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Call abandonment happens for various reasons:

* Lengthy wait times
e Confusing automated menus
 Perception that patients concerns aren't valued.

How Is The Call Abandonment Rate
Calculated?

Call Abandonment Rate (%) =
(Number of Abandoned Calls / Total Incoming Calls) x

100

For instance, if a call center receives 1000 calls in a day and 150 of them are
abandoned, the call abandonment rate would be 15%.

This shows the call center has a 15% abandonment rate for that day, which is quite

high.
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WHAT IS CONSIDERED A HIGH CALL
ABANDONMENT RATE®

When a center's call abandonment rate exceeds 8%, it's considered high and
warrants immediate attention.

For the healthcare industry the

standard for call abandon rate is
between 3% and 5%

Impqcf Of * Poor financial outcomes
abandoned calls
on patient

Negative perceptions of
healthcare providers

Delayed patient care

experience

* Negative perceptions of
Customers who experience healthcare providers
frustration during their
initial interaction are less » Operational inefficiencies

likely to engage again,
leading to a potential loss
in revenue and a negative
impact on brand
reputation.
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IMPROVING CALL CENTER EFFICIENCY

Let's explore strategies to improve your healthcare center abandonment
rates and ensure a smoother patient interaction journey.

Optimize Call Handling

Implement efficient call routing and
gueuing systems to ensure that calls
are directed to appropriate staff
members in a timely manner.

Improving IVR Systems

Streamlining IVR systems and
ensuring clear instructions can guide
callers effectively, minimizing
frustration and abandonment rates.

Monitoring and analysis

Regularly monitor call abandonment
rates and analyze trends to identify
underlying issues and make
necessary improvements.

Staff Training

Well-trained agents, especially in
healthcare argon and radiology
modalities can handle calls more
efficiently, reducing call durations
and wait times. Ongoing training
ensures agents are equipped to
address customer concerns promptly
and professionally.

Implementing Call-Back Options

Offering the option for customers to
receive a call back instead of waiting on
hold can significantly decrease
abandonment rates.

Scale staffing up and down
according to call volume

Ensure that an adequate number of staff
members are available to handle
incoming calls, especially during high
call volume seasons.



CUSTOMER ENGAGEMENT STRATEGIES

Multi-channel communication

Offering multiple communication
channels ensures customers can reach
out using their preferred method,
reducing the likelihood of call
abandonment.

Proactive customer issue resolution

Anticipating customer issues and
reaching out before they even contact
you showcases your commitment to
customer satisfaction and reduces the
likelihood of abandoned calls.

Use customer feedback for
improvement

Feedback from customers who
abandoned calls can provide valuable
insights into areas of improvement.
Addressing common pain points can
significantly reduce call abandonment.

Improve your strategy

Patients' preferences and needs evolve.
Regularly update and adapt your
engagement strategies to align with
their changing behaviors.

The averaverage
annualcost of
dropped calls

ranges from $1 to
$4 million

within healthcare
alone due to
missed revenue,
underutilized

resources, and
delayed
patient care.
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ANALYZING CALL ABANDON
RATE METRICS AND INSIGHTS

To truly understand the success of your
call center operations, you must go
beyond the surface level.

Call abandonment trends

Trends are more than just numbers; they
provide a glimpse into customer
behaviors, pain points, and potential
areas for improvement. By examining
trends in call abandonment rates, call
centers can make informed decisions to
enhance customer experiences.

Understanding the reasons behind
call abandonment, whether due to
long wait times or complex IVR
systems, helps identify pain points.
Predictive analytics then come into
play, enabling you to preemptively
address these issues. With a
proactive approach, you can
optimize your resources,
streamline call flows, and offer
swift resolutions.

Conversion Rate Optimization

This strategy can turn abandoned calls
into successful interactions. When
patients hang up, it's an opportunity
lost. However, with effective follow-up
mechanisms, you can salvage these
opportunities and leave a positive
impact.

By analyzing data on abandoned
calls, you can identify patterns
and common issues. Implementing
personalized follow-up strategies,
such as callbacks or emails,
showcases your commitment to
customer satisfaction. Not only
can you resolve their issues, but
you can also convert them into
loyal advocates



CALL ABANDON RATE: YOUR CHECKLIST TO LOWER YOUR
HEALTHCARE CENTER DROPPED CALL PERCENTAGE

Optimize Staffing Levels

Ensure that your call center is adequately
staffed during peak hours to minimize hold
times and provide prompt assistance.

Improve IVR Systems

Simplify your IVR menus, making it easier
for callers to navigate and reach the
appropriate department.

Implement Call Routing

Use intelligent call routing to direct calls to
the most suitable representative, reducing
the need for transfers and wait times.

Staff Training

Invest in comprehensive training for your
call center staff, equipping them with the
skills to handle various queries efficiently.

Monitor and Analyze

Regularly review call logs and recordings
to identify patterns and areas for
improvement. Use this data to refine your
call center strategies.

Efficient communication is vital in the
healthcare industry, and addressing the
call abandon rate is essential for providing
top-notch patient care.
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Have any questions?

Contact us:
info@ccdcare.com

SCHEDULE A CALL
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