
Thank you for joining

The presentation will 

begin shortly



Rise to Immunize
®

 
Monthly Webinar

Immunization Access, On Patient Time

Wendy Goulet and Mandy Kelsay, St. Elizabeth Physicians



Today’s 
Webinar

Campaign Updates
• HPV Study

• RIZE Action Month

• RIZE Symposium 

• Blinded Comparative Report

Immunization Access, On Patient Time

• Wendy Goulet

• Mandy Kelsay

Q&A Session



Webinar Reminders

Today’s webinar recording 
will be available the week of 

09/25

▪ Will be sent via email

▪ Will be available on website

Ask questions during the 
webinar using the Q&A 

feature

▪ Questions will be answered 
at the end of the presentation

(RiseToImmunize.org → “Resources” → “Webinars”)
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✓ 2 implementation studies of new HPV 
vaccination improvement strategies 
targeting children 11–17

✓ Recruiting 6 to 12 organizations 

✓ Commit to engage 8 to 12 pediatric or 
family medicine practices

✓ Organization/clinic stipends ~$10–$30K

Working Together to End HPV Cancers: NIH Studies

More Information at research@amga.org
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RIZE Action Month

This year, we engaged over 
600 healthcare 
professionals from 28 
AMGA member groups 
during RIZE Action Month!
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If you plan on 
staying at the 
Ritz-Carlton, 

please make your 
reservation by 

September 30 to 
receive the 

discounted room 
rateRiseToImmunize.org/Symposium
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11,938,960

     

Total vaccines administered 

or documented in Year 1 

and Year 2 combined 
(Q3 2021 – Q2 2023) 

6,045,852

     

Total vaccines administered 

or documented in Year 2
(Q3 2022 - Q2 2023)

Year 2 Data



Today’s Speakers

Wendy Goulet
Process Improvement Consultant, St. Elizabeth 
Physicians

Mandy Kelsay
Optimization Manager, St. Elizabeth Physicians



IMMUNIZATION ACCESS, ON PATIENT TIME

Mandy Kelsay, CBO Optimization Manager

Wendy Goulet, Process Improvement Consultant
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BACKGROUND
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BACKGROUND

• Extended time to schedule

• Duplicative information sharing

• Increased workload for office associates

• Lack of auto-search functionality

• Lack of standardization

• Complex scheduling process 

• Decreased patient satisfaction

Prior to the Immunization Scheduling Project



CURRENT STATE
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Patient 
reaches Call 

Center during 
business hours

Call Center 
transfers to 
practice or 

takes message

PSR or MA 
takes the call or 

reviews 
message

Provider  
possibly 
receives  
message

PSR/MA contacts 
the patient or leaves 

a message with 
provider feedback 

or to schedule 

Patient returns call 

to Call Center 

PSR/MA contacts the 

patient or leaves a 

message with 

provider feedback or 

to schedule

Call Center 

transfers to 

practice or takes 

message



ANALYSIS
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ANALYSIS
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GOALS
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❑ Standardize department nurse templates

❑ Create and hardwire workflows to allow practices and 
central support teams to schedule immunizations 
through one-call resolution

❑ Guide scheduling in complicated workflow with use of 
Epic Decision Trees

❑ Expand scheduling functionality to MyChart patient 
portal

❑ Allow for easy cross training and onboarding for 
associates and managers

❑ Improve patient experience



INTERVENTION
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Transition to Decision Tree

• Build Prep
• Process Workflow

• Visio Workflow Diagram

• Spreadsheet(s)

• Users Involved
• Practice & Patient Access Associates

• Practice Physicians & Managers 

• IT Manager & Cadence Build Team

• Population Health Manager

• Director of Operations – Admin & Physician

• Call Center Associates

• Optimization Manager & Process 

Improvement Consultant



INTERVENTION
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Nurse Template Standardization

1:00pm Immunization, Flu Shot, MyChart Immunization
1:10pm Immunization, Flu Shot, MyChart Immunization
1:20pm Immunization, Flu Shot, MyChart Immunization
1:30pm Immunization, Flu Shot, MyChart Immunization
1:40pm Immunization, Flu Shot, MyChart Immunization
1:50pm Immunization, Flu Shot, MyChart Immunization
2:00pm Immunization, Flu Shot, MyChart Immunization
2:10pm Immunization, Flu Shot, MyChart Immunization

1:00pm
1:10pm
1:20pm
1:30pm
1:40pm
1:50pm
2:00pm
2:10pm



INTERVENTION
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Nurse Template Nomenclature Standardization



OUTCOME
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• Builder 
validation

• User validation

• Pilot

Testing

• Open line for 
end-user 
feedback

Go Live
• Support updates 

post go-live

• PRN and year 
over year

Updates



OUTCOME
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Decision Tree Algorithm



OUTCOME
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Decision Tree



OUTCOME

23

• Decreased average schedule time from 4 minutes to 1.25 minutes, during the first two weeks of 

the pilot.

• Decreased calls transferred to practice by 6,743 



OUTCOME
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OUTCOME
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Primary Care Nurse Visit Decision Tree Stats

9 Decision 
Trees

30 Shared 
Rules

16 Shared 
Questions

10 
SmartTexts 

(Instructions)

uctions)



LESSONS LEARNED
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• Balance customer expectations for access (availability, 

technology) with provider and practice preferences and 

capabilities.

• Organization is crucial!

• Not all immunizations are permitted to be scheduled by this 

workflow:

• Payor limitations (Medicare D requires Tdap administration 

at the pharmacy)

• Provider hesitancy (buy-in)

•  Patients will be able to schedule inappropriately at times if 

directions are not followed



HARDWIRE AND SUSTAIN
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Sustainability through ownership



HARDWIRE AND SUSTAIN
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NEXT STEPS

• Further develop the nurse visit decision tree to:

• Allow for greater quantity of immunizations

• Continue to engage providers 

• Incorporate additional opportunities by adding avenues for scheduling:

• IRIS exams

• Monofilament

• Explore opportunities for decision trees for specialty practices

• Implement better technology resources

• Inventory Management system that integrates with EPIC

  

  



QUESTIONS?  
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THANK YOU

MANDY KELSAY – MANDY.KELSAY@STELIZABETH.COM
WENDY GOULET- WENDY.GOULET@STELIZABETH.COM
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mailto:mandy.Kelsay@stelizabeth.com
mailto:wendy.Goulet@stelizabeth.com
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Upcoming Webinar

Topic: Promoting Health Equity in Adult Immunizations

Presenters: Victoria Smith, MD, FAAFP, and Matthew 

Malachowski, PharmD, MHA, BCPS from Ochsner Health

Date/ Time: Thursday, October 19 at 2pm ET



Questions?  

Submit your 
questions using the 
Q&A feature at the 

bottom of the screen
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