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A majority of the healthcare industry is starting to 
focus on patient engagement strategies, which right 
now often amounts to getting patients signed up to 
use a portal or rolling out a telemedicine program. 
And yet, as recently as 2015 studies have pegged 
portal adoption (never mind portal usage) at roughly 
30 percent of the American population. Recent 
studies on telemedicine adoption have fared worse 
— by 2018 only 7 million patients in the U.S. are 
expected to leverage telemedicine solutions for their 
care, according to a report in Becker’s1.

And yet, this is the conundrum in healthcare: by 
focusing on the idea of connecting with patients 
around a limited selection of isolated solutions, 
the notion of patient engagement has not paid its 
expected dividends. 

So the question the industry must ask itself is not 
how to engage patients in their care, but instead 
what is the patient experience organizations must 
strive for that drives convenience, loyalty, and 
revenue under any reimbursement scenario?

CareCloud believes that provider organizations need 
to be thinking about patient experience management 
(PXM), an emerging category of solutions that 
represent the sum of all experiences a patient has 
within their healthcare journey. 

The fundamental driver of PXM is to deliver 
convenience — for patients primarily, but for staff 
and providers, too. Convenience drives adoption and 
usage of digital technologies, which drives patient 
engagement in their healthcare experience, which 
in turn helps reinforce positive behaviors along the 
patient journey — payments made on-time, loyalty to 
the practice, recommendations to family and friends, 
positive reviews on Yelp, et cetera.

But these experiences cannot be managed and 
deployed as unintegrated, isolated solutions. Merely 
checking the box for patient portals, telemedicine, 
educational resources, secure text messaging, and 
others is no longer good enough. To truly succeed 
in this patient-centric era of healthcare delivery, 
provider organizations will need to think holistically 
about the experience they provide to patients, as well 
as evaluate platforms that integrate and coordinate 
those solutions — in the same manner that provider 
organizations needed to adopt EHRs for clinical 
outcomes and practice management systems for 
financial ones.

Introducing PXM

1. https://www.beckershospitalreview.com/healthcare-information-technology/telemedicine-to-attract-7m-patient-users-by-2018-12-statistics-on-the-thriving-market.html
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There is a perfect storm brewing: healthcare costs 
continue to rise towards 20 percent of GDP and 
health insurance plans continue to trend to high-
deductible plans, which is causing patients to be 
more price conscious than ever before. At the same 
time, convenience of technology in everyday life 
is raising their expectations at a pace healthcare 
organizations are struggling to adapt to.

All of this is happening under the intense pressure 
to increase quality metrics, wring out unnecessary 
waste and costs from the system, and create new 
collaborations amongst payers, providers, and 
patients. 

The push by the CMS to tie the majority of its 
payments to value in the next three years, and the 
growth of accountable care organizations, are a 
direct response to these challenges. 

Add to this that Millennials now represent the 
largest demographic group in the U.S. Most of 
this population has only lived in a world where 
a smartphone is the primary computing and 
communications device, where books are read on 
tablets. Their world is one where music is streamed 
through an app instead of heard on the radio, 
consumer packaged goods are bought in one click 
with free two-day shipping, broadcast television 
schedules are inconvenient and car ownership is 
less convenient than on-demand ride sharing apps.

And yet, the myth of the Millennial being the  
only generation glued to these conveniences is 
simply that: a myth. Patients over 60 years old  
have the highest usage of multiple online medical 
tools: accessing medical records online (57% v. 49% 
for all), requesting prescription refills online (46% v. 
40%), and messaging providers online (37% v. 29%), 
according to CareCloud’s 2017 Patient Experience 
Index report.

When considering the fact that older patients 
are much more likely to visit providers frequently 
and spend a greater amount of time dealing with 
medical conditions, it makes sense that digital tools 
that offer convenience would be readily adopted 
by this population. Provider organizations should 
create a patient experience attuned to the emerging 
digital needs of all patients, regardless of age or 
assumptions, or else risk severe patient churn, lower 
satisfaction, and falling collection rates.

To say there is intense pressure on the industry, and 
more specifically provider organizations, to offer a 
convenient, digitally native patient experience, would 
be an understatement. Not only is this crucial for 
value-based payments, it will be demanded of them 
from patients who now have more skin in the game 
than ever before.

Why Now?
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Insight #1
The gap between the reality 
and expectations of patient 
experiences is large and will 
continue to grow as the rest of 
the world around patients pushes 
them to expect more convenient, 
modern, and seamless experiences

Thinking About PXM

Patient Experience  = Sum of {Reality - Expectations}

It’s no surprise when looking at smartphone 
penetration numbers that Millennials lead the pack 
at approximately 97% adoption, according to an 
2016 analysis by Nielsen2. But Gen Xers, the next 
oldest generation, checks in around 95% and though 
adoption slows as age increases, nearly 80% of 
Americans 55-64 own a smartphone. In other words, 
the days of pretending we don’t live in a digital-first 
world are long gone. 

Within ten years, according to Pew Research, 
Millennials and Gen Xers will represent roughly  
150 million Americans. 

But, one might argue that age breakdowns ignore 
socio-economic status. Reliance on smartphones  
for Internet access is especially common among 
younger adults, non-whites and lower-income 
Americans3. The seamless experience of using a 
smartphone to do everything from shopping, to 
banking, to communications, to working in the gig 
economy is also the norm for those demographics  
as well — not just the affluent and educated.

Regardless, these trends will not reverse. People 
are becoming more tech-savvy and demanding 
convenient, frictionless experiences. The more 
demanding their expectations become in their 
everyday consumer life, the more those expectations 
will be transposed to the experience they want when 
managing their health. As a result, the gap between 
healthcare experiences and those of virtually all other 
interactions will continue to grow.

In our world, patient experiences are the result of 
all the interactions they have, and whether reality 
was better or worse than their expectations. Higher 
expectations than reality lead to negative patient 
experiences.

To be clear: the smartphone and its rapid adoption in 
the last decade is merely a catalyst for this change. 
Think back 10 or 15 years ago when booking a trip. 
You had to either call multiple airlines to figure out 
the best route and price or rely on a travel agent. 
Now, all you have to do is bring up a site like Kayak 
or Expedia to find the best option for the best price. 
Then, instead of printing out a physical ticket, you 
navigate through airport security entirely paperless. 
There are hundreds of examples of this convenience 
manifesting in ways both large and small: from 
managing party RSVPs to hiring babysitters, to finding 
qualified contractors to work on a person’s house, to 
offloading menial tasks and errands.

2. http://www.nielsen.com/us/en/insights/news/2016/millennials-are-top-smartphone-users.html    |     3. http://www.pewinternet.org/fact-sheet/mobile/
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Insight #2
Expectations are so low for 
healthcare interactions that there 
is a huge opportunity to exceed 
them, and reap outsized rewards 
from patients

Thinking About PXM
A perfect example of this reality distortion is a 
recent story  about a Texas practice that was doing 
an exemplary job at patient pre-registration. Pre-
registration is a complex process that in more 
cases than not involves patients filling out a lot of 
paperwork on a clipboard while sitting in the waiting 
room, often delaying the start of the scheduled 
appointment. Problems with pre-registration can also 
have cascading negative consequences for practices, 
including (but not limited to) payment delays from 
insurance denials. 

This particular practice was also having  
pre-registration issues, so it underwent a system 
overhaul and redesign. And how did this practice 
manage to create a seamless and efficient pre-
registration experience?

“Pre-registration is conducted by 
a new patient coordinator (NPC) 
over the phone or in person prior 
to the initial visit. This conversation 
enables the NPC to capture all 
of the required demographic 
and payment information in the 
registration software and enter 
medical information, including 
medication list, allergies and 
medical history, directly into the 
electronic health record (EHR) 
to reduce the data entry work 
required of clinicians at the 
patient’s initial visit.” 4

In other words: The solution was to hire a full-time staff 
to do nothing more than call people over the phone 
to do the paperwork together. This is not a scalable 
solution for the practice, nor one that will ultimately be 
an enjoyable or delightful experience for patients. 

But, that is the low bar that healthcare organizations 
must step over when it comes to providing an 
excellent patient experience.

Experience, whether in healthcare or other industries, 
is the sum of all engagements, touchpoints, and 
interactions. It’s the emotional level of satisfaction 
after achieving something that needs to get done 
without headaches or stumbles. It is being delighted 
without even knowing it at first, and then again and 
again until it becomes taken for granted. 

Specific to healthcare, patient satisfaction scores 
are crucial for certain reimbursements. However, if 
the current patient experience remains the same, 
while their expectations continue to grow, then those 
divergent paths will always negatively impact patient 
satisfaction scores. 

The only path forward is to begin offering the same 
levels of convenience and experience that patients 
have in their everyday consumer life.

4. https://patientengagementhit.com/features/patient-pre-registration-tips-for-a-quality-consumer-experience
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Thinking About PXM

There are Levels to Implementing  
PXM and Levels of Platform Capabilities

Like any business strategy, patient experience 
management will evolve over time as a flexible 
framework capable of taking advantage of new 
technology and increasing patient expectations 
to give patients what they want. 

It will not be something implemented overnight or in 
a week. Rather, PXM will be a strategic investment 
requiring careful strategy and direction.  
 
But, over time the dividends will add up to more 
convenience for both the patient and the practice by 
offering greater efficiency, easier access, personalization, 
and deeper automation of workflows and data. 

Allow us a brief interlude, which we promise will 
come full circle. In 2016, one might have begun 
noticing that Capital One bank began converting 
many of its brick and mortar branch locations into 
what the company called Capital One Cafes. The 
Cafes felt more like a combination of Starbucks and 
one of those hip, urban co-working spaces than 
they did a traditional banking branch. There were 
communal tables and free wi-fi to go along with 
the coffee. "This was a very intentional strategy by 
Capital One to retain existing customers and build 
positive brand affinity with potential new ones," the 
bank said in an interview with Financial Brand5.

But more than that, it is obvious the cafes were 
intentionally designed to bring customers back to 
physical locations after a decade of creating digital 
engagement tools designed to keep customers away 
from the brick and mortar locations.

Only once the financial institute created a digital 
engagement strategy based on the convenience of 
the mobile device — think mobile banking apps, peer 
to peer fund transfers, digital check deposit, and 
online bill pay — were they free to reinvent what a 
brick and mortar banking location might become in a 
digital-first world.

By embracing the concept of patient experience 
management rather than point solutions for patient 
interactions, healthcare organizations will eventually 
find themselves in a similar position to Capital One 
— to reinvent what a physical healthcare location is 
and should be in the future. This is not a far-flung 
pipedream either, as it will be a crucial necessity in the 
era of population health and value-based contracts. 

Since PXM is an emerging category, practices need 
to figure out what works for them individually — both 
from a patient demand perspective and a resource 
capability. They will also need to establish a roadmap 
for adding patient experience tools intelligently 
overtime. 

A good place to start is a recent survey of over 
1,000 patients by CareCloud, that asked them to 
rate how much they value a wide range of new 
technologies6.

Based on CareCloud’s observations and future 
projections, we believe PXM strategies can be 
implemented across four levels of sophistication 
based on how they deliver convenience to both 
patients and medical practices.

5. https://thefinancialbrand.com/61682/capital-one-bank-branch-cafe-design/     |     6. http://www2.carecloud.com/rc/2017-patient-experience-index
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Insight #3
Even at the first stage, given 

how low the reality is compared 
to patient expectations, there is 

bound to be tremendous benefit 
to both practices and patients

Convenience Through  Efficiency

• Patient Portal
• Secure Messaging
• Online Appointments 
• Card-on-File
• Credit Card Payments
• Additional Payment Methods

Convenience Through  Access

• Digital Check-in 
• Payment Plans
• Online Retail
• Telemedicine
• Feedback Collection
• Multiple Languages for Patient Applications

Convenience Through  Personalization

• Personalized Patient Education
•  Loyalty Campaigns
• Patient-facing care plans

Convenience Through Automation

• Wearables Integration
• AI-Powered Chatbots
• Fitness App Integration
• Health KPI Dashboards

The Stages of PXM
 & Examples of Capabilities to Offer

Insight #4
Implementing Stage I is unlikely 
to require much in the way of 
additional resources, cost, or 
staff time — so get that out of the 
way quickly

Thinking About PXM

Practices must ask themselves what systems do 
they already have in place? Chances are most have 
a patient portal, for example. Or varying tools from 
other parts of the PXM roadmap. There is, however, a 
very good likelihood that managing all of these single 
point solutions does not create efficiencies or ROI 
for the practice. The time it takes to manage them all 
from different dashboards and systems becomes too 
overwhelming and siloed for staff. 

So, practices must also ask what staff training and 
bandwidth is available? How can quick wins gain 
converts and prove a business case for additional 
investment in time and money?

Having a three-year plan to systematically move from 
one stage to the other ensures the time to properly 
train staff, rollout the new capabilities to patients, 
and communicate the value to them. However, 
without a platform to manage all of these new tools 
and capabilities from a single dashboard, neither 
patients nor practices will experience the return on 
investments made.
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Insight #5
You only need one platform, but 

both it and the solutions that are 
plugged into it need to have at 

their core an open, cloud-based 
architecture — otherwise the 

ability to deliver convenience is 
severely constrained

PXM = Powerful +  
Flexible + Open Platform

Picture this: a practice is trying to rollout a more 
modern patient experience. So, it signs up for an 
online scheduling tool to make the scheduling of 
appointments a bit easier for patients; it rolls out a 
digital check-in solution for patients when they get 
to the office, and have even begun sending text 
message reminders to test whether patients would 
eventually embrace secure text messaging with their 
providers.

It all sounds great in theory, but in reality, having 
unconnected, point solutions for things like digital 
check-in, scheduling, payments, loyalty campaigns, 
educational materials, and so on, only leads to 
practices having additional systems to manage and 
log-in to. Worst of all, individual systems can often 
lead to patients needing to remember and manage 
multiple profiles across different sites and apps.

In many ways, the result is the exact opposite of the 
intended effect, which is to produce convenience for 
staff and patients. Convenience, at its fundamental 
level, is about the reduction and eventual elimination 
of hassles, extra steps, waiting in line, or relying on 
faxes and paper to convey information. By adopting 
numerous point solutions in an effort to provide 
a modern patient experience, practices will not 
generate convenience unless they run on a platform 
that is ready to support all the activities that patients 
do and want to do in a connected fashion. Think a 
single log-in across a mobile native app, website, 
and in-practice hardware for both your practice and 
all others in your network. And that can only be done 
through a modern cloud-based platform.

Thinking About PXM
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What exactly is a platform? A platform is a technological 
foundation that allows users to continuously add 
new features and improvements with as little effort as 
possible. A platform allows users to integrate an ever-
widening universe of data, capabilities, and solutions 
into their ecosystems. Platforms allow businesses to 
overcome the limitations of their finite resources. 

Apple made the iPhone infinitely more valuable 
for users when it invited developers and new 
businesses to create apps and utilities through the 
App Store platform. Google was a useful search 
engine at first, but when it created new avenues for 
its advertisements by rolling out additional services 
like email, Android phones, maps, video on YouTube, 
and more, its platform approach made it one of the 
most valuable companies. Same for Amazon, which 
went from simply selling books online to creating 
a platform for other companies to sell their own 
goods online, for watching movies and tv shows, 
and allowing new businesses to take advantage of  
affordable web hosting. 

Now, the gut reaction to this might be something 
like: well our medical practice isn’t Apple, Amazon, 
or Google. We are not a big tech giant with billions 
in resources. And that’s true! But, the lesson here is 
that to succeed in the new medical economy (where 
patients acting as consumers hold more power 
than ever where to spend their money as well as 
educating themselves on medical conditions) medical 
practices cannot afford the headache of rolling out 
a thousand single point solutions to achieve specific 
business goals. Rather, they need to invest in a 
foundational platform that allows them to be agile, 
flexible, and nimble to adapt to consumer trends and 
abrupt changes in the market.

A PXM platform need not be epxensive, and you 
have options to choose from.

In the new medical economy, practices must shift 
their thinking from building a better "mousetrap” to 
keep patients and instead offer them the best patient 
experience in the market. By deploying a platform 
approach to PXM, practices will create the ability for 
other applications to easily connect their services to 
the practice, build products and services on top of it, 
share data, and co-create value. It’s a plug-and-play 
approach.

To achieve the above, medical groups need to look at 
the conversation happening today through the lens of: 
is there a platform that can help me set up PXM and 
allow me to future-proof my technology? Is there a point 
solution I need to offer patients that I need to make sure 
plugs into my PXM platform? What are the trends in 
patient behavior that I can address through PXM?

The only way to answer those questions, or at the 
very least have a foundation to answer them now 
and in the future, will be through a cloud-based 
technology platform with open APIs.

Thinking About PXM
Looking for an Open Platform
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Why Act?

Clients that adopt a platform approach to patient 
experience management often see significant 
efficiency improvements within days, and financial 
payback within months. That’s in part because the 
processes they are replacing are so outdated and 
inefficient that any improvement has a huge impact. 

This was the case for South Georgia Primary Care 
and Dr. Rachel Glass. From the large waiting room 
with multiple play structures, toys and games, to 
bright and cheerful exam rooms, Dr. Glass recognized 
that practicing medicine with kids requires a friendlier 
level of contact. Although the front-office was kid 
friendly, the check-in process for parents was not. 
New patient forms could get torn by kids waiting to 
check in, not to mention the administrative difficulties 
deciphering handwriting and manually inputting 
patient responses into their EHR. In-office, parents 
would get frustrated trying to review or update 
information while tending to their kids. The result was 
unhappy parents and unattended children, neither of 
which were in line with the values of the practice. 

As an existing CareCloud customer, South Georgia 
Primary Care was introduced to Breeze, a powerful 
patient experience management platform that 
simplifies patient intake, improves the payment 
process and seamlessly integrates into CareCloud’s 
EHR and PM solutions. A combination of beautiful 
hardware and software, Breeze can be accessed 
from patients’ mobile devices, in-office on iPad/
Android tablets or the award-winning Clover Station. 
With Breeze in place, South Georgia Primary Care 
was able to take a 25-minute check-in process down 
to 5-7 minutes for new patients, or as little as 2 
minutes for existing ones.

And the financial rewards for the practice to provide 
this higher level of convenience to patients were 
clear from day one. “In the past, if a member ID was 
entered incorrectly, we would end up with a claim 
denial. With Breeze, this data is updated on its own, 
so we get paid faster with fewer denials,” said the 
practice manager.

An allergy practice in Florida had a similar 
experience. Barbara Arbide, practice manager at 
Academic Allergy & Asthma Center for the past 18 
years, pointed out how important it was to provide 
this level of convenience to patients. “We live in a 
time right now that people do things sometimes at  
2 am, 6 am or 9 am. It’s a wonderful thing to be 
able to make an appointment, look at your account, 
and do your registration on your time — not the set 
hours of your doctor’s office.” While the efficiencies 
of implementing a patient experience management 
platform were immediately felt, these efficiencies 
had an unexpected impact on improving the patient 
experience in the front office. Freed from the 
necessity of collecting reams of papers and data from 
patients, there has been a more positive relationship 
between office staff, nurses and patients.

A mere three months after going live, Barbara saw 
the patient collection rate on balances increase by 
4.8% - resulting in additional revenue that more 
than pays for having implemented Breeze.

Real World Results
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What Next?

1
2
3

Start evaluating your PXM strategy — where 
you are today, and where you want be in the 
next three years

Collect a list of potential PXM platforms 
and point solutions to integrate that your 
patients would value

Reach out to CareCloud if you want to hear 
more about Breeze and how it can help set 
up the foundation for your PXM strategy

What Next?
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CareCloud is the leading provider of cloud-based revenue cycle management (RCM), 
practice management (PM), electronic health record (EHR), and patient experience 
management (PXM) solutions for high-performance medical groups.

hello@carecloud.com · www.carecloud.com · 1-877-342-7517


