
According to a 2018 benchmark report by Becker’s
Hospital Review, U.S. hospitals with 500 or more beds
have an average of 6,645 employees. When COVID-19
was declared a pandemic, employees who could do their
job remotely were sent home to work – including
hospital call center operators.

Web-based tools help call center agents perform the
same services from home, as they did at their work
location. Operators can view expansive personnel
directories see detailed, accurate information about 
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The cost of additional personal protective equipment (PPE) and other safety supplies,
equipment, COVID-19 tests, and more; coupled with the cancellation of income-
generating procedures, have resulted in an increased financial burden for hospitals.
However, using the Cloud has proven to be a cost-saving factor for strained hospital
budgets.

The National Institute of Standards and Technology (NIST) defines cloud computing as, 
"...a model for enabling ubiquitous, convenient, on-demand network access to a shared 
 

staff members, contact information, preferred contact methods, on-call schedules,
referral information, telephone scripts, and virtually any data needed, quickly and all in
one place.

Any home computer can become a fully functional, professional operator work station
using web-based applications. Managers and system administrators can determine the
scope and depth of information that is required to efficiently handle calls, so that
patient experience doesn’t change just because an agent is working from their home
desktop or laptop. Management can also access real-time reports and historical call
management data.
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pool of configurable computing resources (e.g., networks, servers,
storage, applications, and services) that can be rapidly provisioned and
released with minimal management effort or service provider
interaction."

Cloud technologies are all about separating the physical IT resources
from the actual underlying infrastructure. This is virtualization
technology at its finest. Instead of using multiple racks of storage
hardware to store data, cloud services such as Dropbox and Microsoft’s
OneDrive can be used.

Hospital call centers can save money this way by reducing the costs
associated with maintaining their servers. Cloud deployment moves the
call center platform to a cloud provider such as Amazon or Microsoft,
which shifts the responsibility for server management to the cloud
provider.

Using web-enabled applications to make data accessible through the
Internet or a healthcare organization’s internal network has become
crucial during the pandemic. These applications make excellent use of a
hospital’s limited funds and enables hospital call center employees to
safely work from home and provide excellent service to callers.
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According to a survey published by the American Hospital Association (AHA) in 2016,
there are 3,231 community hospitals in the United States that are a part of a larger
hospital system.

The AHA defines these enterprises as either a multi-hospital system where two or more
hospitals are owned, leased, sponsored, or contract managed by a central organization;
or a single, freestanding hospital that includes membership of three or more, and at
least 25 percent, of non-hospital healthcare organizations.

These sizable healthcare systems are often the result of mergers. Hospitals announced
a total of 115 merger and acquisition transactions in 2017 alone and this trend is on the
rise.

No matter how large the hospital enterprise, call centers are often the first point of
contact when a patient or prospective patient contacts a healthcare organization. It’s
essential that callers have a helpful, positive interaction with the operators they speak
with because medical call center representatives often serve as the face of a health
system.
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Communications within a hospital system are incredibly complex,
however, callers should have a seamless communication experience
with their provider even if they are calling a large hospital enterprise
with various campuses or locations across multiple states.
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Using a Virtual Server Brings Multiple
Hospital Call Centers Together

Healthcare systems with multiple hospitals, clinics, and call centers can
run on a single virtual server located anywhere in the country, even if
they all use different PBX telephone systems, to function together
seamlessly.

Call centers can also grow without adding additional hardware which
saves time and money because less equipment needs to be maintained.
To streamline call flows, hospital enterprises can combine and scale
their communication systems virtually to take advantage of running
their call centers in a virtual server environment or in the cloud.



Ability to route calls to another center in the event of an emergency.
Employing agents no matter where they are located.
Offering longer operating hours by taking advantage of call centers or agents
working from home who located in different time zones.
Ability to handle more calls during peak hours by overflowing calls to other centers
during their non-peak times.
Tap other labor markets such as retired nurses, students, or a lower-cost workforce
and hire people who are located outside of expensive city areas with high
compensation rates.

Other benefits of running call centers on a virtual server include:

Web-based communication has proven to be invaluable during the current COVID-19
crisis.  Virtual servers enable cloud communications because they can be located
anywhere in the country, even if they all use different PBX telephone systems, to
function together seamlessly. 
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