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Our Access Scorecard
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The Ideal Patient Journey

Convenient 
Scheduling

Schedule 
Across Multiple 

Locations

Seamless 
Referrals

Quick    
Availability

19% Increase in new 
patient online 

scheduling in 2025 

Multiple Specialties 
showcase availability 

across the system

13% Increase in 
specialty new patient 

volume in 2025

#1 in Access in Vizient 
Median Lead Time 
Trending Downward



Creating Convenient Access



Ensuring Patients Get to the Right Provider
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% of Primary Care, Specialty Care, and Same Day Clinic Appointments Scheduled Online

Primary Care Specialty Care Same Day Clinics
Primary Care - New Patients Specialty Care - New Patients

Online Scheduling Trends



While many patients schedule online, we still receive 
over 7 million calls a year to schedule 

Leveraging Technology & 
Workforce ManagementAnswer Quickly

Schedule across all HM locationsProvide Options

Guide the patient to the right 
provider

Ask the Right 
Questions

Address the patient needs in one 
phone call

First Call 
Resolution
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Access Center Stats and Workflows
Self Schedule Confirm, 
Cancel, or Reschedule 

Appointments

Can you help me 
reschedule an 

appointment? My date 
of birth is 3/14/1959 
and phone number is 

555-123-4567

Thank you for 
providing that 

information. Am I 
speaking to Joe?

Yes

You have an 
appointment 

tomorrow at 2:00pm 
with Dr. Jones. Is this 
the one you want to 

reschedule?

Au
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m
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ip
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fil
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How many calls are answered within 30 seconds Average Speed to Answer the Phone (Seconds)

Primary Care Call Center Stats
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Behind the Scenes…
Extensive Quality Assurance and Agent Training



Maximizing Patient Options to Schedule 
Where They Want, When they Want

Questions guide schedulers to 
schedule with the correct provider 

within each specialty

Self schedule referrals 



Before…

Thank you for calling Houston Methodist Radiology

If you are experiencing a life-threatening emergency, please hang up and dial 911

For prescription refill requests, please contact your local pharmacy they will notify the 
clinic if a new order is needed
Press 1 for CT CAT Scan services
Press 2 for MRI Services
Press 3 for US Services

Option 1 Option 2 Option 3
1 Baytown 1 Baytown 1 Baytown
2 Clear Lake 2 Bellaire 2 Clear Lake
3 Pearland 3 Clear Lake 3 Pearland
4 Sugar Land 4 Conroe 4 Sugar Land

5 Texas Medical Center 5 Pearland 5 Texas Medical Center
6 The Woodlands 6 Sugar Land 6 The Woodlands
7 West 7 Texas Medical Center 7 West
8 Willowbrook 8 The Woodlands 8 Willowbrook

9 West
0 Willowbrook

Now:

Thank you for calling Houston Methodist Imaging 
scheduling Services. 

IVR Option Option Verbiage

Press 1 If you are calling to schedule, cancel, or 
inquire about an Imaging appointment

Press 2 For all other hospital services

Imaging Transformation: Making Scheduling Easier
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Imaging Ticket Scheduling

Mammography, MRI, CT, Ultrasounds, X-rays, Bone Density, and Fluoroscopy Exams
can all be scheduled online
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Leveraging Technology
to Improve Experience

Fast Pass automatically sends patients text or email 
messages to notify them of sooner appointments 

76,300 appointments filled in 2025 YTD
17 days saved on average

Engage with our 
patients with 

bi-directional texting 
for appointment 
reminders and 

referrals

Complete pre-appointment workflows 
with echeck-in before your appointment. 

8,700 completed each day
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Access to Care for New Patients

Specialty Practices

51%
New Patients Seen 

within 10 Days

Primary Care

42%
New Patients Seen 

within 5 Days
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Voice of the Patient:
“Ease of Scheduling” Trending in the Right Direction

*2025 YTD as of 12/11/25



Houston Methodist Access Footprint 
2.5M
Clinic Visits

 

Full-Service Hospital
Specialty Hospital
Emergency Care Center
Imaging Center
Comprehensive Care Center
Specialty Physician Group
Primary Care Group
Physician's Alliance for Quality

7M
Calls Handled in 2025

21K
Outpatient Appointments 

Scheduled Daily 
Systemwide 

4.1K
Outpatient Imaging 

Appointments 
Scheduled Daily84K

New Patient Primary 
Care Appointments 
Scheduled Online 
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Access Clinic of the 
Future

From Digital Access to the Clinic of the Future



Clinic of the Future?
The Future is Now

Stephen Spielman, MBA, MHA
SVP & COO, Houston Methodist Physician Organization

President, Houston Methodist Primary Care Group
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Houston Methodist 
Physician Organization

Full-Service Hospital
Specialty Hospital
Emergency Care Center
Imaging Center
Comprehensive Care Center
Specialty Physician Group
Primary Care Group
Physicians’ Alliance for Quality

Excludes locations outside of the map area.

Houston’s largest employed 
primary care group; Managing 

400K lives 

250 Clinic 
Locations

2.5M Completed 
Visits in 2025

2,000 Employed 
Providers 
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Top New Patient Visit Zip Codes
# Zip Code % New 

Patient Visits
# of New 
Patients

# of Total 
Patients

1 77479 19% 12,217 64,662

2 77459 18% 11,536 64,061

3 77433 23% 11,527 50,282

4 77429 20% 9,395 46,736

5 77379 18% 8,439 46,381

6 77584 16% 8,295 50,883

7 77521 20% 7,720 38,261

8 77494 23% 7,580 33,465

9 77573 19% 7,260 38,693

10 77469 18% 6,331 34,538
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Houston Methodist 
Comprehensive Care 

Centers (CCCs)

NEW: Creekside
Open Feb. 2025

Kings Harbor

Aliana Pearland Conroe

Houston Methodist Comprehensive 
Care Centers (CCCs) integrate primary 

care, specialty care, and ancillary 
services into one convenient location.



Current CCC 
Locations

New CCC 
Locations

Aliana CCC

Conroe CCC

4
Creekside CCC

Kings Harbor CCC

Pearland CCC

Friendswood CCC

Missouri City CCC

Spring CCC

Cinco Ranch CCC
Open Feb. 2026
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Cinco Ranch CCC
Opening Date: Q1 2026
Building Size: 67k sqft; 3 floors
Exam Rooms: PCG - 38 
   SPG - 30 

SPECIALTIES
Primary Care, Same Day Clinic, GI, 
Neurology, Orthopedics/Sports Med., 
Cardiology, ENT

IMAGING MRI, Mammo, X-Ray, Bone Density, 
Ultrasound, R&F

PROCEDURAL EEG/EMG, Echocardiogram, Stress 
Test

ANCILLARY Physical Therapy & Lab



For the Provider Experience

As we build these large-scale facilities, we have 
an opportunity to think differently…

For the Patient Experience
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For Quality and Safety



PROVIDER 
EXPERIENCE

PATIENT 
EXPERIENCE

QUALITY AND 
SAFETY
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Care Redesign Efforts and Projects

“Welcome” 
Kiosk

STAT / Digital 
Communication

Ambient 
Listening

AI-Generated 
In-Basket Responses

Patient 
eCheck-in

Self/Ticket 
Scheduling

Staffing 
Models

Text to Wait 
Updates

Drive-Thru 
Labs

AI Note 
Summarization

Digital Boards 
for Education

Clinic / Exam 
Room Redesign

DMS Huddle 
Boards

Barcode Medication 
Administration (BCMA)

Willow Medication 
Inventory

Point of Care 
Testing Integration
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Utilizing Innovative Care Models to Increase 
Patient Access Across the System

Same Day Clinic Express Spine Clinic

Express Ortho Clinic Express Headache Clinic

Referrals

Same day primary care appointments 
available M-F, in-person or virtual

Expedited care for headache/migraine 
patients, improving access to neurology 

without traditional referral delays

Partnership between PCG, Neurosurgery 
and Orthopedics as an immediate 

pathway for back-pain referrals

Fast-track assessment and treatment 
for common orthopedic conditions, 

reducing time for specialty care



Express Headache Clinic Planned Pilot Q1 2026
9

Ortho Injury Clinic 12 Locations 27,500 Appointments in 2025

Same Day Clinic 13 Locations 60,000 Projected Visits in 2025

Express GI Clinic 19,000 Offered 9,300 Completed in 2025

CU
R

R
EN

T 
IN
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S
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TU
R

E

Express Spine Clinic System-wide rollout as of Oct. 2025

Express Ortho Clinic System-wide expansion Q1 2026

Building Upon A History of Express Care Initiatives

600 Referrals YTD
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Keeping the Patient at the Center of Everything We Do

No matter how innovative or advanced our care models become, 
success is measured by how our patients feel about their care. 

Comprehensive 
Care Centers

Primary Care 
Same-Day Clinics

Innovative 
Technology

Express 
Headache Clinic

Express Spine 
Clinic

Express Ortho 
Clinics



Houston Methodist Update
Marc L. Boom, M.D.

December 18, 2025
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Vizient Q&A Ranking Trend by Hospital
2016 2017 2018 2019 2020 2021 2022 2023 2024 2025

HMH 9 / 102
★★★★★ 15 / 107 8 / 99

★★★★★
11 / 93
★★★★★

6 / 100
★★★★★

6 / 101
★★★★★

6 / 107
★★★★★

12/116
★★★★★

4/115
★★★★★

3/118
★★★★★

HMSL 25 / 124 59 / 161 11 / 100 2 / 79
★★★★★

2 / 97
★★★★★

4 / 117
★★★★★

2 / 124
★★★★★

3/181
★★★★★

4/203
★★★★★

9/208
★★★★★

HMB 80 / 124 104 / 161 28 / 100 34 / 82 17 / 100 8 / 121
★★★★★

2 / 145
★★★★★

2/181
★★★★★

3/203
★★★★★

2/208
★★★★★

HMW 12 / 124
★★★★★ 20 / 161 5 / 100

★★★★★ 10 / 82 7 / 100
★★★★★

4 /121
★★★★★

3 /145
★★★★★

4/181
★★★★★

2/203
★★★★★

4/208
★★★★★

HMWB 38/124 63 / 161 16 / 100 5 / 82
★★★★★

8 / 100
★★★★★

9 / 121
★★★★★

6 / 145
★★★★★

5/181
★★★★★

2/177
★★★★★

2/192
★★★★★

HMTW -- -- -- 3 / 82
★★★★★

5 / 100
★★★★★

1 / 121
★★★★★

1 / 145
★★★★★

1/181
★★★★★

1/203
★★★★★

1/208
★★★★★

HMCL 30 / 124 27 / 161 50 / 93 52 / 95 53 / 135 22 / 226 34 / 267 13/333
★★★★★

14/364
★★★★★

11/243
★★★★★
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2025 Gala
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2025 Service Awards

45 Years40 Years

30 Years 35 Years
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2025 Service Awards

58 Years55 Years

50 Years



2025 I CARE Awards
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Culture of Safety Awards
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Proposition 14: DPRIT Funding



9

Houston 
Methodist 
Willowbrook 
Celebrates 25th 
Anniversary
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