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▪ Marin General Hospital (MGH) is a 

Paragon Customer located in 

Greenbrae, California

▪ 235 licensed beds

▪ Monthly discharges

✓ 835 inpatient acute and psych 

discharges

✓ 620 ambulatory surgeries

✓ 101 observation

✓ 10,274 outpatient visits



• Discuss how the Patient Self-Service Check-In Kiosk was 

implemented at MGH

• Discuss actual barriers

• Demonstrate benefits of Patient Self-Service Check In

• Define key metrics of Patient Self-Service Check In

Objectives
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2017 Patient Access Goals

• Achieve registration accuracy of 98% and higher, which will translate to faster insurance 

reimbursement

• Improve patient wait times in the lobby

• Improve patient satisfaction scores

• Increase email capture

• Eliminate paper waste
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Patient Access Satisfaction Scores – Three Years

2017 (Jan-Oct) 2016 2015 2014

Main 88% 21% 63% 43%

Main-Imaging 67% 17% 10% 53%

Goal 1: Improve Patient Access Satisfaction Scores

▪ Professional Research Consultants randomly selects a monthly patient sample. One of the 

questions is, “how would you rate the registration process would you say?”

✓ Goal: Achieve a minimum of 70% Excellent Percentile Ranking by 2017

✓ Best Practice: 90% Excellent Percentile Ranking
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Goal 2: Improve Patient Wait Times In the Lobby

▪ The average time patients spend waiting to see a healthcare provider is 22 minutes, 

according to a 2009 report by Press Ganey Associates. The report also noted that patient 

satisfaction dropped significantly with each five minutes of waiting time.

▪ Our goals were to:

✓ Reduce the time of a patient waiting in the lobby to five minutes or less

✓ Monitor patient flow to ensure no patient is left behind (>10 minutes)

✓ Achieve 75% of patient wait time less than minutes
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2017 (Jan-Aug) 5 minutes or less 6-10 minutes 11-15 minutes 16-20 minutes+

Average 63% 23% 8% 6%

2017 5 minutes or less 6-10 minutes 11-15 minutes 16-20 minutes+

September 84% 12% 2% 2% 

October 86% 11% 2% 1%

Kiosk data – Patients waiting in lobby

Goal 2: Improve Patient Wait Time (Cont.)

Baseline data – Patients waiting in lobby
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Goal 3: Increase Email Capture

• Increase email capture by 20% to provide instructional series to patients 

• Baseline Data: 24% (18,113/73,950) of patient emails captured in the past 12 months

• Email Capture September: TBD

• Email Capture October: TBD
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Goal 4: Increase SSN Capture

• Increase SSN capture by 5%

• 68% 68% (48,715/73,950) of patients seen have valid SSNs in Paragon within the last 12 months

• Goal not pursued because of patient dissatisfaction 

• Information is collected during the pre-registration process
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Goal 5:  Decrease Printing of Paper

• MGH is recognized for Green Business Practices

• Using 15,769 papers per month (32 reams per month)

• Spending approximately $750 per month on paper 

• Lifecycle Environmental Impact Per Month (Environmental Paper Network)

✓ Saved one ton of wood

✓ Saved energy 10 million BTUs

✓ Saved water consumption 7,313 gallons

✓ Reduced solid waste 615 pounds

• Operations

✓ Reduced scanning of paper

✓ Ensured compliance
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2017 Proposed Actual (Kiosk)

Imaging Department 1.0 FTE .0 FTE .0 FTE

Lobby 1.0 FTE 1.0 FTE 1.5 FTE

Main Admitting 3.0 FTE 2.0 FTE 2.0 FTE

Kiosk Coordinator .0 FTE 1.0 FTE .0 FTE

TOTAL 5.0 FTEs 4.0 FTEs 3.5 FTE

Goal 6: Staffing

▪ Union environment

✓ Reduced per diem hours

✓ Reduced FTEs through 

attrition

▪ Kiosk coordinator 

▪ 30% staff reduction in hours 

($87,360)
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Goal 7:  Increase POS Collection

• Increase POS collection from 1.0% to 1.25% of net revenue

• Re-engineered pre-registration process for collection 
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Implementing the Kiosk

Strategies for success and potential barriers

Strategies:

• Redesigning your registration workflows

• Opportunity to look at things differently

Barriers:

• Patients not wanting to do it

• Buy in from the staff 

• Interfaces

• Need someone who understands registration
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Hardware Selection
Hospital – kiosk enclosures

Breast Center – tablets

HP ElitePad 1000’s
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Integration

• McKesson and PatientWorks had spent a year developing a bi-directional 

integration between KioskWorks and Paragon.

• Marin General Hospital needed more integration than was envisioned in the 

original integration.

• Modifications were needed to Paragon 13.0 and Marin upgraded to 14.0 during 

the project.
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Workflow Design

Marin needed the following workflows so that all patients arriving could be directed 

to the kiosk:

• Scheduled outpatient

• Walk-ins – lab and other services

• Outpatients assigned to a bed

MGH pre-registers patients and  is highly successful in collecting payment during pre-

reg so the decision was made to not collect payments at the kiosk.



Example Workflows
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PRINCE
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CHARMING
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Management Reports 



Discussion - Questions

Norman Snidow

VP Sales

nsnidow@patientworks.com

919-238-4754

mailto:nsnidow@patientworks.com

