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Webinar #2: Improving Access and Experience of Care 

for Patients  

October 22, 2024, 12:25 to 1 p.m.  

Presented by: Dr. Daniel Pepe & Kindra Murphy 

Webinar recording link: IPCMP Webinar 2 Recording  

Presentation slides: IPCPM Session 2 slides  

1. Appointment Flexibility & Patient Satisfaction: 

By implementing flexible scheduling and online booking, clinics can experience improved patient 

satisfaction and a reduction in complaints regarding accessibility. 

2. Improved Access & Staffing Adjustments: 

Look for ways to utilize your staffing complement. For example, in one practice hiring more administrative 

staff while reducing nursing hours allowed for more efficient phone and scheduling management. Online 

booking options further alleviated pressure on phone lines, ultimately reducing patient frustration with 

accessibility. 

3. Building Trust: 

Establishing trust involves consistent follow-through on commitments (e.g., check-ins, availability for 

follow-ups). Small gestures, like proactive patient calls, helps reinforce trust and make patients feel cared 

for. 

4. Technological Integration: 

Integrating new tech (e.g., online booking, remote administrative support, and AI tools like an AI scribe for 

documentation) can enhance efficiency. AI scribing is particularly valuable, reducing documentation time 

and increasing patient interaction time. 

5. Cultural and Behavioral Adjustments: 

A calm, welcoming office culture is a great way to help reduce patient anxiety. Staff interactions, from 

reception greetings to personalized follow-ups, foster a positive environment and encourage open 

communication. 

6. Process Testing & Adaptation: 

It’s important to iteratively test new processes, such as adjusting the number of appointments based on 

patient flow and feedback, to find the optimal solution. 

7. Cross-team and External Collaboration: 

Collaboration between clinics and brainstorming with others in similar roles can help find practical 

solutions and identify impactful innovation, especially for smaller practices. 

https://us02web.zoom.us/rec/share/rKwv35whzKIZ5duLL-KWR6YbMCUFq23SReVKKb1huCm8xh0-BkjehhJY7uZdUxhU.lXWa_G1NybcDZMl_
https://ehealthce.ca/userContent/documents/IPCPM%20Webinar%202_external%20slides.pdf
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Copyright notice  

Copyright © 2025, the eHealth Centre of Excellence  

All rights reserved  

No part of this document can be reproduced in any form, including photocopying or transmission 

electronically, without prior written consent of the eHealth Centre of Excellence. The information 

contained in this document is proprietary to the eHealth Centre of Excellence and may not be used or 

disclosed except as expressly authorized in writing by the eHealth Centre of Excellence.  

Trademarks  

Other product names mentioned in this document may be trademarks or registered trademarks of their 

respective companies and are hereby acknowledged. 

 


