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HEALTH SYSTEM’S DIRECTOR OF  
REVENUE CYCLE MANAGEMENT

“We really appreciate our 
partnership with RevSpring  

and how quickly we were able  
to implement for the vaccine clinic.  
If we hadn’t used IVR Advantage 

we might have needed to add  
more staff.”

A major healthcare system in the Northwest has significantly reduced demand on its previously understaffed and overwhelmed 
call center staff—and achieved important community health objectives—thanks to the implementation of RevSpring’s IVR 
Advantage inbound and outbound solutions. 

This faith-based health system serves both urban and rural communities in the Northwest, with almost two million medical encounters 
in its more than 150 medical group locations each year. They faced multiple business challenges related to the COVID-19 pandemic, 
including budget cuts and reduced call center staff. As more patients called in to avoid in-person visits, wait times grew longer and 
call abandonment rates increased. When vaccines suddenly became available, the large healthcare system needed to contact many 
thousands of patients to arrange vaccine appointments quickly. As the pandemic became less threatening, the massive backlog of 
delayed procedures needed to be scheduled. They also needed a system to help collect patient payments more efficiently.

Customer Story

The Business Challenge
Budget cuts and staff reductions resulted in a call center volume problem, with long wait times leading to high abandonment rates.

When the COVID-19 vaccine suddenly became available, it was necessary to quickly contact many thousands of patients to schedule 
vaccinations while the vaccine was still effective. 

As the pandemic became less threatening, rescheduling backlogged elective procedures was another monumental patient outreach 
challenge for the extremely busy call center staff.

Not-For-Profit Northwest
HEALTHCARE SYSTEM

The Solution
The implementation of RevSpring’s IVR Advantage inbound and outbound 
solutions significantly reduced demand on the overwhelmed call center staff—
and achieved important community health objectives related to COVID-19 
vaccinations. The inbound solution has reduced call abandonment rates and 
offloaded an average of 2,500 payments per month from busy staff members. 

The pandemic made rapid outreach to thousands of patients necessary in the 
spring. When vaccines suddenly became available with little advance notice, it 
was urgent to get as many patients scheduled while the vaccine was effective. 
An impressive 40,000 patients were reached by IVR outbound phone calls in the 
month of March alone. 
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About Not-For-Profit Northwest Healthcare System

Not-For-Profit Northwest Healthcare System  — Customer Story

150+  
medical group 

locations
Not-for-profit  

healthcare system
16,000 

caregivers

including 1200+ doctors & healthcare providers

spanning more than 40 specialties

IVR outbound calling also was critical as the large healthcare system began to reschedule many months’ worth of delayed procedures.  
The IVR solution facilitated automated rescheduling, averaging a staggering 15,000 scheduling calls per month. IVR Advantage has proven  
to be so helpful and effective that this healthcare system is continuing to use both the inbound and outbound solution going forward. 

RESULTS

“Not exhausting our staff with leaving 
voicemails has been very effective,” said the 

director. “We have definitely gained efficiency, 
with a noticeable drop in the number of 

payments handled by staff. This means they 
can focus on higher priority items.”

Reduced demand on call center staff by  
implementing an inbound pay-by-phone IVR,  

which automatically handles approximately
2,500 
payments per month

Rescheduled backlogged  
elective procedures, resulting in 

15,000
automated  
scheduling  
calls per month.

Addressed a pressing need to schedule vaccinations—eliminating hiring additional staff—with a  
quick and efficient spin up on an outbound IVR call flow

40,000 calls 
in March alone

making


