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NYU Langone Reduces Physician Burnout

Haalthcare®  With Clinical Communication Services

Provider: NYU Langone Health
Location: New York City, NY
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About NYU Langone Health

NYU Langone Health is one of the nation’s
premier academic medical centers. Their trifold
mission “... to serve, teach, and discover is
achieved daily through an integrated academic
culture devoted to excellence in patient care,
education, and research.” Adherence to this
mission has brought high praise for the hospital.
For the past seven years, NYU Langone has
received top rankings for overall patient safety
and quality of care from Vizient, and in 2019,
NYU Langone received the Bernard A. Birnbaum,
MD, Quality Leadership Award for demonstrating
superior quality and safety performance.

Challenge

Thousands of after-hours email
messages from patients overwhelm
doctors and staff

Electronic Medical Record (EMR) systems
represent a major advance in modern
healthcare. One component of most EMR
systems — the near-instant communication
between patient and provider — has been
enthusiastically adopted by patients virtually
every time it's deployed. That said, providers
have encountered several unexpected
challenges.

NYU Langone Health had completed a
successful Electronic Medical Records system
implementation, and the patient population
responded enthusiastically. Patients very quickly
learned to use and benefit from the features that
allowed them to email providers and staff via the
EMR system. They were able to ask questions,
request records, schedule appointments, inquire
about new and existing conditions, and more.

Nicole Dittmar, Assistant Vice President of
Ambulatory Operations & Optimization for

NYU Langone, described it this way: “With the
advent of electronic medical records and patient
portals, patients suddenly had a new way to
contact their providers. Rather than picking up
the phone to call their doctor — the
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old-fashioned way of doing everything — to ask
about a test result or appointment, they now had

a new, fast and easy way to get what they needed.
No more busy signals, no hold music, or waiting for
a call to be returned. They were now able to quickly
get whatever they needed by typing a note, clicking
a couple of links, or checking a box or two.”

The popularity of this powerful new communication
tool had a flip side no one had considered in
advance. Rapid patient adoption and use meant
there were suddenly thousands of additional
messages for doctors and staff — messages

that had never existed in the past. Ms. Dittmar
described it as “an unexpected stream of work”
for doctors and staff. “All of a sudden the end of
a physician’s day looked completely different,”
Dittmar said. “No longer did they settle in

after clinic hours to return a few patient phone
calls. Added to those phone calls were dozens,
sometimes a hundred or more patient emails.”

And as is often the case with electronic
communication, exchanges were rarely limited to a
single message. It was usually several exchanges in
a single thread and, as patients became more and
more sophisticated in their use of the portal, the
number of messages increased rapidly.

“When you look at a physician practice there’s the
patient-facing activity and the non-patient facing
activity,” Dittmar continued. “This new activity

was all part of the non-patient facing variety.
Traditionally, a clinic is a team dedicated to just
getting through the day—office visits and all the
associated activities that need to be done. Then,

at the end of the day, there’s a hundred test results
from two days earlier when you drew all those
bloods; there's the prescription refills, and regulatory
requirements are more stringent. Twenty years ago,
the person at the front desk could call the pharmacy
and get you a refill. That's changed completely.
Today everything requires a signature, but it's not
economically feasible to have highly skilled, highly
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“Patients suddenly had
a new way to contact
their providers.”

paid nurses running around doing those kinds of
tasks, nor do you always have the skilled staff on
site to answer every question or address every
situation.”

Nor was the added workload confined to the
doctors. “Many of the messages were directed at
our doctors, but most of them were going to staff. It
didn't take long to see that the number of messages
was growing rapidly.

We needed to find a way to help manage
this new kind of work across practices.

It's tens of thousands of messages across multiple
practices. It's like a second inbox full of messages
added to a schedule that's already full.”
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Defining Needs and Requirements

They also needed flexibility and responsiveness.

“We needed to have people that could pivot and

be flexible, able to respond to whatever needs we
had. We started this program pre-COVID. Right in
the middle of it, we had to shift into pandemic mode.
Our numbers went through the roof, and it was a real
challenge to manage everything. Omega Healthcare

Dittmar and her colleagues set about to determine
their precise needs and solve this new challenge. At
the top of their list was the need for a vendor that
would always provide them with a highly qualified

virtual team. Ms. Dittmar was firm on this point.
“New York State has very strict guidelines regarding
the scope of practice for the various different clinical

roles, and we wanted absolute assurance that
Omega Healthcare could provide resources that
were skilled, trained, and able to work as part of our
team and do the work we needed them to do.”

certainly filled that bill. They not only helped us in
that moment, but quickly became a partner that
would grow and evolve with us — that would adapt
and change as our needs would change.”

Solution
Omega Healthcare’s Clinical Communications Team

NYU Langone chose Omega Healthcare’s Clinical Communications

solution to meet the increasing patient use of the communication
tools the hospital had deployed, but that were overtaxing the time
and resources of clinic physicians and staff.

Omega Healthcare’s Clinical Communications Solutions help
care organizations seamlessly capitalize on the expertise

of hundreds of qualified, certified nurses to support care
management, patient outreach, payor interaction, and clinical
documentation initiatives.

Every Omega Healthcare nurse has industry experience with, and
awareness of, industry best practices and is trained in the use of
more than eighty of the top healthcare management systems.

Working as an integral part of the Langone Health team, Omega
Healthcare’s virtual nurses are now the first to see, evaluate, and
answer incoming patient calls and messages. Fully licensed in
the State of New York, they work directly within NYU Langone's
Electronic Health Records (EHR), asking patients about their
symptoms, existing health problems, and any relevant history

of medical issues. They then leverage the same decision tree,
database, and workflow to understand patient needs, conditions,

and potential treatments; then recommend the proper level of care.
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Results

Clinics grow the volume of
their practices without having
to grow clinical support staff.

Omega Healthcare’s Clinical
Communications Services have
relieved the burden of the
“unexpected stream of work” and
gives physicians more time. In
addition, the clinical team in the
practices are also getting more time
to focus on face-to-face interactions.
This means the clinics grow the
volume of their practices without
having to grow clinical support staff.

"The onsite team returns once
again to a focus on face-to-face
tasks, while the offsite teams
handle the other tasks. In addition,
we're now finding we have been
able to grow many of our sites
without adding new providers

and staff, because we now have
this incredible resource behind

the scenes.”
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More About Omega Clinical Communications Services

While NYU Langone Health has experienced tremendous results with Omega
Healthcare’s Clinical Communication Services, the solution offers an even broader
range of capabilities. Our staff of licensed, full-time registered nurses are fully trained
in the use of more than 80+ practice management, hospital billing, and EMR/EHR
systems. Our Clinical Communication Services include Remote Patient Monitoring and
Telephone & Message Triage, and extend your team’s capabilities while reducing costs,
increasing patient interaction time, and maximizing reimbursements.

Omega Healthcare offers providers a broad set of services designed to Improve
efficiency, increase cash flow and improve the patient experience, including:

Patient Access Services Mid-Cycle Services

Enhance the patient experience while & Optimize mid-cycle efficiencies,
improving reimbursement, reducing © ) reduce rejections and denials, and
costs, and increasing efficiencies. increase timely reimbursement.
Business Office Services Clinical Communication Services
Optimize reimbursements, increase @ Enhance care quality and continuity
cash flow, and reduce bad debt throughout the continuum while
write-offs. improving the patient experience.

Our Al- and ML-driven technology is used across all phases of the revenue cycle, improving

@ Our Services are Technology-Enabled
efficiency and productivity, and delivering insights with every engagement.

Omega—® connect@omegahms.com (561)473-1711
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ABOUT OMEGA HEALTHCARE

Founded in 2003, Omega Healthcare Management Services™ (Omega Healthcare) empowers healthcare organizations to deliver exceptional
care while enhancing financial performance. We help clients increase revenues, decrease costs, and improve the overall patient-provider-payer
experience through our comprehensive portfolio of technology and clinically enabled solutions. Omega Healthcare has 30,000 employees across
14 delivery centers in the United States, India, Colombia, and the Philippines. For more information, visit omegahms.com
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