8 ways to boost
patient engagement
with Phytel
Have you ever wondered if your healthcare organization could
benefit from a solution customized for your patient populations,
facilities and providers?
There’s good news: it’s no longer just a ‘pie-in-the-sky’ dream.
IBM® Phytel® solutions help identify gaps in patient care, engage
your priority patients and quantify progress. Phytel solutions
are designed to meet provider needs for urgent action and
consistent patient outreach. With customizations that fit how
your patients choose to receive communications and tailored
messages composed by your expert staff, everyone wins. With
Phytel, your healthcare teams can get back to what they do
best—caring for patients and working at the top of their licenses.

8 Patient Engagement Challenges
Here’s how you can use Phytel solutions to tackle eight common
patient engagement challenges.

Use case 1: You don’t have enough staff to handle
manual outreach to patients.
Phytel solution: Automate your outreach.
Many health systems and providers rely on outbound calls for
scheduling appointments and reminders. But scheduling an
appointment can take up to 20 minutes while staff navigate
multiple systems, spreadsheets and scheduling rules.1
During a time of healthcare staff shortages, do you have the
staff available for 20-minute calls to each of your patients?
In contrast, Phytel analyzes data from the electronic health record (EHR)
and the scheduling system to identify patients who are coming due or
are overdue for care. It works in the background making calls, sending
texts and email reminders. And it updates patient information in near
real-time, fully automating appointment reminders. Phytel does the
work so that staff can spend time on other responsibilities.

Pre-pandemic, Cambridge Health
Alliance (CHA)–a teaching hospital
in Boston, Massachusetts–
discovered that about 175,000
patients weren’t receiving
routine care like screenings or
immunizations. Even with intense
manual outreach, CHA only
reached about five percent of their
patients with care gaps. Realizing
that attempting to engage such a
large patient population through
manual outreach wasn’t feasible
or effective, they changed
strategies. CHA used Phytel to
contact 12,000 patients; within
30 days, 83 percent booked an
appointment2.

Use case 2: Your clinic struggles with overbooking
and too many gaps in the schedule.
Phytel solution: Adjust your automated patient outreach
to better align schedules.
On average, no-shows cost a single-physician medical practice USD
150,000 annually3. If you don’t have enough patients, you’re wasting
resources. On the other hand, if you have too many patients booked,
wait times can increase and the patient experience goes down. Phytel
allows you to control how many patients your organization contacts as
easily as water from a faucet.

“We had all kinds of
gaps in the schedule
Then we turned
Phytel on and saw
results in 60 days.”
– Ken Whipple, DO
Chief Operating
Officer, Ogden Clinic4

With the Phytel team, you can configure the number of outbound
communications per provider, per day, and the retry interval if a patient
still doesn’t make an appointment. Slow down outreach if appointments
keep running over, then increase outreach when you’re ready to add
new patients. Your organization sets the limits and can tailor them.

Use case 3: Patients need to get back on track
with care.
Phytel solution: Re-engage patients to help reduce disease
progression.

During the pandemic, many people delayed care for months or years,
worried about COVID-19 exposure5. These accumulated delays and
behaviors during the pandemic are known as “health debt,” and they
stack up for long-term, negative health effects6. Providers see cases of
advanced illness and stress-related issues from increased drinking and
smoking, less movement and medication management.

Loudoun Medical Group – a
physician-owned, multi-specialty
group practice in Virginia–used
Phytel to automate outreach to
its patients with diabetes. This
brought them USD 192,000
in revenue from booked
appointments7.

Re-engage these patients by sending gentle communications until
they schedule an appointment to get the treatments they need. Making
appointment booking easier and more efficient is an important first step
to patient engagement.

Use case 4: Preventive screening rates are low and
aren’t rebounding.
Phytel solution: Provide persistent reminders to patients
Is your caseload for annual wellness visits, diabetes check-ups and
mammograms down? If so, it’s likely your revenue is too. With Phytel
solutions, you can also send tailored messages about the value and
importance of preventive care visits.
One clinic used Phytel to identify all patients within a population
who newly met the recommended demographics for breast cancer
screenings. The automatic outreach then communicated to the
identified patients one week after their birthdays. You can create similar
custom campaigns and configurations–and turn them on or off.

By tracking gaps in care, Health
Quest, a not-for-profit, fourhospital health system serving
Connecticut and New York,
used Phytel to identify patients
they hadn’t seen in over a year.
Outreach to those patients via
Phytel resulted in significant
improvement in patients with
chronic conditions. It also
generated USD 3.7 million in
billing revenue and critical
preventive care8.

Use case 5: An office emergency requires swift
communications to that day’s patients.
Phytel solution: Get out the word, fast, and make it
easy to reschedule.

Loudon Medical Group
in Virginia quickly
realized the Phytel
solution could help
them save time by
automating manual
administrative tasks
and helping close care
gaps9. “It’s giving us
time back,” said Clara
Nussbaum, Quality
Assurance Director.
“And that’s what
doctors and nurses
and office staff need.”

Dealing with a power outage? Office flood? Updated mask protocols?
Phytel can be part of your plan for communicating routine care as well
as the unexpected. Reach thousands of patients at a moment’s notice or
inform patients about issues that directly affect them. With Phytel, you
can even drill down to patients with certain clinical criteria and tailor
the messages. Not only will patients know about a change in their day,
but a tailored message means they can also rebook easily.

Use case 6: Many patients don’t answer calls or allow
voicemails.
Phytel solution: Text or email appointment reminders instead.

Strong evidence shows that
simple reminders increase the
likelihood that patients will keep
their medical appointments.12

Studies show people are more likely to attend medical appointments
when they receive a reminder10. And they want digital reminders!
Seventy-five percent of US consumers prefer to receive texts—rather
than calls—for appointment reminders11. Phytel respects the patient’s
choice of communication methods and languages, offering phone call,
text (SMS) or email options.

Use case 7: Your IT department has its own challenges.
Phytel solution: The Watson Health® Phytel team manages
integration and customization.

As an information technology (IT)-light solution, Phytel integrates
with existing (EHRs) and doesn’t require ongoing IT maintenance. This
decreases the burden on administrative, clinical and IT resources. And it
means your IT team doesn’t have to keep revisiting the solution to build
reports or update lists, even when you add new staff or facilities.

“ Watson Health did all
of the implementation
with minimal
assistance from us.
Right off the bat, that
was very important.”
– Jeffrey Galles, DO,
Chief Medical Officer,
Utica Park Clinic13

Use case 8: It’s hard to track performance metrics
for value-based contracts.
Phytel solution: Gain near real-time insights of your performance.
Phytel offers quality measure reports to capture how your providers
and facilities are tracking to meet and exceed initiatives set by payer
or quality programs. Supplement your claims and reports with detailed
analytics, available at the click of a button. Near-real time data is one of
the reasons clients often choose Phytel. “With Phytel tools we can dial
in our patient engagement strategies around the Medicare Star metrics,”
said Jeffrey Galles, DO, Chief Medical Officer at Utica Park Clinic. “We
keep our providers and our patients engaged [so] they’re hitting on all
the different metrics that we’re challenged with reporting15.

Phytel meets your patient engagement challenges
Your goal is to put provide person-centered care by
delivering the right care at the right time. You also want to
use your staff time and expertise wisely. Phytel can help
you achieve both goals by reducing the administrative
burden of finding, engaging, and following up with
patients who can benefit from your care while also
boosting your bottom line.

“Where competitor
solutions operate
on a one-to-sixmonth delay,” said
Kowsilliya Ramnaresh,
PhD, Assistant Vice
President, Practice
Transformation,
Health Quest, “With
Phytel, we are able to
see reliable data on
how our patients are
doing the very next
day 14.”
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