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“It was FOUR months 
between contacting and 
having the visit. My condition 
got worse in the interim.”
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Patient Access

HOUSTON METHODIST 

ac-cess:
Connecting patients 

and consumers to the 
right clinician or 

service at the right 
time, seamlessly via 

the mode preferred by 
the patient.
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Patient Access to a Clinician

HOUSTON METHODIST 

ac-cess:
Having patients 
appropriately 

scheduled based on 
diagnosis, urgency, 
and complexity with 
information to fully 

evaluate.
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ACCESS
Pearls of Wisdom



Patients rate their doctor before 
they ever see them, opinions 

begin with their first experience... 
access
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Access Matters

“Called for two days. Left 
messages with answering 

service. Finally called at 8am 
on third day and got someone 

to answer to schedule 
appointment.”

“They called to schedule my 
mammogram, but they couldn’t 

schedule me at the location I 
wanted. I had to call another 

number.”

“3 month wait and had to 
reschedule appointment then 

another 3 month wait. But 
that's the nature of things these 

days.”
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Convenience is an Expectation

Sources:
https://nrchealth.com/wp-content/uploads/2018/08/Loyalty-White-Paper.pdf

https://www.pressganey.com/resources/e-books/cx-report/ 
https://www.beckershospitalreview.com/quality/what-patients-want-from-healthcare-in-2024-survey/ 

of patients are willing to switch 
doctors based on convenience 
factors alone.80% say online scheduling influences 

their choice of doctor.80%

of consumers report avoiding or 
delaying care because 
appointments weren't available at 
a convenient time or soon enough48%

will look for another clinician if 
scheduling isn't as easy as making 
a restaurant reservation.24%
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Meet Patients Where They Are



Ease of scheduling does not 
equal convenience when 
patients are scheduled 

incorrectly 



1,170,969

1,528,873
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Guiding Patients to the Right Clinician



The value of technology is not 
determined by what it can do, 
but by how well it is executed



Automated Mammography Outreach
Same Technology. Different Outcome.

First Launch 

Revised Launch

Technology worked both times
Execution created a different outcome
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AI Can Work… with Training

ZoeyIntelligent 
Call Routing

Automated 
Scheduling

Virtual 
Assistants

Digital Self-
Service

~10 Million Calls in 2026



Removing Barriers Creates Access
% CHANGE VS. 2025

88K
Earlier Appointments via FastPass

↑ 9%

Over 50%
New Specialty Care Patients Scheduled Within 10 Days

↑ 2%

1.5M
Appointments Scheduled Online

↑ 31%

6 Days
MRI & CT Appointment Median Lead Time

↓ 20%

2026 YTD annualized, January–August
16
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Patient Satisfaction Increasing
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Voice of the Patient: Ease of Scheduling Patient Comments

Note: 2026 YTD as of 08/14/26

The staff asked if I wanted to be on a wait list and I was able 
to see Dr Tang much earlier than I would have been seen!.

-Sugar Land Cardiology

“Every time I call Houston Methodist for scheduling 
appointments it is always a great encounter. Keep it 

up!”
-Cypress OBGYN

“I had to change the time of the appointment for the same 
day.  To my surprise I was able to accomplish that with the 

AI on your phone number.”
-DOM Hepatology
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Access Equals

EXPERIENCE QUALITY SAFETY

“Access is not an administrative prelude to care. It is the 
first—and most fragile—link in the chain of patient safety.”

Source: Hassid, Victor J. MD, MBA, Kaafarani, Haytham M. MD, MPH; Patient Safety Begins with Access Safety Events 
that Occur Before Meeting the Patient. Jama 2026; https://jamanetwork.com/journals/jama/fullarticle/2846342




