Yale Specialty pharmacy call center metric optimization
Bisni Narayanan, Pharm D, MS; Brittany Dasher, BS, CPhT;, Terri Sue Rubino, Pharm D, CSP; Vinay Sawant, RPh, MPH, MBA

N eW H ave ﬂ Yale New Haven Health, Department of Pharmacy, New Haven, CT NASI

NATIONAL ASSOCIATION OF
Health .

Background Results Discussion
. Specialty pharmacy call centers are required to meet specific thresholds Figure 1: FTE Agents based on Erlang calculator Figure 3: Staff survey results May 2022 * The busiest day of the week was Mondays with 22.25% of
L I total incoming calls of the week
for speed of answer and abandonment rate to maintain accreditation. There are 9,366 Calls Per Month

» Erlang calculation of one FTE for 40 incoming calls was

. Historic‘:ally at_ Outpatient Pha_rmacy Services at Yale_ New Haven Health There are 9,366 Calls per Month and 4.35 Weeks per Month. This equates to 2,153 Calls per Week. Question 1: Compared to this time last year, how busy are you during your sufficient for the daily call center volume
(OPS), incoming calls were triaged to a pool of specialty pharmacy staff (Itis assumed that each week has the same number of calls) workday? . . .
. . . . . ) o i * The pilot phase was conducted for 5 days in Dec 2021 with
who were also assigned other tasks including performing refill outreach. Month Week Notbusyatall, oromising results leading to full implementation
. . - . _ - ] 0.00% O Change 1rom ) )
5 lé?etr?] Ztaglig?tdlsfzgfgzgs Le;ﬁtigr:’?e:hrie?r?c\s/I\II\:I)erleghI?aE?er\?a:r(':i’aoblljer healt EEEEECo — B e e g g g e last year, * The average percent improvement in the speed of answer was
y p yP y | ghly - —_—— = | BN N I e e 15.38% 22.34% with a 31.25% improvement in the abandonment rate
* We evaluated various staffing solutions and based on ease of T T L during the four PDSA cycles March-June 2022
- - - - 1
Implementation with current staffing levels and employee feedback, 9,366 Calls ) 2.153 Calls « Although call volume increased from baseline Jan 2022, the

undertook a dedicated staffing model whereby pharmacy staff were

. . 7 speed of answer and % abandonment rate improved with the
assigned to two teams dedicated to managing inbound or outbound calls. P 0 P

Busy, 23.08% new staffing model
* Despite the pharmacist-liaison mix on the inbound team the
number of available agents was less than the required agents
due to ongoing pandemic

Very busy,
61.54%

Objectives R |

o I " " " " Agents FTE Agents per Calls per Calls Per Month o . o
To w_nprove pharmacy Cal_l Ce_nter MEtrics by |mplement|ng a dedicated (Typical) 30 Mins (Max) 30 Mins (Max) Question 2: Rate your satisfaction with the separate inbound and outbound * Employee survey participation was 33.8%. I\/IajOI‘I’[y of staff
staffing model for managing inbound and outbound calls | team expressed satisfaction (92.3%) with the separate inbound and
Method Figure 2: PDSA cycles 1-4 from March- June 2022 Very dissatisfied, outbound teams
oo 45 00% ;‘S’gflz:‘:; 7.69% « 100% of the staff preferred the separate inbound and outbound
Y 20.00% 0.00% staffing model
2 35.00% Conclusions
O
. ;rhg Iirldar;g fr?lc'trj]lgtorn\évis l#\i Iti)zed dto getﬁtr_m_inettlae n:JImb(Iar of stagf merr;)bersf 5 X ig'gg(f’ Verzll galt;sjied, » Implementation of separate inbound and outbound teams
| | ICI = .00% 15% . : o
pzs{igmes dl?e fgr ref(i)lllj cooerginat?gﬁ O AHEIPATEE Call VOTHME dnt Uber o 5 20.00% Improved pharmacy call center metrics, with increased employee
- A combination of specialty pharmacy liaisons and pharmacist were utilized for S 1t 00% Somewhat engagement within health system specialty pharmacy.
the inbound team 2 satisfied, 46.15% ;
g 10.00% Barriers
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Implementation >00% o » The continuing technician shortage impacts this staffing model
0007 | , | | * The ongoing pandemic has affected our staffing capacity with
March 2022 April 2022 May 2022 June 2022 Question 3: Do you prefer having separate inbound and outbound team or increased call outs
« We employed A Plan-Do-Study-Act (PDSA) approach to implement the new B Speed of answer % Abandonment rate one team handling inbound and outbound calls? . o .
staffing model  Continuous monitoring of the call center board by a supervisor
» The initial pilot phase was conducted for 5 days in December 2021 with due to lack of available agents

Percent increase in call volume

subsequent PDSA cycles of one month

One team handling : :
inbound and outbound Future Directions

¢ 10.00%
S calls, 0 % _ _
= 8.00% * Implementation of the separate inbound and outbound teams
Assessment - . .
E * Implementation of the separate teams with remote work
Sy o « Utilization of new phone system to monitor separate inbound
» Total call presented, and handled, number of abandoned calls, and percentage T ) d outbound
of abandoned calls were reviewed daily c § H00% and outbound teams | |
« The above metrics were also reviewed at the end of each PDSA cycle along 3 00% We would like to thank Kimhuoy Tong for her valuable inputs to this
with results of a monthly staff satisfaction survey < poster.
+ Adjustments were made to the staffing model at the end of every PDSAcycle = 0.00% A S A e
based on performance metrics and staff satisfaction ° March 2022 April 2022 May 2022 June 2022 presentation:Bisni Narayanan, Pharm D, MS; Brittany Dasher, BS, CPhT; Terri Sue Rubino, Pharm D, CSP; Vinay Sawant,
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