
Streamlining Your Occ Med Process
Lessons Learned From East County Urgent Care
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Jackie Williams – East County Urgent Care
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Dusty Schroeder – Cowork Health
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Resistance To Change
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Resistance To Change

Lay of the Land
• Had been doing it one way for 32 years
• Occupational medicine wasn’t defined and there wasn’t a vision
• Knew they wanted to grow, but didn’t know what that meant
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Resistance To Change

Steps Taken
• Defined the vision and what success looks like
• Got the right team in place

• Doubters self-selected out
• A short-staff of believers remained
• Hired coachable people
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Systems & Processes
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Systems & Processes

What Was Broken?
• Paper everywhere
• Teams were siloed
• Effort was individualized with one-off emails
• Didn’t set expectations with EPS clients
• Service offering was unfocused and not tailored to client needs
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Systems & Processes

Steps Taken
• Digitized everything possible
• Broke down silos and cross-trained team
• Consolidated effort where possible
• Stopped making promises we couldn’t keep
• Refined services to what the market actually needed
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Systems & Processes

Hiring & Training
• Value-based hiring
• Built a database of clear training & reference materials
• Leveraged technology to support continuous improvement
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Systems & Processes

Impact of
Digital Authorizations
• Fewer forgotten forms and incorrect 

services
• Fewer phone calls and faxes
• Better experience for employer and 

employee
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Systems & Processes

Impact of
Digital Results
• Fewer faxes
• Fewer resend requests
• Fewer questions
• Better experience for employer
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Systems & Processes

Impact of 
Digital Task Management
• Less double work and checking on items
• Easier team productivity management
• Fewer missed to-do items
• Better team collaboration
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Systems & Processes

Impact of 
Modern Communication
• Faster resolution
• Collaborative follow-up since not sent to 

individual email address
• Fewer phone calls
• Better employer experience
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Systems & Processes

Impact of 
Digital Invoices & Payment
• Delivery is immediate and confirmed
• Huge time savings
• Less paper, stamps, etc
• Faster payment
• Automated follow-up
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Q&A
Streamlining Your Occ Med Processes
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