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Introduction

Cronofy isn’t a healthcare business but as a provider of 

scheduling technology we help dozens of businesses deliver 

better healthcare scheduling across the world. In this ebook 

we’ll share our learnings and observations from partnering 

with Healthcare Tech providers and how real-time, automated 

scheduling can help transform Healthcare. It can reduce stress 

for patients and healthcare professionals as well as achieve 

greater efficiency for everyone involved.
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This is in part caused by a recent shift to remote working and the need for more 
sophisticated technology to enable effective operation.  Many organizations are taking 
stock of their digital offering, processes and tools and either voluntarily upgrading 
or an upgrade has been necessitated by a recent shift in working environment. 

Today in Healthcare Tech, digital technology is being used to modify the existing 
procedures, culture and patient experience to meet the requirements of an industry 
that needs to keep reinventing itself. Technology has been disrupting the healthcare 
industry for some time.  Recently though, this need has been amplified and digital 
transformation needs to both accelerate and be adopted more widely - better 
healthcare scheduling plays a big role in this.
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The patient 
journey is key

Great healthcare can only be provided 

when the patient experience is taken into 

consideration. The patient journey can often 

be frustrating, filled with anxiety, trepidation 

and long waits and financial stress. Although 

digital tools cannot entirely resolve these 

issues they can go a long way to helping. 

Whether that’s merely plugging the long gaps 

in communication without adding additional 

workload to healthcare staff; the provision of 

additional and easily accessible information 

or in fact just simply reducing the stress of 

getting an appointment in the first place. In 

this diagram we explore the key stages of the 

patient journey.

2. PREPARE FOR A DOCTOR’S VISIT

a. Ideally support from HCP. Otherwise use of digital
     resources to manage and understand their condition 

5. CONDITION MANAGEMENT

a. Interaction between patient and HCP 
3. DIAGNOSIS

a. Interaction with insurance provider 
b. Cost discussion
c. Online research use of digital resources to
     understand options  

4. TREATMENT SELECTION

a. Research 
b. Appointment made with Health Care Practitioner (HCP)  

1. NEW SYMPTOMS

43%
of patients say
wait time is the
most frustrating
part of visiting the doctor ¹
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Common scheduling 
use cases in Healthcare
There are variety of ways our scheduling solutions can 

be implemented in the Healthcare sector, here are some 

common scheduling use cases.

4

CRONOFY | HOW REAL-TIME AUTOMATED SCHEDULING CAN TRANSFORM HEALTHCARE



Appointment 
scheduling 

The annual cost of missed appointments is 

$150 billion in the US alone.1 That’s why 

appointment booking is often the first 

scheduling use case that comes to mind 

when discussing Healthcare Tech. 

during office hours or during a fixed time window 

in the morning for a same-day appointment. 

The administrative staff will then work to find a 

time when their doctor can see them. Often just 

getting through to the practice can be a chore 

and source of stress. Waiting in line or on hold is 

time consuming and adds unnecessary anxiety to 

the process - particularly when most practice’s 

opening hours mirror those of the average 

working day.

At its core this process is no different from 

similar appointment processes in other 

industries. Using online, real-time scheduling 

technology for making and monitoring the 

appointment can transform the entire process. 

The booking can be done at the convenience of 

the patient and can even be added to calendars 

automatically. The booking appointment process 

can also include reminders to decrease stress 

and improve attendance.

DOCTOR’S DIARY

Medical appointments come in many shapes 

and forms. The usual process is for a patient 

to call the reception of their medical practice 

$150 billion
Each year in the US alone 
missed appointments cost

CRONOFY.COM | HOW REAL-TIME AUTOMATED SCHEDULING IS TRANSFORMING HEALTHCARE TECH

5

1. Healthcare Innovation, 2017 

https://www.hcinnovationgroup.com/clinical-it/article/13008175/missed-appointments-cost-the-us-healthcare-system-150b-each-year


What’s important to remember is that optimal 

scheduling technology will never replace the 

need for human interactions. This is healthcare 

and care involves people. Scheduling technology 

exists to make the daily lives of the carer and 

patient less stressful. 

Cancellations also need to be taken into 

consideration to maximize the capacity of 

healthcare practitioners while delivering 

optimal care. Being able to automatically 

propose a freed-up slot to a patient who wanted 

an earlier appointment helps improve the patient 

experience. That’s all possible with automated 

scheduling technology. It makes it much easier 

for a patient to cancel an appointment too, 

so they are more likely to do that than just 

not show up for it.  

Automated scheduling can be a huge time-

saving win for those managing the schedules of 

busy doctors and healthcare practitioners. The 

administrative burden of manually managing 

calendars and appointments is huge and often 

doesn’t leave room for last minute appointment 

re-allocations. Automated scheduling simply 

removes the admin burden of the current 

process. Telemedicine (remote video or 

telephone consultations) can also have a huge 

impact by reducing many obstacles that cause 

cancellations such as travel expenses, childcare 

and concerns about missing work. 

20%
of patients feel they
cannot easily reach
their doctor’s office to
ask questions, make
appointments or
obtain lab results ¹ 
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Remote 
consultations 

Telemedicine or Telehealthcare, which is the 

delivery of health services and appointments 

over the internet is a rapidly growing aspect 

of Healthcare across the world. Events like 

the Covid pandemic have only accelerated 

this growth. Telemedicine is something which 

is hugely improving patient experience and 

is saving money for patients, providers and 

insurance payers. Being able to deliver high-

quality consultations and aspects of treatments, 

anywhere and at any time is revolutionising 

the way people receive healthcare. Its 

inexpensiveness compared with traditional 

methods of provision isn’t the only benefit. 

Reduced travel times for both doctor and patient, 

improved management of chronic diseases and 

reduced length of hospital stays are all positive 

factors that can be attributed to Telemedicine. 

Video appointments aren’t an answer to all 

situations where a consultation is required 

but can be a great alternative to having a 

patient come to their medical practice or to the 

hospital. They also have advantages over phone 

consultations. The face-to-face video contact 

feels more personal. It can help both practitioner 

and patient to feel more connected and any 

concerns or emotions are easier to pick up on.

The global telemedicine 
market size was
USD 34.28 billion in
2018 and by 2026 is
projected to reach

$185.66B¹
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work and the worry of potentially running 

late is entirely removed.

In many scenarios not needing to travel or 

be around others is hugely beneficial. There 

are situations where particular physical 

illnesses present mobility barriers and create 

independent transportation issues. Some 

mental health concerns can also have anxiety 

attached. For example, with actually travelling 

away from home or being in a medical facility 

of any kind. These can be eliminated by the 

use of appointment booking technology and 

the automated scheduling tools that enables 

it. Telemedicine has already been proven to 

enhance the experience of both healthcare 

professionals and patients. There are some 

barriers to the use of Telemedicine which include 

lack of sufficient broadband in some US states 

and also some insurance providers not covering 

all aspects of this type of care. This is set to 

change quickly though, with emerging health 

insurance reimbursement for telemedicine 

services already set to boost the market 

massively in the next five years.

In practice the appointment booking is similar 

to any face-to-face appointment although it 

would be more likely to be booked online than 

over the phone. The calendar invite or push 

notification sent to the patient to confirm the 

remote consultation can include a link to video 

conferencing service automatically. It’s hassle-

free for both the organizer and patient.

In situations where there 

is a contagion risk, virtual 

appointments also help protect 

society as patients who present a risk don’t have to 

be in contact with other people on public transport. 

The healthcare practitioners also don’t put 

themselves at risk of exposure and there is no risk 

of spreading a disease further on the practice site, 

for example in the waiting room where there will 

likely be other patients.

Remote consultations help provide better 

healthcare on-demand. Because there is no need 

for the patient or the doctor to commute, they 

can happen almost instantly based on everyone’s 

availability. They are also less likely to overrun. 

Precise time slots are booked and require no 

buffer either side for travel and arrival check-

in. We see scenarios where patients are able to 

book a consultation via a healthcare marketplace 

and speak to a doctor, via a video conferencing 

service in a few minutes - certainly usually the 

same day if desired.

On a human level it can also be another way 

to relieve stress for the patient and to put their 

care and wellbeing at the centre of the process. 

This system is also less time consuming for 

the patient and this can hugely enhance their 

experience. A lot of the hassle that goes a 

long with things like travel, taking time off 
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Healthcare 
platforms

An integration of applications and technology 

that deliver an end-to-end/holistic or 

customized solution is known as a Healthcare 

platform. They are increasing in popularity with 

the rise of interest in digitally managing health 

and wellbeing. Marketplace style websites and 

apps that deliver healthcare services on demand 

are popular and something that automated 

scheduling can play a hugely beneficial role in. 

Companies which offer the opportunity to book 

in with healthcare professionals online, through 

marketplaces, offer a lot of flexibility to patients. 

The popularity of this type of on-demand 

healthcare is on the rise. Some notable players 

include Push Doctor in the UK and Doctor on 

Demand and Healee in the US. It’s a patient first 

system which can act independently or alongside 

traditional healthcare, as well as help doctors to 

earn more and reach more patients.

We’ve observed an increased appetite in 

marketplaces that deliver healthcare, looking 

to provide better scheduling processes to their 

users and have worked with several to set up 

automated scheduling. Healthcare marketplaces 

come in all different shapes and sizes, from 

at-home care services to remote consultation 

booking. Docplanner Group and Zesty are both 

examples of our clients who are leading the 

charge in digital healthcare. They’ve adopted 

automated scheduling, powered by Cronofy’s 

API, to enhance their online offering.

When a customer wants to book a healthcare 

service through a marketplace, the scheduling 

process will often be the first impression they 

will get of an organization. They will need to 

trust and rely on them for their well-being. It’s 

important to make a good first impression and 

to make the process as simple and user-friendly 

as possible.

The healthcare scheduling appointment process 

needs to be seamless and stress-free. It’s 

also why marketplaces require the healthcare 

professionals who deliver advice through these 
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online services to sync their calendars to the 

platform. It prevents double-bookings and 

lessens the impact of missed appointments as 

cancellations are immediately reflected and can 

also very likely be re-allocated. Patients benefit 

from being able to book their appointments 

outside of office hours, at a time that suits them 

and fits their own work and personal schedule 

– eliminating a part of the process which is 

quite stressful. Allowing bookings to happen 

at any time, based on real-time availability is 

critical for improving the patient experience. 

By participating in these online marketplaces 

and offering remote consultations through 

video technology, Doctors can also expand 

their customer base, fit in more appointments 

and work with patients further afield. They 

also don’t have to share their calendars, only 

their availability, so a higher level of privacy 

for their personal and non-work engagements 

is retained. With all these benefits for both 

patient and practitioner online marketplaces, 

particularly when paired, with automated 

scheduling, can transform healthcare provision.
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Well-being 
and fitness

Another trend in Healthcare Tech is the rise of 

apps and tools focusing on people’s well-being. 

Improving both physical and mental health 

97,000+
health and fitness
applications available 
for download
to mobile
or tablet
devices¹

0000

YOGAFY APP

can decrease the need for medical visits and 

prescribed treatments.

So called ‘mHealth’, is the use of mobile devices 

to support healthcare practices (as opposed to 

eHealth which uses electronic processes). From 

diet plans to exercise regimes there are more 

and more solutions available for personal use 

but also for enterprises who want to encourage 

their employees to be healthier. An obvious 

advantage for fitness apps is that mobile devices 

can already track health statistics, and these 

can be used to deliver tailored and personal 

care through apps.

Some of the world’s biggest companies have 

been tapped in to the importance of health and 

mindfulness in the workplace for some time. 

Apple, Google and other big companies that are 

famed for their employee benefits led the way 

and a lot of others have now followed suit.

Using technology and offering access to 

wellbeing and fitness apps is important and is 
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proven to improve staff happiness, productivity 

and job retention. 

Headspace is an example of a meditation 

mental wellbeing app that allows employees of 

companies like LinkedIn and Starbucks to access 

their mindfulness sessions for free through their 

corporate programme. These companies sign-

up and pay a subscription and then offer the app 

as a perk for their employees. Technology such 

as this is allowing people access to healthcare 

through their place of work and adoption rates 

are continuing to rise. 

Some apps even provide doctors’ appointments 

on demand. The ability for these apps to add 

events to calendars – for check-ups or reminders 

– is very important in order to help the users stick 

to their plans.
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Transforming the 
appointments process with 
automated scheduling
As mentioned previously, missed appointments cost the U.S. 

healthcare industry $150 billion each year. Diving a bit deeper 

into this number we know that each open or unused timeslot 

costs an average of $200 and 60 minutes in lost time. With non-

attendance rates at close to 30% it’s easy to see how the financial 

and time burden on physicians is racking up. Currently 88% of 

appointments are still scheduled by landline phone calls.1

88%
of appointments are
still scheduled
by landline
phone calls
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Reasons for missed 
appointments

Scheduling can’t be the answer to all these 

circumstances affecting missed appointments 

but it can address enough to make a huge 

difference every day. A large proportion can be 

eliminated or at least impacted positively.

There is a lot of evidence to suggest making it 

easier to book appointments in the first place, 

offering different types of appointments (such 

as remote calls or video consultations) and 

introducing automated reminders all help to 

improve patient attendance. 

A study by the Journal of Family Medicine and 

Disease Prevention showed that the largest 

proportion (37.6%) of missed appointments 

were due to a patient forgetting or a lack of 

reminders alone. Although busy or short-staffed 

practices can find it difficult to find time to 

remind patients over the phone or by letter, this 

is a great example of where technology can help. 

Automated scheduling can create events in the 

calendars of both practice and patient and can 

issue reminders with no extra administrative 

hassle for the healthcare practice. 

LACK OF AWARENESS OF 
AVAILABLE RESOURCES 
FOR TRANSPORT

DIFFICULTIES IN APPOINTMENT 
BOOKING SYSTEMS*

PERCEPTION OR FEAR OF
LONG WAITING TIMES*

*Can be positively impacted by Cronofy

FORGETTING ABOUT
THE APPOINTMENT*

LACK OF TRANSPORTATION TO 
HEALTHCARE FACILITIES

FEELING TOO UNWELL
TO ATTEND

INTERACTION OF HEALTHCARE 
STAFF WITH PATIENTS*

WORKING HOURS
OF CLINICS*

!
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A recent report found that 77% of patients 

think the ability to book, change, or cancel 

appointments online is important, yet only 

2.4% of appointments today are self-scheduled 

by the patient.¹

The other huge advantage with automated 

scheduling is the impact it can have on managing 

cancellations. Patients no longer need to call the 

practice, a task which can be time consuming and 

inconvenient. They can simply cancel the event 

in their calendar, and this will be immediately 

reflected. The practice can be alerted 

immediately, and the appointment reallocated to 

someone else in the waiting list.

Using technology to transform the medical 

appointments booking process can have many 

advantages. These include:

a healthcare coach digitally. This highlights 

the trend we’ve observed with healthcare 

marketplaces and the rise in the popularity of 

healthcare apps. Patients are looking for support 

available to them 24/7.

Automated scheduling can massively improve 

the patient experience. Offering access to 

online appointment booking removes a key 

area of stress in the entire process. These 

appointments can be booked at the convenience 

of the patient, removing the need to phone 

during particular office hours that often clash 

with a patient’s work schedule. With real-time 

availability linked to a physician’s calendar, 

there’s no fear of double booking. Streamlining 

the patient journey and using technology to 

introduce increased communication touchpoints, 

without increasing the workload for healthcare 

practitioners is another benefit.  The decrease 

in administrative burden, processes which are 

already time consuming and stressful positively 

impacts the job role for those in positions where 

managing multiple specialists’ schedules is 

key. The process feels more personalized and 

automated messages which can include a simple 

appointment reminder are hugely reassuring for 

patients and positively impact the practitioners 

appointment management processes too.

AN EXPERIENCE THAT FEELS 
MORE TAILORED

REDUCING THE IMPACT
OF CANCELLATIONS 

LIGHTEN ADMINISTRATIVE BURDEN 
ON BUSY EMPLOYEES IN THE 
HEALTHCARE INDUSTRY

REDUCING NO-SHOWS

EMPOWERING THE PATIENT AS 
THEY FEEL MORE IN CONTROL
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Case study: 
Docplanner - How automated-
scheduling is transforming an 
online healthcare marketplace
Global healthcare platform Docplanner Group offers SaaS 

solutions to health professionals around the world. It’s the 

world’s largest healthcare marketplace with more than 30 million 

unique monthly users across eight countries. Each month they 

facilitate the booking of 1.5 million appointments.

16
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Doc Planner Group, whose tagline is ‘Making the healthcare experience more human’ are passionate 

about improving the patient journey and experience using technology. They also want to assist doctors 

in promoting and managing their practices.

They are on a mission to help patients find and book the perfect doctor for them in the simplest possible 

way.

Docplanner partnered with Cronofy to offer online and automated scheduling to their users.

“With Cronofy we were able to offer seamless scheduling 

experiences to our doctors and patients alike. Our online 

appointment booking feature helps patients get the care they 

need quicker while doctors are seeing an increase in their 

activity. They also spend less time on administrative tasks 

and have more time to dedicate to their patients.”

Albert Armengol, Co-founder 
Doctoralia (Docplanner Group)

The Docplanner platform allows doctors to better manage their schedules. Patients can also book 

appointments online via the doctor’s profile, if they choose to set this up. Doctors can send text 

messages to their patients, store patient records, and schedule SMS campaigns all from their profile 

on the platform. For the online medical appointment booking feature to work and to prevent double-

bookings, the slot picker presented on the doctors’ profiles needs to reflect the doctor’s schedule in 

real-time. For this feature to work it needed to be able to integrate with all the main calendar providers, 

Google, Office 365, Outlook and Exchange.

At the core of Cronofy’s technology is a Unified Calendar API that enables two-way, real-time calendar 

sync between SaaS applications and all major calendar services. That’s the solution that Docplanner’s 

developers leveraged to build scheduling into their application.
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When they set up their Docplanner account, doctors have the option to authorize Cronofy to connect to 

their calendar. Their Docplanner platform will then show all the events they have in that calendar and 

use this information to display their availability when patients are looking to book appointments online.

Events that doctors add to their Docplanner  schedule – like training or a day off – will also be added to 

their main calendar through two-way syncing. They always have an accurate and up-to-date view of 

their calendar and so do patients, so they can’t be double booked.

When a patient books a slot for their next appointment, it automatically creates an event in the doctor’s 

calendar too. The Docplanner user can then use other tools to ensure that the patient attends the 

appointment. Sending a text message a few days before the appointment is an effective way to reduce 

no-shows.

Full calendar sync does more than just allow patients to book their appointment online. It’s also used 

by medical practices to optimize their schedules and maximize revenue. When an appointment is 

modified or cancelled, Docplanner can be set up to automatically notify patients who would like their 

appointment to be moved forward. Patients get the care they need sooner and empty slots never stay 

empty for long. These slots can also be made available for online booking when filling them with an 

existing appointment isn’t possible.

“Cronofy’s Calendar API manages to be both very 

powerful and easy to work with. We were able to build 

two-way calendar sync in our application in a few weeks.  

The implementation itself was straightforward and their 

support team was quick to help with any questions we had.”

Albert Armengol, Co-founder 
Doctoralia (Docplanner Group)
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Future outlook 
Overall, we are observing an increase in scheduling use cases for 

healthcare. Healthcare practitioners are very busy and patients 

deserves the best possible care without having to experience 

additional stress. With the increased focus on well-being, fitness 

and mental health new use cases are also appearing in the pre-

care stage of the patient journey.
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These scheduling use cases focus on using digital tools to improve the patient experience. Putting 

the patient first while also easing the admin burden on healthcare staff is paramount to improving the 

process for all parties and technology adoption can deliver just this.

Recent events such as the COVID-19 pandemic have only put an additional spotlight on some of these 

technologies. Improved scheduling processes and remote appointments have become necessity. 

That’s why being able to include video conferencing links to calendar invitations has become a popular 

Cronofy feature. 

We expect that even when the world is back to “normal”, automated scheduling will continue to be 

used to improve the patient experience, reduce costs and stress, for both patients and healthcare 

professionals everywhere.

We also expect that more companies will invest in well-being programs for their employees and that 

scheduling use cases will multiply, from diet planning to exercise regimes and regular check-ups.
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Cronofy is a high-growth startup that’s transforming scheduling 

to save everyone’s time. They provide SaaS businesses with the 

technology they need to offer best-in-class scheduling to their 

users and individuals and organizations benefit from their 

Scheduler tool and browser extension – for great, seamless 

and fast scheduling whatever their needs.

To find out more, visit www.cronofy.com

http://www.cronofy.com
http://www.cronofy.com

