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More Than Medicine: 
Southcoast Health Raises 
the Bar with Avaya 

Southcoast Health proves you don’t have to go far 

to receive above and beyond care. With 55 remote 

locations, three different hospitals and 450 providers, 

the award-winning non-profit community healthcare 

system specializes in personalized, localized service 

for its communities of southeastern Massachusetts 

and Rhode Island. 

The organization’s exceptional standards—driven by core values of 

engagement, accountability, support and innovation—are upheld across 

its multiple locations for establishing trusting partnerships with patients, 

families, colleagues and communities. As a health delivery system with 

multiple access points, Southcoast offers an integrated continuum of 

health services throughout its local regions to ensure comprehensive, 

quality care.  

Yet today’s rapid pace of innovation has created new standards to meet. 

“As a leading health delivery system, we now feel the expectation is to 

provide a different level of service and an overall different user  

experience that was not there before,” explained Chief Technology  

Officer, Tim Rosner.

This meant more seamless, intelligent, user-friendly patient experiences 

with the technology and reliability to continually innovate and improve. 

Here’s how we helped position Southcoast for the future of patient care…
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Balancing Old and New 

Southcoast needed to stay ahead of new expectations for accessing care 

and engaging with providers. “We’re seeing new users coming along with 

a higher level of expectations, as well as growing expectations among 

our existing user base for better technology and ease of use,” explained 

Rosner. “It was very important to us that we deliver quicker, better results 

across the entire patient journey from appointment scheduling  

to callbacks.” 

A critical component here was mobility. “A lot of new users that come 

into the health system are expecting access through their mobile device,” 

said Rosner. “They want to talk to someone via mobile in a timely fashion 

to make changes, book appointments, review test results and more.” It’s 

true, with research showing nearly half of patients want simpler, online 

appointment scheduling driven by the expansion of mobile devices.

Yet just as important for Southcoast was the human touch. “Today, 

everything is based on the healthcare professional being present in the 

room,” said Rosner. This makes integrative communications vital for 

delivering people-first service across its dozens of remote locations. 

“Say a child is in the hospital but his or her grandmother is at a remote 

location and doesn’t live close by. We wanted to ensure we had a level 

of technology that would include her in the overall conversation; to be 

able to see and talk and engage with the doctor and patient at the same 

time,” said Rosner. 

These kinds of capabilities are critical in today’s smart, digital world for 

delivering personal, face-to-face care regardless of the physical presence 

of a patient, family member or medical professional.   

Challenges

• Innovate across 

patient experiences 

to make them more 

seamless, intelligent, 

and user-friendly

• Incorporate mobile 

devices into the fabric 

of the healthcare 

experience

• Streamline internal 

communications to 

simplify complex 

processes
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Smarter, Uncompromised Communications 

Just as important was streamlining internal communications to simplify 

complex processes, improve care team coordination, increase patient 

safety, and enhance multi-location communications (something of critical 

importance for the large, multi-hospital healthcare system). This all had 

to be backed by world-class security, reliability and performance. 

“We needed to know that the overall infrastructure would be in place 

and operational at all times,” said Rosner, “and we had to ensure we 

met regulations and HIPAA compliance rules. For example, in terms of 

messaging, everything needs to be encrypted. We had to be sure our 

partner could provide those kinds of services for us.” 

On the customer side, Southcoast needed to more intelligently 

communicate with customers calling into its contact center to drive more 

personalized, effective care. “It’s all about the patient experience, and 

that means being there for them at the first line of defense: the contact 

center,” explained Rosner. “We needed to be able to route customers 

appropriately and get it right the first time. We also needed to strike a 

balance between human interaction and a certain level of automation to 

provide the kind of experience patients would rave about.”

Enter Avaya  

This advanced suite of communication products—what we like to call 

the “dream team”—took Southcoast above and beyond with next-level 

workforce, application development, customer engagement, and data 

integration tools to deliver experiences that matter.

Built on open, integrative architecture, the platform seamlessly 

integrates with third-party systems for users to deliver more intelligent 

and meaningful engagement. This data visibility also enables proactive 

engagement and outreach (i.e. proactive appointment scheduling, 

reminders and patient follow-ups).

Of course, the platform includes full support for patients to initiate and 

escalate mobile interactions across all channels of communication. This 

full scope of communications includes convenient and cost-effective 

telehealth video, enabling everything from at-home preventative 

monitoring to remote, family-inclusive consultations.

Value Created

• Full support for 

patients to initiate 

and escalate 

mobile interactions 

across channels of 

communication

• Contextual 

communications 

help give staff a 

consolidated view of 

patient information

• Care teams have 

improved tools 

and more efficient 

communications 

processes
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“ Avaya is helping us make a difference for healthcare 
and the local communities we serve. We’ve been able to 
quickly act to provide better healthcare services and 
a better patient experience overall. I can tell you that 
without Avaya, it would be a much more difficult road 
for us to be able to move forward technologically.” 

– Tim Rosner, Chief Technology Officer 
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About Southcoast Health

Southcoast Health is a community-based health delivery system with 

multiple access points, offering an integrated continuum of health 

services throughout Southeastern Massachusetts and East Bay, Rhode 

Island. It includes the three hospitals that make up Southcoast Hospitals 

Group—Charlton Memorial Hospital in Fall River, St. Luke’s Hospital in  

New Bedford and Tobey Hospital in Wareham. Southcoast provides 

advanced clinical services, such as open-heart surgery, angioplasty and 

heart rhythm services, comprehensive cancer care, neurosurgery, weight 

loss surgery, orthopedic surgery, advanced imaging services and is the 

only provider of maternity services in the region.

About Avaya

Businesses are built on the experiences they provide and every day 

millions of those experiences are built by Avaya (NYSE:AVYA). For over 

one hundred years, we’ve enabled organizations around the globe to 

win—by creating intelligent communications experiences for customers 

and employees. Avaya builds open, converged and innovative solutions 

to enhance and simplify communications and collaboration—in the cloud, 

on premise, or a hybrid of both. To grow your business, we’re committed 

to innovation, partnership, and a relentless focus on what’s next. We’re 

the technology company you trust to help you deliver Experiences that 

Matter. Visit us at www.avaya.com.

Solutions

• Avaya Aura®

• Avaya IX™ Workplace

The platform’s data integration capabilities present agents with a 

consolidated view of relevant information to exceed expectations and 

reach better outcomes faster. Patients calling into the contact center 

can also be intelligently routed based on needs beyond traditional 

characteristics such as personality, relatability and even emotion to drive 

deeper and more anticipatory engagement. 

Last but not least, the all-in-one platform allows organizations to embed 

communications directly into the applications, browsers and devices 

personnel use every day to create a single, powerful gateway for calling, 

messaging, conferencing and collaboration. This gives Southcoast’s  

teams a more natural and efficient way to connect—anytime, anywhere, 

over any channel or device—to optimize patient safety and overall  

health outcomes. 

The “Why” Behind Avaya 

“We wanted to support a reliable and deterministic kind of customer 

experience that is the same time and again,” Rosner explained. “For us, 

that meant not just a strong platform but one that we could build on to 

continually reinvent. We were done with changing out systems every set 

amount of years.” 

“Avaya is helping us make a difference for healthcare and the local 

communities we serve. We’ve been able to quickly act to provide better 

healthcare services and a better patient experience overall. I can tell you 

that without Avaya, it would be a much more difficult road for us to be 

able to move forward technologically.” 
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