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In healthcare, every interaction is a moment of care. In a system built on outcomes, each patient
conversation presents an opportunity to earn trust and drive value.

When patients reach out—whether to schedule an appointment, understand coverage, or navigate
billing—they aren't just seeking answers, but also reassurance. That’s why customer experience (CX) in
healthcare isn't just a function; it's a frontline.

At TLCx, we recognise that CX encompasses every patient interaction for a healthcare provider, from
scheduling appointments to post-treatment follow-ups. A positive CX enhances patient satisfaction and
leads to better health outcomes. Patients who feel heard and valued are more likely to adhere to
treatment plans and maintain ongoing relationships with their providers.

Moreover, the integration of technology has revolutionized patient engagement. Telemedicine, Al-driven
diagnostics, and wearable devices have made healthcare more accessible and personalized. To fully
leverage these technologies, healthcare providers must ensure they seamlessly integrate technologies
into the patient journey, enhancing the experience rather than complicating it.

As healthcare shifts toward value-based care, whole-person engagement, and digital transformation, CX is
emerging as a strategic lever. Patients expect personalized, frictionless interactions, and providers must
balance this demand with operational efficiency and compliance requirements.

That’s where CX transformation partners like TLCx come in.

Working with the Right CX Partner

Many healthcare organisations still struggle to implement effective CX strategies. Challenges such as
outdated systems, fragmented data, and resistance to change can hinder progress. This is where a
seasoned CX partner becomes invaluable.

A trusted partner can provide extensive knowledge in streamlining operations, integrating advanced
technologies, and promoting a patient-centric culture. It can help redesign call centre operations to be
more responsive and empathetic, ensuring that every patient interaction reinforces trust and satisfaction.
Additionally, it can help implement analytics tools to collect actionable insights from patient feedback,
ensuring ongoing improvements in service delivery. By aligning organisational goals with patient needs, a
trusted partner helps to create a sustainable model for excellence in CX.

TLCx is Transforming CX Healthcare

At TLCx, we’ve spent over 18 years supporting healthcare providers at this critical intersection of empathy

and efficiency. Our agents don’t just solve problems; they build trust. Every call, click, and message
receives real-time support, empathic compassion, and compliance-backed precision.
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We go beyond transactions. We serve as an extension of our healthcare clients’ care delivery model—
scaling the human touch, amplifying access, and protecting every patient’s experience. Our CX framework
is built to adapt, whether supporting day-to-day operations or facilitating strategic transformation.

We bring our commitment to life across every touchpoint:

= Patient Engagement & Retention: We create and execute high-touch engagement strategies that
boost patient loyalty and minimize churn. Through empathetic communication, customized
incentives, and proactive support, we help providers keep patients informed, involved, and coming
back.

= Revenue Generation & Conversion Support: Our expert teams manage complex, high-value sales
interactions — including specialized medical products — and assist patients in choosing suitable
supplemental plans. We help healthcare organizations boost revenue while ensuring clarity and trust
in every conversation.

= Seamless Access & Scheduling: We enhance appointment scheduling by providing responsive
inbound services for physician networks, franchises, and healthcare systems. Our approach minimizes
no-shows and increases patient access, improving health outcomes and operational efficiency.

= Health Risk and Preventive Outreach: We facilitate Medicaid enrollment and conduct Health Risk
Assessment (HRA) campaigns through targeted outbound programs, improving care coordination and
achieving compliance targets. Our omnichannel pilot-ready model guarantees rapid scalability and

measurable impact.

=  Whole-Person Outreach and SDOH Engagement: Address social determinants and connect patients
with community resources.

= Regulatory and Compliance Enablement: Support for audits, quality reporting, and HIPAA-related
communications.

= Seasonal & Program-Specific CX Support: From annual enrollment windows to short-term initiatives,
we provide flexible, scalable support that adapts to healthcare clients' evolving needs. Our teams are

trained to deliver consistent, brand-aligned service under peak pressure.

* Inclusive Communication Services: Provide culturally aware, multilingual services that reflect your
patient population.

In addition, we also integrate Al-enhanced routing, HIPAA-compliant platforms, and agent coaching
focused on emotional intelligence because delivering care extends beyond the clinic door.

Patient and Client Focused Outcomes
This isn’t just good CX; it’s good healthcare.

Our results speak for themselves. Whether your goal is to close care gaps, reduce churn, or scale with
trust, TLCx delivers a CX built for modern healthcare.

Let’s discuss how we can help you transform every interaction into a valuable moment.
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