Streamlining Your Occ Med Process

Lessons Learned From East County Urgent Care

Jackie Williams Dusty Schroeder
Operations Manager Co-Founder
East County Urgent Care Cowork Health
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Jackie Williams — East County Urgent Care

.i EAST COUN Y HOME  SERVICES v CONDITIONS  INSURANCE EMPLOYERS v BILLING ~» ABOUTUS v~ CONTACT v

mm URGENT CARE mmm
WHEN YOU JUST CAN'T WAIT TO FEEL BETTER

East County Urgent Care Offers

BOOK A VISIT ONLINE
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Dusty Schroeder — Cowork Health

COWOI'|(~ 'heOIth Help Events About Login

Helping you become
everyone’s favorite
occ med provider.

Cowork is not just an occ med portal. It's a platform to manage your occ med business in a
way that delights your EPS clients and gets you paid faster.

Request Live Demo Watch 2-Minute Overview >>

Join over 25,000 happy users.
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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

e 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
e 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

%’ URGENT CARE ASSOCIATION )



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

%’ URGENT CARE ASSOCIATION .



Systems & Processes

Steps Taken

* Digitized everything possible

* Broke down silos and cross-trained team

* Consolidated effort where possible

e 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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Clinic Location

Southside Speedy Care Glenwood

9401 Glenwood Ave, Raleigh, SD 5720

Who in my company can see this authorization?

< © entire company () Departments
Employee Name Employee DOB

John Patient 05/16/2002
Visit Type

Pre-Employment

Services

Protocols

Protocols are service packages that may include multiple services and provide additional details to the clinic.
ABC Physical ABC Pre-employment Walmart Physical

Walmart Pre-Employment

Your Services

These services are provided to your company as a part of a protocol or agreement.

Immunizations

COVID-19 Vaccine Flu Vaccine Hep A Vaccine Hep B Vaccine
Immunization . .
o a Tetanus, Diphtheria
Administration

Non-DOT Drug Screening




Systems & Processes

Results + New Result

Impact Of @ All Results {3 all companies ~ 8= All Tasks ~

Digital Results TS
+ Fewer faxes = >
* Fewer resend requests m | =
* Fewer questions wpakh

ABC Toys Darin Patient & July 1, 2024 2:19 PM (O]

¢ Better experience for employer ADO Test TomJones o @ June 27, 2024 5:03 PM @

Darin’s Tile Co. {c_:l_'_m_[_;l_oe @ June 26, 2024 4:57 PM ®
Darin's Tile Co. :chl:'.m_?oe @ June 19, 2024 11:00 AM ®
Darin’s Tile Co. :J.oiljm.?oe @ May 31, 2024 1:51 PM @
Darin's Tile Co. JohnDoe & May 29, 2024 3:34 PM ®

ase ass P e - e se P e s

Darin’s Tile Co. John Doe @ May 28, 2024 10:51 AM ®
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Systems & Processes

Tasks

A+ All Incomplete v B AllUsers ~ &y All Priorities ~ {8 Allcompanies v [3 All Due Dates ~

Impact of
Digital Task Management

Task Assigned To Priority Company Due Date ~

S
Payment posting Darin Vander Well --- Darin’s Tile Co. May 8, 2024
Make sure to post last weeks payments.

S Invoice 1549

* Less double work and checking on items

still waiting on the rest of Sally’s resulits.

o Sally sSmith - May 9, 2.

tatus
e Easier team product|V|ty management Results - Sally Smith Bob Smith Darin’s Tile Co. May 14,2024
* Fewer missed to-do items
[_IN PROGRESS - |

((iNPROGRESS ~ | send mailed copy -—- - ABC Toys June 12,2024

B send mailed copy

 Better team collaboration

John Doe - - Darin’s Tile Co. June 14,2024

John was seen, pending results...

~ John Doe - May G, 2024

© Jonhn boe - May 31, 20..

NOT STARTED v Scan this into our EMR Darin Vander Well -=- Darin's Tile Co. June 27,2024

~ John Doe - May 9, 2024

NOT STARTED v Invoice 2775 Mark Drzycimski - Trader Joe's July 1, 2024
Make that correction...

S Invoice 2775
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Systems & Processes

Impact of
Modern Communication

e Faster resolution

* Collaborative follow-up since not sent to
individual email address

* Fewer phone calls
» Better employer experience
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RE: Darin Patient - July 1, 2024

To: Southside Speedy Cadre
From: ABC Toys | Bob Smith

How about the hearing test?

© oarin patient - July 1, 2024

September 25, 2024 2:21 PM

Viewed by company &

We'll be sending that over shortly. Thanks!

Bob Smith,
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Systems & Processes

Impact of
Digital Invoices & Payment
. .. . . ADO Test :
* Delivery is immediate and confirmed S Rt
. . Sioux Falls, SD 57106
¢ Huge tlme SaV|ngS Original Amount
$674.00
* Less paper, stamps, etc Sent Date

October12, 2022

Faster payment

Automated follow-up

AMOUNT DUE

$674.00
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Streamlining Your Occ.Med Processes
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