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Questions to healthcare homepage
providers

1. Content

- Who decides on the content of the homepage™?

- Who decides which links are included on the web
page?

- What steps are taken to place links to your own

website on other homepages?

- What alliances have been set up with other
companies/webpage providers?

2. Maintenance

- What is the maintenance frequency for the
homepage?
- Who/how many employees have/has been

assigned to the maintenance of the homepage?

- Which tasks are allocated to central web
administration/decentralized
web administration (if there are regional
subsidiary pages )?

- Which company designed your homepage?
- If you provide a hotline service: Who accepts the
calls (students, employees, physicians, ...)7?
- Who responds to the e-mails addressed to the
company?
- How much time is required to reply?
- Is e-mail/caller data systematically collected?
- If yes, what data is collected?
- If yes, who administrates caller data or has
access to it?
- If yes, what is caller data used for

(marketing, sales, medicine)?

A

R E IV N E ke

Source: Roland Berger & Partners
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Questionnaire for call centers

1. Content

- What are the guidelines for caller handling?
- What is the typical content of the calls?
- WwWhat steps have been taken to boost

customer awareness?

2. Processes

- Who accepts the calls (student, physician,
office staff,... )7

- At what times is the call center staffed?

- How many employees are responsible for
handling calls?

- Is caller data collected systematically?
- If yes, what data is collected?
- If yes, who administrates caller data or
has access to it?
- If yes, what is the call center

information used for (Imarketing, sales,
medicine)?

- Do you call customers/physicians yourself
to inform proactively?

- Howr is the call center integrated into an

overall concept (e.g. of marketing,
corporate communication, etc.)?

3. Call center functions

- How many minutes does an average call
last?

- How many calls are accepted per day/week

- What is the structure of the caller groups
(pPhysicians, patients, etc.?
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Having a powerful, high-tech telephone system is one of the prerequisites for

a professional service center
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