
CASE STUDY

RADIOLOGY 
CONCIERGE SERVICE
An Outsourced Call Center Service  
That Improves Radiologist Efficiency  
& Productivity

Canopy Partners offers an outsourced call center for supporting 
radiologists in the many communication and administrative tasks 
that impact their workflow. The program, called the Radiology 
Concierge Service, is extremely effective at improving service for 
referring physicians and other healthcare personnel by ensuring 
they get to the right radiologist to answer their question. 

Minimized interruptions equals radiologist efficiency improvement. 
Radiology Concierge Service allows radiologists to focus more of 
their time on reading exams and providing accurate 
interpretations.

How does it work?
Professional Radiology Assistants (PRA’s) function as outsourced 
call center professionals and reading room assistants. Their 
primary work involves correcting study errors, communicating 
with referring physicians via telephone, and responding to the 
needs of radiologists.

By leveraging trained PRA’s and a radiology smart worklist, 
Canopy Partners has created a highly differentiated offering that 
can improve a radiologist’s productivity by 5 to 10 percent, saving 
each radiologist 3 to 6 minutes per hour.

The program can also improve accessibility, turnaround times, 
and quality of care by enabling the right study to be assigned 
to the right radiologist at the right time, every time.
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Radiology Support

“Our practice has used the 
Canopy Partners Radiology 
Concierge Service for eight years, 
and Canopy’s team handles 
57,000+ calls per year.” 
- Dr. Jim Maxwell, 
President of Greensboro Radiology
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UNLEASH A SECRET WEAPON FOR 
RADIOLOGY EFFICIENCY

Common tasks that can be offloaded to the Concierge 
Service include: 

• Reading Room phone coverage, inbound and outbound
• Communicating and documenting important findings to ordering 

physicians
• Instant messaging, ACR registry data entry, and call reports for 
 critical findings
• Requests for comparative studies and relevant clinical history
• Contacting techs for missing images, ultrasound worksheets, 
 history, etc.
• Assisting Radiologists during downtimes

Common results with Radiology Concierge Service
Key metrics from a Canopy Partners Client (results may vary):

• 1 phone # for everyone
• 24/7/365 phone coverage
• Total annual calls handled by PRA’s = 57,400
• Percentage of calls answered = 98%
• Average speed of answer = 6.5 seconds
• Average call time = 2:24 minutes
• Total time spent on phone handling calls = approximately 128,756 

minutes (2,143 hours)
• Equivalent of 1.125 rads 
• 200 shifts per year
• 2.3% efficiency gain on phone calls alone

Interested in learning more about how to lift the burdens 
that slow down your radiologists? 

Call 336-274-9617 to speak with a member of our team.

ABOUT CANOPY PARTNERS
Founded in 2011, Canopy Partners is a privately held healthcare technology company based in Greensboro, NC. The company’s mission is to elevate the role of medical imaging in the 
healthcare value chain. We work collaboratively with our clients to create flexible, customer-driven business solutions that improve productivity, profitability, and patient care. 
Canopy Partners specializes in strategy and advisory services, radiology support, enterprise imaging IT, and revenue cycle management for healthcare imaging providers. 
Since the company’s inception, Canopy has experienced rapid growth, nearly tripling its revenues and employees while expanding from coast to coast. The company has been named to 
the “Inc. 5000” list of America’s fastest-growing private companies in 2015, 2016 and 2017.
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