
Academic Medical Center Resolves Bad Connection

THE DISCOVERY
The initial discovery revealed several factors responsible for the disconnect 
between patient interest and scheduling volumes. First, while the digital 
strategy was very e�ective, the medical center failed to account for patient 
behavior; patients were happy to engage digitally until it came time to 
schedule or register, then they expected a human connection. Calls were 
routed to their internal call center, which was having di�culty handling their 
usual inbound call volume in addition to the needs of the marketing 
campaigns. With all the attention on inbound calls, the campaigns’ outbound 
and follow-up needs were neglected, allowing patients to fall through the 
cracks— leading to conversion rates that did not coincide with the high digital 
engagement.

THE SOLUTION
Envera Health’s Consumer Engagement solution provided a streamlined 
conversion strategy that could build o� the success of the medical center’s 
existing marketing e�orts with optimized processes to better serve interested 
patients. The solution included managing call strategies with a standardized 
phone number for all campaign assets to help track attribution. This, combined 
with the ability to conduct e�cient and timely outreach, helped the medical 
center capture 100% of campaign leads, dramatically improving the conversion 
rate. Additionally, partnering with Envera o�ered the medical center an 
opportunity for deep process analysis that highlighted opportunities for 
improvement resulting in a better patient experience and higher ROI.

TYPE
academic medical 
center

REGION
mid-atlantic

SIZE
4 hospitals

900 physicians

80+ specialties

serving a patient 
population of over 160k

Contact us for a 
consultation today

THE CHALLENGE
An eastern academic medical center was having di�culty managing a 
long-running large-scale marketing e�ort designed to promote a variety of 
specialty services. The lead generation strategy employed various web-based 
channels, including social media and digital ads, that pointed patients to a 
web form to register or set an appointment. There were inconsistencies in the 
campaign results: while the data pointed to successful patient engagement, 
the high engagement levels were not translating to booked appointments. 

The Envera approach includes an in-depth discovery process that studies the physicians and 
processes unique to your organization to develop a fully customized engagement solution.

NEW PATIENTS CAN’T WAIT
After years of the necessity to limit revenue-generating procedures, the key objective 
for any health system today is to rebuild its patient population. Attracting new 
patients was di�cult pre-covid due to rising costs, the consumerization of care, and a 
competitive market; post-covid these challenges are paired with poor patient 
engagement from delayed care. E�cient marketing e�orts are essential to 
establishing new patient relationships— a failure to capture and convert leads pushes 
new patients to competitors. An engagement partner, like Envera Health, can assist 
your organization by supporting marketing e�orts and �lling gaps in the patient 
access experience.

THE RESULTS
Press Ganey Survey Before and After

Quali�ed Leads Call Volume Improved Access

Reduction in call volume at 
the practice level!

Extended hours of operation 
for greater access!

Touched ALL of the 
campaigns’ leads!

100% 10-15% 15 hours per week


