
Columbia Basin Health Association
L e v e r a g i n g  Te c h n o l o g y  D u r i n g  a  T i m e  o f  C r i s i s

When Times  Get  Tough,  Innovate!



Did you know?
97% o f  A m e r i c a n s  o w n  a  c e l l  p h o n e  

A c c o r d i n g  t o  a  r e c e n t  s u r v e y ,  w e  
m i g h t  b e  s o  a d d i c t e d  t o  o u r  m o b i l e  

d e v i c e s  t h a t  67% o f  y o u  m i g h t  
e v e n  t e x t  s o m e o n e  i n  t h i s  v e r y  r o o m  

i n  t h e  n e x t  30 m i n u t e s …  

80% o f  A m e r i c a n s  c h e c k  t h e i r
p h o n e s  w i t h i n  1 0  m i n u t e s  o f  w a k i n g  u p  

I n  2 0 2 2  s o  f a r ,  w e  c h e c k  o u r  p h o n e s  

344 t i m e s  p e r  d a y ,  a  31% i n c r e a s e  
o v e r  2 0 2 2   ( o n c e  e v e r y  4  M i n u t e s )  



The Question is… 
D o  w e  d e s i g n  o u r  o p e r a t i o n s  t h i n k i n g  a b o u t  t h e  p a t i e n t / c u s t o m e r  e x p e r i e n c e  f i r s t ?  



Pre Pandemic… C B H A F o r w a r d  2 0 2 1  S t r a t e g i c  P l a n

P a t i e n t  E x p e r i e n c e ,  Q u a l i t y  O u t c o m e s ,  H e a l t h  E q u i t y ,  F i n a n c i a l  P e r f o r m a n c e   
North Star Summary

Service

Implement a patient 
engagement and 
communication 
platform/Digital 

Technology/Mobile First.

Introduce technology 
that enhances care 

delivery - Reduce No 
Shows, Bidirectional, and 

Secure. 

Promote Health Equity 
and service parity for all 
programs and services. 

Quality

Advance CBHA position 
to top of 1% of UDS 

Quality Metrics. 
Enhance Patient 

Experience Top Box 

People

Implement Employee 
Engagement & 

collaboration mobile first 
app.

Develop “intentional 
culture” and organizational 

change management 
strategy. Enhance talent 

development 
opportunities for CBHA 

workforce (Power 
BI/Power ON, Qliqsoft
Chatbot Development, 

etc.) 

Growth

Implement IT/IS 
Platforms to support 

growth. 

Promote health equity to 
underserved populations 

via telehealth 
technology.

Community

Advance community 
marketing and 
education that 

connects to CBHA 
programs

Finance

Enhance business 
intelligence to include 

predictive analytics 



T h e  M o b i l e  R e v o l u t i o n  – P e w  R e s e a r c h  C e n t e r  2 0 2 1  

Mobile Device Dependency 
A  r e c e n t  s t u d y  i n d i c a t e d  p a t i e n t  p o r t a l s  a r e  n o t  e f f e c t i v e  o r  e q u i t a b l e .  6 3 %  o f  p a t i e n t s  r e p o r t  
n o t  u t i l i z i n g  p o r t a l s ,  m o s t  o f  t h e m  a r e  M e d i c a i d ,  a n d  l a c k  c o l l e g e  e d u c a t i o n .  N o n w h i t e s  a l s o  
r e p o r t  b a r r i e r s  t o  a c c e s s  d u e  t o  n e e d i n g  m o r e  e d u c a t i o n  o n  t h e  n a v i g a t i o n  o f  p o r t a l s .  

Portal Technology is a way, not THE way…



T h e  M o b i l e  R e v o l u t i o n  – P e w  R e s e a r c h  C e n t e r  2 0 2 1  

Ownership Util ization

The Stats…. 

97% 
O f  A m e r i c a n s  

O w n  a  C e l l  P h o n e  

91% 61%
O f  A m e r i c a n s  

A g e s  1 8 - 6 4  O w n  
a  S m a r t p h o n e   

O f  A m e r i c a n s  
6 5 +  O w n  a  

S m a r t p h o n e  

85%
O f  H i s p a n i c s  O w n  

a  S m a r t p h o n e

80%
O f  R u r a l  

A m e r i c a n s  O w n  a  
S m a r t p h o n e

85%
O f  A m e r i c a n s  

O w n  a  S m a r t p h o n e



30% of Patients have a desktop or laptop at home
50% have Internet other than Cellular
90% had access to small form factor Mobile Device 

I n f or m al  Te c hno l ogy  Us e  Sur ve y

24% Drop In Patient Portal Use
R e g a r d l e s s  O f  I n c r e a s e d  M a r k e t i n g

CBHA Analytics… 45% 
O f  p a t i e n t s  a r e  u n d e r  1 8

72%
O f  p a t i e n t s  a r e  M e d i c a i d  /  
M a n a g e d  C a r e  o r  U n i n s u r e d  

21%
O f  p a t i e n t s  h a v e  

P r i v a t e  I n s u r a n c e

7%
O f  p a t i e n t s  a r e  M e d i c a r e



Enhancing Patient Access & Outreach

A g g r e s s i v e l y  

I n v e s t i g a t e d  N e w e r  

Te c h n o l o g i e s   

I n n o v a t i o n s  W h i c h  

S u p p o r t  M o b i l e  

D e v i c e s  a  P r i o r i t y  
S e r v i c e  D e l i v e r y

P u l l  =  P a t i e n t  I n i t i a t e d  

R e q u e s t

P u s h  =  O r g a n i z a t i o n a l l y  

I n i t i a t e d  R e q u e s t  



Patient Initiated

P o r t a l  W e b s i t e
A p p  A w a r e

S e l f  
S c h e d u l i n g

( P o r t a l )

Te x t  C u r b s i d e  
C h e c k - I n

C o n t a c t  
C e n t e r

S c h e d u l e d  
V i r t u a l  V i s i t s  
( A u d i o / V i d e o )

C h a t b o t  |  Q  C o d e s

A c c e s s  t o  S e r v i c e s

P r o v i d e r  P r o f i l e s

S c h o o l  N u r s e

E d u c a t i o n  M a t e r i a l s

P a t i e n t  S e l f  
R e g i s t r a t i o n  &   

P a t i e n t  S e l f  
P a y m e n t

I V R

B u s i n e s s  
I n t e l l i g e n c e  ( A I )

&  A d v a n c e d  
I n t e r a c t i v e  

D a s h b o a r d s



CBHA Initiated (6x)

C o m m u n i t y  
O u t r e a c h  

( E v e n t  A l e r t s )

R e m o t e  
M o n i t o r i n g

( W e a r a b l e s )

C a m p a i g n s  
( P o p  H e a l t h )

C h a t b o t
t o  Vo i c e

( T r a n s l a t o r s )

C h a t b o t  |  A I / R u l e  B a s e d
S e l f  S c h e d u l i n g  
P r o v i d e r  P r o f i l e  
C a m p a i g n s  
R e g i s t r a t i o n
R e f e r r a l  O u t r e a c h
C r e d i t  C a r d  P a y m e n t
F o r m s
- H i s t o r y
- Q u e s t i o n n a i r e s
- C o n s e n t / s p e c i a l t y  f o r m s
A p p - l e s s  v i r t u a l  v i s i t s
A I  E p i s o d i c  C a r e  ( P r e g n a n c y )
P h o n e  T r e e  I n t e g r a t i o n

Te x t  M e s s a g i n g

V i s i t  C o n f i r m a t i o n

S e c u r e  M e s s a g i n g

G e o  
L o c a t i o n  



_

Scheduling

Pre 
Registration

Appointment 
RemindersRTLS

Post Visit 
Instructions CBHA 

Patient 
Journey



_

IVR

Agent

Website

Chatbot

Text 
Message

Campaign 
Text

Scheduling 
Touch Points



Call Center Transformation to Contact Center 
7,160 Incoming Messages

Call to Text & Abandoned to Text Scheduling 

20 Minute Appointments 
(Universal Scheduling) 

Patient Notifications
Inclement Weather Notifications 
Provider Not Available Messages







CLEARWAVE | Patient Self-Scheduling
Tr y  M e

M i n i m a l  S t a f f  E f f o r t
P e r s o n a l i z e d  ( A u t o  F i l l )
C o n v e n i e n t  &  R a p i d  

W e b s i t e  C B H A . O R G
I V R  B o t

H e a l t h  M a i n t e n a n c e  R e m i n d e r s
A p p o i n t m e n t  R e m i n d e r s
R e s c h e d u l e  A p p o i n t m e n t s  
C a r e  C a m p a i g n s  ( P o p  H e a l t h )
E d u c a t i o n  

Test Patient Info: 
First Name: CT

Last Name: Patient 
DOB: 4/4/1990

Phone: 509.855.2377



CLEARWAVE | Chat Bot Patient Self-Scheduling

44% 
After Hours

63%

37%
Appointments Made In Advance

Express Same Day Appointments

Top Appointment  Types
Acute Visit (Medical)

Well Child (Medical)

Comprehensive Eye Exam

Recall Adult Exam (Dental)

Telehealth Audio (Medical)

Complete PE (Medical)

Recall Child Exam (Dental)

Preventative Exam (Medical)

Follow Up (Medical) 

13.2%

12.7%

11.9%

9.9%

8.9%

7.1%

4.1%

3.1%

1.8%



CLEARWAVE | Patient Self-Scheduling

17%
O f  A c u t e  Vi s i t s  a r e  

s e l f  s c h e d u l e d   

14%
O f  B e h a v i o r a l  H e a l t h  

Vi s i t s  a r e  S e l f  
S c h e d u l e d



CLEARWAVE | Chat Bot Patient Self-Scheduling

B r o k e n  A p p o i n t m e n t s

15.5%
Traditional Scheduling

14.2%
Self Scheduling

1.3%
$500K



WELL HEALTH 
SMS Text ing  Drive-Thru Ins truct ions

Pre-Appointment Instructions
CBHA Drive-Thru Clinics Self Check In



WELL HEALTH | SMS Texting

Appt. Reminders / Confirmation / Recalls
Communicate Clinic Events 

(i.e. hours of services, service offerings, outreach) 

Initiated Secure Messaging
Text Campaigns  

Shaping Patient Experience



QliqSOFT | Chatbot - Prescreening

Test Patient Info: 
First Name: CT

Last Name: Patient 

DOB: 4/4/1990

Phone: 509.855.2377



Lean Process
Quicker Registration 

Proactive vs. Reactive 

QliqSOFT | Chatbot Pre App Health Screening 



QliqSOFT
Chatbot – Virtual Visit

• No App Download 

• Third Party Able to Join 

• Consent Form Signed & Uploaded to EMR 

• One Click Launch for Provider 

• No Sign In Required 



WELL HEALTH
Post  Operat ive  Ins truct ions

_



Health Maintenance Reminders
Recalls 

WELL HEALTH | SMS Simple Messaging

Campaign Messaging



WELL HEALTH

Creat ive  Vi r tua l  Denta l  Care

Fami ly  Ora l  Hea l th  Educat ion
( F O H E )  P r o g r a m



WELL HEALTH 

837,427
Total Messages Sent (Automations) 

22,792
Total Campaign Messages Sent

7,675
Appointments Canceled via WELL

11,294
Total Secure Messages Sent

63,772
Total Incoming Messages

from Patients

44,260
Total Unique Patients Reached 

Of CBHA Patients Prefer to be Contacted Via Text Message 93%



Q l i q S O F T
School Nurse Health Assist

Test Patient Info: 
First Name: Test

Last Name: Test Patient 5
DOB: 11/19/2005

Phone: 509.855.2377
Student ID: 23456



QliqSOFT | Campaign Tool 
School Nurse Health Assist  

Telehealth Consent Form Campaign Tool 

1,000 Consent Form Requests At a Time 



Leveraging 
BI For 

Decision 
Making 



















Title





Questions?
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