SMART

Streamlining Data Collection to Improve
Patient Experience and Increase Efficiency
Not-for-Profit Health and Aged Care Provider

Business Environment

As one of the largest healthcare organizations in its region, this not-for-profit health and aged care
provider specializes in a diverse range of health services including acute medical and surgical services,
emergency care, aged care, diagnostics, mental health, and medical research and education.

This national health and aged care provider operates over 20 public, private, and aged care facilities,
employing over 13,000 staff and the services of some 1,300 volunteers across the region. Each year,

over a million people are treated and cared for by this organization.

Business Challenge

Every day, the health and aged care provider deals
with a large volume of administrative and clinical
pre-admission guidelines prior to providing service
and treating patients.

As patient volumes steadily increased, the former
process which involved admin staff manually pro-
cessing patient admission details became less
and less efficient. The process for administrative
pre-admission involved staff noting patient details
manually, either in person or over the phone and
then re-entering these details into a number of dif-
ferent administrative systems. With the increasing
patient volumes, the lack of workflows & priori-
tization controls — not to mention the burden on
administrative

staff to attend to all patients in a timely manner
— inaccuracies in entering these patient details
became an issue if information is misunderstood.

In addition to this, the staff also had to deal with
clinical pre-admission and risk screening processes
for patients. This process was done over the phone
and required the staff to contact every patient prior
to their scheduled admission dates to confirm vital
medical and general information. Similar to the
administrative pre-admission process, the increas-
ing number of patient volumes directly impacted
the efficiency of this process. Delays or incorrect
information lead to the hospital being ill-prepared
to take care of the patient on their admission day.
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“The SmartlQ implementation streamlines patient registration — it puts the patient
in control of their personal details, and allows the staff to focus on other important
business processes.” - Manager - Hospital



The SmartlQ Solution

To assist the organization in dealing with their business
problems, SmartlQ provided a solution that streamlines
the data collection and administrative processes that
the organization deals with. With the use of its adap-
tive forms, SmartlQ developed a solution that features a
secure online portal that provides vital healthcare infor-
mation to the patient and facilitates cross-channel online
collection of the patient pre-admission data. The solution
was built on an SQL database and secure web infrastruc-
ture that enabled the Intelligent form to be published
online, with the patient data captured and stored by the
SQL server for later processing.

The new process eliminated the need for paper forms
replacing it with an intuitive and guided online pre—
administration interview process. Simple yes-or-no
questions are widely used and examples are generally
provided. Mandatory fields are specified, and succeeding
question sets are based on the user’s answers.

Business Benefits

Increased patient convenience with unrestricted

24/7 patient access to enter pre-admission details
at their own time and convenience

Improved access to information for patients and
hospital staff

Reduced re-keying of information

Improved staff allocation
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As part of the solution, SmartlQ also implemented
an intranet portal for hospital staff to retrieve patient
information. Hospital staff are provided unique access
credentials to the secure portal where they can process
patient information for admissions. This portal is inte-
grated with the organization’s PATIENT system —a tool for
managing patient flow across the so-called continuum
of care, from admission to discharge.

The solution also features the ability to generate for-
matted documents/communications for archive, print,
and email. All these personalized communications are
dynamically generated based on the answers they have
given during the initial patient pre-admissions process.

User validation for strict data control and stores
user data for future admissions

Secure, electronic facility easing data transport and
reducing potential for errors

Significant increase in business process effi-
ciency, mainly in time it takes to collect patient
information

Smart Communications™ s the only provider of a customer conversations management platform.
More than 500 global brands rely on Smart Communications to deliver smarter conversations across
the entire lifecycle—empowering them to succeed in today’s digital-focused, customer-driven world
while also simplifying processes and operating more efficiently. This is what it means to scale the
conversation. Smart Communications is headquartered in the UK and serves its customers from

offices located across North America, Europe, and Asia Pacific. The Smart Communications platform

includes the enterprise-scale customer communications management power of SmartCOMM™, forms
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transformation capabilities made possible by SmartlQ™ and the trade documentation expertise of
SmartDX™. To learn more, visit smartcommunications.com.
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