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The healthcare industry is facing rapid change, with dynamic treatment discoveries and business pressures driving decision and 
corporate growth. Business models are being forced to evolve as healthcare shifts its focus from treatment to wellness, personalization, 
and prevention. Additionally, mobility is becoming a key issue from both a personal and technology point of view.

The three leading issues facing the industry today are:

•	 Increasing	financial	pressures	among	healthcare	providers;
•	 Rapid	technology	advancements	threatening	established	markets	and	relationships;	and
•	 A tightening regulatory environment.

Here are three examples of how proactive communications are transforming the patient experience:

Appointment and prescription refill reminders. Healthcare practitioners and institutions proactively remind patients to schedule 
annual	visits	or	that	it	is	time	to	refill	or	pick	up	a	prescription.	They	have	also	been	successful	sending	reminders	for	scheduled	
appointments hours or days ahead of time, via customers’ preferred communication channel, such text, email, push or voice.

Surveys. Healthcare organizations are increasingly judged on performance, and they need to increase patient satisfaction scores in 
order to drive patient loyalty and referrals to the ER, primary care providers, OB, and elective practices like orthopedics and plastics. 
Outbound communications solutions that deliver and analyze surveys allow institutions to mitigate bad outcomes and leverage the 
good	will	of	satisfied	patients.	Surveys	also	help	close	the	loop	with	unsatisfied	customers	to	uncover	issues	and	resolve	problems.

Wellness updates. In order to live the healthiest life possible, patients need information on everything from preventive care 
to	 specific	 illnesses	 to	 being	 notified	 of	 benefits	 changes.	 By	 sending	 select	 content	 designed	 just	 for	 each	 patient,	 healthcare	
practitioners	 become	 a	 trusted	 partner;	 patients	 are	more	 likely	 to	 then	 seek	 in-person	 care	 from	 the	 same	 source.	 Links	 to	
appointment schedulers embedded in the content make it easy to convert a reader into a patient as necessary and appropriate.

As consumers increasingly make purchasing decisions based on reputation and recommendations, companies must proactively 
manage their brand and the customer relationship by proactively communicating with customers in order to keep customers 
informed, increase satisfaction, and build long term customer relationships. A complete outbound engagement solution lets 
organizations	dynamically	create,	manage,	and	tune	their	outbound	campaigns	using	self-service	tools	and	offers	a	deep	well	of	
natively	integrated	channels,	including	outbound	IVR,	predictive	dialer,	text	messaging,	email,	and	push	notifications.

Click to learn how Genesys can help deliver exceptional outbound customer engagement by downloading the  
Frost	&	Sullivan	White	Paper	–	Change	the	Conversation	with	Proactive	Communications.
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