsultingGroup.com       

www.vocconsultinggroup.com  

 

 

”The real-world experience that they 
bring to the table, even in areas that 
we didn’t engage them in, far 
exceeds anything we have been part 
of before.” 

“Helped us see the bigger picture and realign 
our strategy from patient satisfaction to true 
patient engagement.” 

“VoC is a trusted adviso a mentor and 
teacher to our seamless access team. 
Her extensive expertise in developing 
patient access and patient 
engagement strategies has set a 
decisive course of improvement.” 

mailto:Fran@VoCConsultingGroup.com
https://www.vocconsultinggroup.com/consulting-services
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