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When you're running one of the largest surgical practices in the country, you've got a lot of care
centers to keep connected and a lot of patients to keep connected with physicians.

To do that, you need a good communications platform. While Proliance Surgeons specializes in
everything from orthopedics to reconstructive surgery, CIO Curt Kwak had his hands full creating
their IT roadmap and keeping over 80 care centers up and running.

With so many care centers spread across just as many locations, Proliance patients would get a
very different communications experience depending on which one they called. A big reason for
this was that not every care center used the same technology or tools, making it hard to provide a
consistent level of quality.

So, Curt looked for a better way to keep physicians, patients, and centers all connected, with high-
quality service across locations.

Reducing telecom expenses,
enterprise-wide, by over $40,000
annually

Physicians at Proliance Surgeons spend a lot of time collaborating, whether they're sharing key
medical information while transferring patients or connecting with a colleague for a consultation.
So the last thing they need is to have to switch between multiple apps and devices every time they
need to reach out to someone. Because of this, Curt knew they needed a single tool that could b~
used for all their communications, from anywhere. W

-

That's where Dialpad came in. With Dialpad, Curt and his team got a cloud-based
communications platform that they can access from anywhere with an internet connection, on
any device. They can make phone calls, message each other, and even have video meetings—all
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And when they do need to set up a new care center, they can add a contact center teamin
Dialpad in literally minutes, and that’s including adding phone numbers and employees:

“Before Dialpad, we had a variety of technologies, some implemented without any consultation, so
we didn't even know what some care centers were working with,” Curt reflects. “When we got our

first care center on Dialpad, it opened up so many doors—even for simple things like being able to
access voicemails remotely or the voicemail transcription services.”

“We reduced our telecom expense enterprise-wide by $40,400 per year, says Curt.

Using Al to improve productivity and
patient-doctor communication

N\
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nighlignt action Items, SO physiclans can go back and check the call transcripts quicKly to Tind all
the information they need:

L J < > E
Call Review
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Kevin Kare > (949) 389-4772

Sept 12, 2020 @ 12:00 - 12:06PM (6 min, 4 sec)
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(949) 389-4772
How long does shipping take?
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Kevin Kare

Shipping takes about 3-5 business days, and we'll email you a tracking number as soon it goes out. We also have free shipping on all
orders over $150 on our website.

(949) 389-4772
Got it. Do we you have discounts for corporate clients who are buying items in bulk?

P Kevin Kare
>

Refunds take between 3-5 business days to process, and you should get an email confirmation soon.

P

(949) 389-4772
Yes, we offer a 156% discount for bulk orders. This includes any orders that are 100 units and up.

e

Transcriptions also help physicians coordinate care for their patients. “Information from call

transcriptions are shared between physicians, physician assistants, and nurse practitioners,” says
Curt.

Dialpad Ai doesn't just transcribe calls—it transcribes voicemail messages too, which improves
patient-doctor communication and saves Proliance Surgeons’ team about four minutes per call.
Doctors are often in surgery when patients call. Before, a nurse or medical assistant would need to

listen to the entire (sometimes very long) voicemail, while trying to write detailed notes for the

doctor. W
a

“Now, they can just look up the transcription in Dialpad and scan it quickly to know how to respond
to the patient,” says Curt. “This saves us up to 30 minutes a day, just from not having to listen to
voicemails.”
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. Zoey Thompson 2:52 P
Great! | noticed your interest in our software solutions for project management. |
wanted to see if | could schedule a discovery call with you to discuss your specific
needs and see how our features might align with your requirements.

Daniel Wilson 2:5apm

Ah, yes, | remember looking into that. We've been struggling to keep track of all our
projects efficiently, so I'm definitely interested. I'm just looking for a solution for my
team of 20 right now, but we might need to scale to 1200 at some point.

, Zoey Thompson 2:57 P

Absolutely! Our platform is designed to centralize all of your project-related
activities and communication in one place, making it easier for you and your team to
stay organized. Do you want to talk about ROl and success metrics?
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Ask about expected ROI. When do they
expect to start seeing a return on their
investment?

Proliance also uses voicemail transcriptions for error checks, something they could never do
before. “Sometimes, we need legal documentation for worst-case scenarios with patients,” Curt

says. “Voicemail transcriptions are a huge part of these error checks.”

These days, even visits to the doctor can be done remotely. For patients in rural areas where
technology is limited, getting medical care remotely is a game-changer. “A lot of our patients are in
rural areas, where they only have a phone to call us from,” says Curt. “Dialpad’s voice solution is very
important to us in those areas.”

| JERY

A better patient and telemedicine
experience

Even though sometimes patients still need to come in physically for surgical consults or diagnos. _
injuries, Proliance Surgeons’ team can use Dialpad for all their appointments that can be done over
video calls.

https://www.dialpad.com/ca/customers/proliance-surgeons/

5/11


https://www.dialpad.com/ca/features/video-call/
tel:(888) 275-5639
https://help.dialpad.com/
https://www.dialpad.com/ca/download/
https://dialpad.com/login
https://www.dialpad.com/ca/

5/30/25, 3:50 PM

*dialpad

menus more quicKly. “FPatients can get to an agent taster and even It our team IS busy, and we can
call patients back more quickly, because physicians can do that anytime, from anywhere,” says
Curt. “This has improved their sense of confidence and satisfaction with us.”
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To improve the patient experience even further, Dialpad Ai can analyze the sentiment of a call in
real time, which helps Proliance’s team quickly route distressed callers to get help from a subject
matter expert right away. “When Dialpad Ai detects a distressed tone from a patient when they call,
the call goes to a specialist or counselor who will be better equipped to help the patient,” says Curt:
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Dialpad Ai not only transcribes calls in real time, it can also analyze the sentiment of calls as they're happening.
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Although Proliance’s team tried to track their care centers’ performance before, they've never been
able to measure it in real time. For most of their care center locations, tracking performance is still
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contact centers with and what Kind of sKill sets they will need moving torward,” says Curt. "wWere no
longer making decisions based on subjective reasons. Care centers can use actual metrics to get
their supervisors’ support in making staffing and budget decisions.”

< C & https://dialpad.com/app
San Francisco ~v ADMIN | Ai CONTACT CENTE Q, Search help center
< All Calls
o  Mycalls All Calls
k) Explore whats happening in your team'’s Dialpad calls with Dialpad Ai Need help?
@ My Searches T All data is in US/Pacific ~ Updated Tue Jul 26, 3:20 AM
This Office Type Keyword Moment Duration Internal and External
N CSAT
[ CS
View calls with these filters
Business Intelligence e Viewcal h I
LO)
2 QA Scorecards Calls  n CSAT Moments Duration Texts Agent Status
Teams & Groups
o Call volume over time S
Agents Exportcsy v
Scorecards
Digital Engagement o
o o
Operations ° &
C o
Enagagement
o o
o o o
Business
e} o
o o = .
. o s e °]
= \ S’ — e J A o
— — = O [T ———

The best part? Care centers can pull their own reports now. “Before, our locations had to call us
constantly to ask for reports. Now, they just pull it themselves,” says Curt. “This empowers them to
analyze and improve their performance.”

Staying HIPAA-compliant .

AN

With all the medical information that gets passed around, security is of the utmost importance for
healthcare organizations like Proliance. Fortunately, Dialpad helps them maintain HIPAA
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uninterrupted, says Curt.

Looking ahead: Bringing Al to all
contact centers

Securely connecting 80 care centers isn't an easy task, but Curt and his team at Proliance
Surgeons, armed with Dialpad, were up to the challenge. Now Proliance has all their care centers
on a single communications platform, saves money each month, and more importantly, can
provide an excellent patient experience, no matter where they’re working from.

What's next? Proliance is looking to increase Dialpad Ai adoption across all their contact centers, in
addition to implementing more integrations with their existing tech stack; like Dialpad + Microsoft
Teams. We can’t wait to see how they take advantage of more Dialpad features to provide an even
better patient experience!
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