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A bit of Background…………………Mid 2013

Leadership change following a year of organizational turmoil

Financial challenges including near default on debt

Operational failures at multiple points along the service 
continuum

Partners with divergent goals and unreasonable expectations

Cash flow challenges 

Referral sources moving business to another practice

***************Benchmarking





Assessment
Root cause of the problem…..not what you might think.

Availability

Access
If patients cannot get an appointment, it will not take long before your business 
dries up!

But how do you know if availability and access is a challenge?

• Secret shopper

• Personal visits to referral sources

• Data, data, data….third party surveys

• Process improvement (Kaizen event)
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Physician Appointment Availability



APP Appointment Availability



APP Bonus Compensation Model 
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Each group represents an APP (names removed)



Access to Clinic Appointments



Results – A pathway for access into NAO 
• Moved from random availability to dedicated staff (MD, PA)
• Became the “Just say YES service”
• Direct Marketing-to-Consumer strategy 
• Referral Sources LOVE IT 
• Decompresses elective clinics 
• Strong growth in volume and surgery referrals
• Continued improvement with extended hours

and designated location



Other Improvements Tied to Recovery 
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Other Improvements Tied to Recovery 



Questions


