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Building a superior experience for patients and 
physicians through on-demand access 

Health system client
Providing the full continuum of care, this integrated health care system is comprised 
of five hospitals, over 20 primary care and specialty services locations with 1,400 
physicians all sharing the same values and philosophy of doing what is right for 
patients by providing expert care, the best outcomes and an outstanding patient 
experience each and every time. The client drives towards delivering services where 
they make the most sense for patients’ health care needs. Investments have been 
made in resources such as a leading-edge electronic health record system that brings 
all providers together for the highest-level of coordinated care with a greater focus 
on wellness, preventive care and disease management. This health system has an 
eye toward what needs to change to keep health care high quality, accessible, and 
affordable and is positioned to make the necessary changes.

Comprehensive solution for physicians, patients and  
health systems
This client chose Optum based on the reputation of Patient Help Line and our 
sophisticated approach to clinical triage. By engaging with the client in a consultative 
partnership, we identified the individual value levers that made the most impact for 
their patients. Patient Help Line nurses provide advice to patients founded through 
the use of longstanding evidence based practice tools. 

Patient Help Line provides 
the scale and expertise to give 
every patient on-demand access 
to both customer service and 
clinical support, resulting in a 
superior experience and value 
for driving your business. 

“Our patients are receiving 
wonderful interactions and 
outcomes with the Patient Help 
Line staff and expertise!”
Chief Operating Officer

Patient Help Line 

Provides on-demand 
access to both 
customer service 
and clinical support, 
resulting in a superior 
experience for patients 
and physicians, while 
driving value for 
your business. 
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Provides on-demand 
access to both 
customer service 
and clinical support, 
resulting in a 
superior experience 
for patients and 
physicians, while 
driving value for  
your business.

 Client highlights 

Average call answered in less than 

30 seconds  

Less than 5% of calls are 
abandoned by the patient

Only 10% of calls require 
physician escalation after speaking 
with an Optum nurse
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Building a superior experience for patients and physicians through on-demand access 

Learn more about how Optum 
can implement Patient Help Line 
in your organization

Visit: optum.com

Delivering a tailored experience
Optum goes further than a simple answering service by acting as an extension of 
the health system, providing patients with efficient and effective 24/7 or after-hours 
access to a specially trained multidisciplinary team. Tailored to this client, Optum 
delivers an after-hours clinical support service that provides a superior experience for 
patients and physicians. On-demand patient services include symptom triage, health 
education, referrals, prescription refills, coordination with on call physicians and EMR 
reporting, providing comprehensive after-hours support.  

Configured  
to you

System integration
Optum teams can work within your 
systems to ensure coordinated care 
and process integration.

Hours of operation
Services can be provided 24/7 or 
after hours only.

Physician support
Optum nurses connect patients with 
urgent, complex clinical needs with 
your physicians or Optum physicians 
to remove on-call responsibilty.

Outbound campaigns
Increase support with outbound 
campaigns and proactive 
promotions.

Changing patient lives every day 
With the implementation of Patient Help Line, Optum nurses are able to provide real 
time clinical advice to patients, resulting in increased patient satisfaction, as well as 
fewer emergency department visits. 

One patient’s experience:
• A patient with knee pain called Patient Help Line expecting to go to ER
• Our nurse provided guidance — for immediate homecare methods along with 

what support to expect at ER, versus Urgent Care or visiting Primary Care 
Physician.

• Choosing to visit Primary Care Physician, the patient felt better informed, and  
was happy to decide what to do with her care. 

In the end:
• The patient avoided a long wait in the Emergency Department for 

an unnecessary visit.
• The health system benefited from increased patient trust and 

loyalty to health system.

Differentiated patient 
experience

Decreased on-call 
physician burden

Simplified call center 
management

Physician Help Line

Addressing on-call physician burden
Physician burnout is increasingly a healthcare challenge across the country and was a 
specific concern for this health system. As one of the key challenges facing this client, 
Patient Help Line replaced their standard answering service and was able to reduce 
calls to their on-call physician. Now only 10% of after-hours calls are escalated to the 
physician, greatly improving physician satisfaction. 


