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How Phytel provided better patient care with logic and persistence

W

hat began as a
family practice

in 1950 is now Ogden
Clinic, serving Northern
Utah as a multispecialty
health group with 180
providers in 20 locations.
Serving its community
for more than 70 years,
Ogden Clinic is committed
to providing high-quality
care—with compassion.

Healthcare as an industry continues to evolve
in parallel with technology. This evolution
spurs medical advancement and equips
providers and facilities with solutions to
increase their capacity for even better care.
For Ogden Clinic, exploring technological
solutions for patient communications
illustrates what happens when technology
and compassion for care intersect.
Ogden Clinic first implemented IBM®
Phytel® Outreach in 2008 for patient
communication. Upon switching the
electronic medical record (EMR) in 2012,
however, it decided to turn off the service.
Months later, the organization noticed an
increase in no-show rates, a significant
revenue decrease and fewer preventative
visits scheduled. It was clear that the patient
communication aspect of Ogden’s new EMR
was not performing as anticipated.
Ogden Clinic recognized this performance
gap and returned to the Phytel solution. Staff
noticed improvements in a matter of months.
It simply was the better solution for Ogden’s
business, staff and community.
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The Phytel solution
created the opportunity
to contact more patients
who needed services
as well as raise revenue
by eliminating manual
patient identification
and outreach.
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Solution
In the value-based healthcare environments
of today, there is an important balance
between maintaining profitable numbers
and not treating patients like a number.
Solutions like IBM Phytel Outreach provide
the opportunity for healthcare facilities to
maintain their bottom line and positively
impact patient care.
Specifically, this solution helps deliver
automated communications. It also enables
providers to focus on promoting better health
outcomes with their top-priority patients.
Evidence-based protocols identify and
contact patients—motivating them to stay
connected and follow through with critical
medical appointments.
When Ogden reimplemented the Phytel
solution, the company realized it was the
right solution to fit its unique needs. It ran
in the background, identifying patients who
were out of compliance, then encouraged
them to schedule a visit. The solution proved
convenient for staff, freeing up resources at
the same time.

Ogden Clinic initially chose to use the Phytel solution for chronic conditions and preventative
services such as immunizations and well visits. The Phytel support team customized
messages and protocols to align with Ogden Clinic’s practice.
After initiating the Phytel solution in primary care departments, Ogden Clinic expanded to
radiology and OB/GYN. The Phytel solution complemented the process that radiologists
already used to call back patients for tests, including mammography and bone density exams.
Improving the imaging patient outreach process was particularly important to the clinic
because it extended service to a larger community.

The evidence-based protocols of the Phytel
solution identify and contact patients—motivating
them to stay connected and follow through with
critical medical appointments.
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Solution details

Phytel drives efficiency, creating space for higher-quality patient care.
Product Distinctions

Benefits

•

Web-based product requires no
technical expertise or extra equipment

•

Expands preventive and disease
management care activities

Within the first eight months

•

Specialty-specific, nationally recognized
protocols are customizable

•

Realigns staff members to practice 		
at the top of their licenses

increase in revenue

USD 1 million		
As a result of automated messaging

•

Registry seamlessly integrates with
EMR system

•

Increases patient and
provider satisfaction

•

Automated patient messaging can be
repeated at preset intervals

•

Supports preparation for 		
value-based purchasing

12,000			
patient appointments scheduled
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Better for patients and providers
In the first eight months after reimplementing
the Phytel solution, Ogden Clinic experienced
the following financial benefits:
•

Outreach to overdue or non-compliant
patients resulted in 12,380 bookings.
At a revenue rate of USD 73 per
appointment, that yielded USD 891,360.

•

The Phytel solution’s automated
messaging system for appointment
reminders decreased the “no-show”
rate from 4.8 percent to 3.7 percent,
recovering USD 83,520 in revenue.

•

By automating patient outreach, Ogden
Clinic saved staff time worth USD 21,419
(based on three-minute calls and staff
compensation of USD 13 per hour).

While technology changes rapidly, consumers
sometimes need more time to adapt. In the
case of Ogden Clinic and the Phytel solution,
patients went from complaining about
the appointment reminders to expecting
them and even relying on multimodal
communications as part of their care.

Ogden physicians recognized the benefit
of the Phytel solution. They have more
patients returning for care and more patients
scheduling and receiving preventative care.
The Phytel solution increased patient volume,
provider efficiency and helped physicians
keep track of their patients’ needs. More
importantly, patients received the care they
needed with systematic encouragement
to follow up or schedule appointments. In
terms of staffing and resources, the Phytel
solution successfully augments staffing gaps.

“One of the biggest challenges is
to maximize provider minutes.
We want to make sure that
everybody in our organization
is working to the top of their
license. We want providers busy
and they want to be busy, and
Phytel helps us accomplish that.”
Ken Whipple, DO
Chief Operating Officer, Ogden Clinic
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The next chapter
Today, the Phytel solution is an integral
part of Ogden Clinic’s everyday operations.
Because it allows Ogden Clinic to
maintain high levels of patient care and
communication, it also influenced the
clinic’s organizational strategy.

“With Phytel, the software is great, but it has good
people behind it to help us configure exactly how
we want, and Phytel does that.”
Ken Whipple, DO

Using the Phytel solution makes it possible
to more efficiently manage patient
populations than before. Ogden Clinic feels
more prepared for pay-for-performance and
value-based care reporting.
At the initial engagement, Ogden’s decision
came down to the value proposition and
performance guarantee of the Phytel
solution. Ogden had patients who needed
care but also faced the challenge of limited
resources. IBM provided the best answer
with Phytel Outreach.
In the end, a solution is only as good as
the people behind it. Ogden’s interaction
with the Watson Health team behind the
Phytel solution set the stage for successful
collaboration at the intersection of
technology and compassionate care.

Chief Operating Officer, Ogden Clinic

6

How Phytel provided better patient care with logic and persistence

7

About IBM

About Watson Health

Solutions Used

International Business Machines Corp. is
an information technology company, which
provides integrated solutions that leverage
information technology and knowledge of
business processes. It operates through
the following segments: Cloud & Cognitive
Software, Global Business Services, Global
Technology Services, Systems, and Global
Financing. Learn more at ibm.com.

IBM Watson Health is a data, analytics,
and technology partner for the health
industry. Supported by the innovation of
IBM and intelligence of Watson, we are
committed to helping build smarter health
ecosystems. Through the combination of
our deep industry expertise in health, data
and analytics, actionable insights, and
reputation for security and trust, Watson
Health is working together with its clients
and partners to help them achieve simpler
processes, better care insights, faster
breakthroughs, and improved experiences
for people around the world. Learn more at
ibm.com/watson-health.

The premier company empowering
physician-led population health
improvement, Phytel provides physicians
with proven technology to deliver timely,
coordinated care to their patients. Phytel’s
SaaS-based registry uses evidence-based
chronic and preventive care protocols to
identify and notify patients due for service,
while tracking compliance and measuring
quality and financial results. Phytel is the
only company to combine care management
automation with an advanced patient
engagement engine. Phytel is also ISO
9001:2008 certified, confirming adherence
to ISO’s internationally recognized Total
Quality Management (TQM) standards.
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