
FINALLY, NON-CLINICAL SERVICES 
DESIGNED TO PUT PATIENTS AT 
EASE. (AND HOSPITAL CFOS, TOO.)

THE COMMON CHALLENGE
From the moment patients enter the 
grounds of your hospital, they come 
into contact with countless non- 
clinical employees—and each of these 
interactions has either a positive or  
a negative impact on your hospital. 

Quite often patient touch points  
are inconsistent because a hospital’s 
non-clinical employees typically report 
to different departments, receive 
different training and have different 
standards to meet. Along with affecting 
service quality and consistency, this cre-
ates inefficiencies that drive up costs.

ENTER TOWNE HEALTH
At Towne Health, every associate is 
hired, trained, certified and managed 
with the same industry-leading  
approach and processes. So no matter 
where your patients, their families or 
even your employees are within your 
hospital grounds, they receive the exact 
same caring and friendly service from 
our team. And because these services 
are delivered more efficiently, your 
hospital saves valuable dollars every 
month. A fact your CFO will appreciate.

For more efficient, patient-focused  
services tomorrow, reach out and  
get to know us today.   

(800) 291-6111   
healthcareinfo@townepark.com
www.townehealth.com
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PARKING SERVICES
 » Valet Parking
 » Parking Management 
 » Parking Enforcement

SHUTTLE SERVICES
 » Golf Carts
 » Passenger Vehicles
 » Vans & Busses

 
INTERNAL TRANSPORT SERVICES

 » Patient Transport
 » Wheelchair Escort
 » Patient Discharge

PATIENT EXPERIENCE & EMPLOYEE 
SUPPORT SERVICES

 » Information Desk,  
Attendant & Concierge

 » Greeter & Lobby Ambassador
 » Waiting Room Attendant
 » 8QLW�6SHFLŵF�&RQFLHUJH�6HUYLFHV
 » 5XQQHU�6HUYLFHV��6WDII�6XSSRUW�
 » (PSOR\HH�&RQFLHUJH�6HUYLFHV� 
�3K\VLFLDQV�LQFOXGHG�

 » Coffee Cart / Grounds Maintenance  
/ Plant Care

 » PBX Operations

Proprietary recruiting process and top 
HR software allows us to screen candi-
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UHGXFHV�XVXDOO\�KLJK�WXUQRYHU�UDWHV��VR�
the smiling faces patients appreciate 
today will be there tomorrow too 

On-site team is supported by an  
entire corporate team of managers  
and employees, making our end  
VHUYLFHV�PRUH�HIIHFWLYH

Monthly proof-of-purchase meetings 
ensure we’re always hitting goals, 
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(YHU\�DVVRFLDWH�UHFHLYHV�FRPSUHKHQVLYH�
KHDOWKFDUH�WUDLQLQJ��7KH\�HYHQ�NQRZ�WKH�
importance of HCAHPS scores

We apply best practices gleaned from 
our 200-hospital portfolio
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OUR SERVICES

WHY OUR SERVICES DELIVER MORE
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WITH PATIENT TRANSPORT SERVICES, YOU CAN 
ONLY GET BY WITH “ORGANIZED CHAOS” FOR  
SO LONG.

Like any business, a hospital often looks to have employ-
ees wear several hats—and that can be very effective… 
up to a point. For example, as the number of patient 
transports increases at a hospital, their original process 
becomes very inefficient. There are often no standardized 
procedures, benchmarks or measurement tools to gauge 
performance and pinpoint areas for improvement. Eventu-
ally, bottlenecks appear, with patients waiting and expen-
sive equipment sitting idle. It’s time to make a change. 

SAY HELLO TO COMPLETE PATIENT VISIBILITY — 
AND GOODBYE TO PATIENT FLOW BOTTLENECKS.

Whether patients are in a bed, being transported, re-
ceiving diagnostic or therapeutic care, or even being 
discharged, Towne Health is able to better track their 
location—providing exceptional patient visibility to our 
clients. Everything is carefully orchestrated using the latest 
patient transport technology, allowing us to more effec-
tively schedule trips, monitor trip progress reports and—
ultimately—improve efficiency and productivity. We can 
even identify potential bottlenecks and make scheduling 
or route changes to avoid them. 

WE MAKE THE IMPLEMENTATION PROCESS  
AS SMOOTH AS THE PATIENT TRANSPORTS  
THEMSELVES.

From day one, Towne Health standardizes a hospital’s 
business model for managing patient transports. Lever-
aging better patient flow logistics and technology, we 
quickly help minimize labor costs, while maximizing perfor-
mance and quality. After recruiting (or adopting) the right 
service-oriented team, we put them into a proven process 
that promotes productivity and efficiency. While patient 
safety is our number one concern, we never forget that 
our associates can also improve a patient’s experience 
through scripted dialogue. 

PATIENT TRANSPORT SERVICES

“Our clients have seen major gains in productivity and  
efficiency with our patient transport and discharge  
services. Our approach emphasizes service training,  
performance management and proactive analysis of  
KPIs. We are helping reshape the expectations for  
patient movement and visibility.”

—Peter Van de Kerkhove, Director of Patient  
 Logistics Solutions, Towne Health
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YOU HELP THEM GET WELL QUICKLY.  
WE HELP YOU GET THEM HOME SOONER.

As nice as your hospital is, most patients can’t wait to  
get out. With our Discharge Escort Services, the wait is 
shorter. Our courteous staff members make sure patients 
leave with all their belongings and provide a seamless 
transition to their transportation when they leave. By 
coordinating with other departments like Environmental 
Services, Valet Parking and Bed Control, our discharge 
escort team helps hospitals get beds turned around faster 
and patients home quicker. 

NEED A WAIT REDUCTION PROGRAM? 

Hospitals have two important, but finite, resources—beds 
and clinical staff. Turning over beds is vital to patient  
satisfaction and well-being. Satisfaction drops every 
minute a patient’s discharge is delayed. The longer beds 
remain occupied, the longer new admissions have to wait. 
In most hospitals, nurses are occasionally pulled away from 
patient care to perform discharge transports. In some  
hospitals it happens too often. There is a better way. 

AT TOWNE HEALTH, GOOD ENOUGH IS NEVER 
GOOD ENOUGH.

Our team members are uniformed, professional service 
ambassadors. These workers are trained to interact well 
with nurses and consistently communicate with patients to 
determine whether they’re leaving the hospital on good 
terms. If not, we can engage a service recovery plan — 
one we’ve prearranged with the client. We’re a logistics 
company with a focus on continuous process improve-
ment. We have the training and tools to measure our 
performance and raise the quality of our services. 

DISCHARGE ESCORT SERVICES

“Towne Health has helped our hospital decrease our patient discharge times, improve our 
bed turnover and has allowed our nursing staff to remain on the floors. Their courteous 
staff ensures each patient leaves with their belongings and provides a seamless transition 
to the patients’ transportation when departing the hospital.”  
 — VP of Operations, HCA-Methodist Healthcare

ADVANCING THE PATIENT EXPERIENCE 
TM
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IT’S AMAZING HOW A FEW SIMPLE NECESSITIES 
(CELL PHONE CHARGER, READING GLASSES, 
TOOTHBRUSH) CAN MAKE SUCH A BIG  
DIFFERENCE TO A PATIENT.

A trip to the hospital is seldom planned. Consequently, 
patients often find themselves out of their element,  
without basic necessities. And while hospitals can restart 
your heart, they’re not good at recharging your cell  
phone battery. That’s where our concierge desk comes in. 
We provide everything patients need to function and feel 
more comfortable in a foreign place, including cell phone 
chargers, reading glasses, books, help with that  
complicated remote control, directions, you name it. 

OUR CONCIERGE SERVICES ARE JUST AS POPULAR 
AMONG FAMILY MEMBERS TOO.

Like patients, family members can become disoriented 
when walking into a hospital, as it can feel like a large 
maze. Our concierges become experts on your facility and 
surrounding community, so they can get family members 
quickly acclimated to your hospital, while furnishing them 
with the information and services they need. This includes 
assistance with car rental, dinner or hotel reservations, 
help ordering flowers, chocolates, balloons or gifts, direc-
tions to see the chaplain and more. 

THE KEY TO A SUCCESSFUL CENTRALIZED PATIENT 
CONCIERGE SERVICES? USER ADOPTION.

No matter how well a concierge program is designed, it’s 
worthless if it’s not being used. We increase user adoption 
by advertising on table tents next to every bed. It’s critical 
that everyone knows where we’re located and that we’re 
just a phone call away. We then measure our concierge 
programs constantly, sharing the statistics with you at our 
monthly proof-of-performance meetings. This quantifies 
the value, ensuring you’re getting a great return on your 
investment.  

CENTRALIZED PATIENT CONCIERGE SERVICES

“Too many concierge programs are reactive and suffer 
from low user adoption—a tough problem when  
justifying budget dollars. At Towne Health, we get out 
from behind the desk to build awareness throughout  
the hospital. Then our trained team does what they do 
best: anticipate needs and deliver.”

—Kirk Pozadzides, Product Development SVP,  
 Towne Health
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IF IT’S A SERVICE THAT CAN IMPROVE YOUR  
EMPLOYEES’ WORK/LIFE BALANCE, YOU CAN  
BET OUR CONCIERGES OFFER IT.

Our concierges help provide a better work/life balance  
for your employees by handling many of their non- 
clinical tasks as well as personal errands. Non-clinical  
tasks may include restocking supplies, making pharmacy 
runs (crutches, prescriptions), booking patient appoint-
ments, ordering food, helping set up conferences, etc. 
Personal tasks include boxing and mailing items, handling 
automotive errands (car washes, oil changes, body work), 
booking travel, picking up dry cleaning, ordering food, 
shopping (groceries, scrubs, etc.) and much more. 

WHAT HAPPENS WHEN YOUR STAFF IS GIVEN  
THE GIFT OF EMPLOYEE CONCIERGE SERVICES? 
THEY PAY IT FORWARD.  

Studies have shown that there is a link between  
employees that are more engaged/satisfied and patients 
that are more satisfied and loyal. And since Medicare/
Medicaid reimbursement rates are impacted by HCAHPS 
(Hospital Consumer Assessment of Healthcare Providers 
and Systems), going the extra mile to make sure your  
employees are happy campers makes good financial 
sense. Making concierge services available to your  
hospital employees frees up their time to provide better 
clinical care to their patients.  

IN THE END, OUR INNOVATIVE CONCIERGE  
SERVICES HELP YOU RECRUIT AND RETAIN  
A BETTER STAFF. 

Whether you want to attract or retain top researchers, 
outstanding nurses (to reach your Magnet designation)  
or staff an inner-city or remote hospital, our employee 
concierges can help. It’s an added perk for your staff 
members, as it improves both their professional and 
personal lives. Having more engaged/satisfied employees 
leads to lower costs related to recruitment, retention and 
training. After all, keeping great employees will always be 
less expensive than recruiting and training new ones. 

EMPLOYEE CONCIERGE SERVICES

“Employee engagement has a direct link to patient 
satisfaction, so Towne Health developed its program 
to promote work-life balance. Your employees become 
our customers and our services make a difference! Our 
clients adopt this service to recruit and retain great 
staff while advancing the hospital’s culture.”

—Brooks Ellis, Southern Operations VP, Towne Health
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FIRST IMPRESSIONS. THEY’RE OUR FIRST ORDER  
OF BUSINESS.

Whether it’s an actual greeter on her feet, welcoming  
patients and family members—or our arrival experience 
team behind the counters—we make sure these crisply 
uniformed associates are as professional as they  
are polite. After all, you really do only get one chance to 
make a first impression. Our training programs ensure 
that our front-line associates know your hospital and your 
policies well, can deliver scripted messages flawlessly and 
get visitors quickly acclimated. 

OUR VERSATILE TEAM HELPS WITH WAYFINDING, 
BADGING, PARKING VALIDATIONS, WHEELCHAIR 
ESCORTS AND MORE.

Our greeters, lobby ambassadors and information desk 
associates are trained to handle all necessary activities for 
a great arrival experience. They start by giving a warm 
welcome and helping with wayfinding (directions), so 
everyone can get to where they need to go more quickly 
and with less stress. They also assist security (checking 
IDs, preparing visitor badges), arrange wheelchair escorts, 
validate parking and provide information on hospital 
amenities (coffee shop, restaurants, gift store, chaplain, 
pharmacy, etc.). 

WE CONSTANTLY MEASURE, REPORT AND  
IMPROVE TO BRING FRONT-LINE SERVICE  
LEVELS TO NEW HEIGHTS.

At Towne Health, successful programs begin with the  
right candidates (those with a service DNA). We then  
train them—using best practices gleaned from our 
200-hospital portfolio—so they can excel at their  
position. Via classes, scripting and role-playing, they  
become experts on your hospital and your policies.  
Once they’re working, we measure their performance  
and share the results with you each month. By making 
continuous improvements, we can continue to meet and 
exceed your goals. 

GREETER AND FRONT DESK SERVICES

“There’s something to be said for having an engaging 
arrival experience. We go out of our way to welcome 
patients, make sure they know where they’re going 
and, most importantly, let them know we are here to 
help. Making a great first impression goes a long way 
toward advancing the patient experience.”

—John Menghini, West Operations VP, Towne Health
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THE ALL-IMPORTANT FIRST CONTACT WITH YOUR 
HOSPITAL BRAND IS OFTEN VIA PHONE. TOWNE 
HEALTH ANSWERS THE CALL.

Hospitals often take a homegrown approach to staffing 
and managing their call center. And as their department 
grows in size—from a single switchboard operator to a 
large, fully staffed unit—so do the challenges of managing 
and improving this critical front-line service. Towne Health 
makes sure that all calls (from code blue emergency calls, 
to personal family calls, to those among hospital  
employees) are handled promptly, politely and in  
accordance with all hospital policies. 

BETTER RECRUITING, TRAINING, PROCESSES  
AND ETIQUETTE. IT’S HOW WE DIAL UP OUR  
SERVICE LEVEL.

Towne Health’s unique approach to recruiting and training 
allows us to find diamonds in the rough—and then polish 
them to perfection. We begin by identifying call center 
candidates with a strong service orientation, great listen-
ing skills and the ability to communicate scripted dialogue 
in a natural way. Through extensive training in call center 
best practices and etiquette, healthcare protocol and  
terminology, and hospital-specific policies, each team 
member acquires the knowledge and skills to succeed. 

PROPERLY HANDLING HOSPITAL CALLS IS AN ART. 
TRACKING AND IMPROVING THEM IS A SCIENCE.

No matter how unorganized an existing call center  
program is (and we’ve seen some doozies), we’re able  
to provide immediate stability to this vital service. We  
implement consolidated and transparent reporting and 
analysis, side-by-side and silent monitoring (for perfor-
mance improvement) and quality standards auditing.  
We have a track record for improving the main key  
performance indicators: utilization, average speed of  
answer, on-hold time, abandonment rate, average  
handling time, calls per operator and calls per day. 

HOSPITAL CALL CENTER SERVICES

“Our company is built upon first impressions—whether 
they be in person or over the phone. We measure 
and improve operator productivity and service  
delivery. With our approach, callers are connected 
quickly and correctly, hospitals experience cost  
savings and employees benefit from better training 
and career options.”

—Will Nugent, East Operations VP, Towne Health
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YOU’D BE SURPRISED HOW ATTENTIVE  
CONCIERGE SERVICES CAN IMPROVE A  
PATIENT’S MIND, BODY AND SPIRIT.

When our concierges visit patients right at their beds, 
patients open up, telling us exactly what they need to feel 
more comfortable. Lost without their cell phones, battery 
chargers can be a lifesaver. Of course, things like a book 
(to help make the time pass) or a warm pair of socks are 
greatly appreciated as well. Our proactive concierges offer 
up countless ideas to help patients and their families,  
making their hospital experience significantly better. 

WHEN NURSES AND OTHER STAFF MEMBERS  
CAN FOCUS ON WHAT THEY DO BEST— AND  
OUR CONCIERGES CAN DO THE SAME—IT’S A  
WIN-WIN FOR PATIENTS.

By having our concierges take ownership of your patients’ 
errands and other tasks that can distract your nurses and 
administrative staff, your team can operate at the top of 
their license. Meanwhile, we’ll coordinate non-clinical  
care with your nurses, while rounding regularly on your  
patients. We take food and grocery orders, offer notary 
services, help families book hotels, order flowers, you 
name it. Through approved scripting, we even play a  
crucial role with service recovery.  

THERE’S A PERSONAL AND BUSINESS SIDE TO  
CONCIERGE SERVICES. WE MAKE SURE YOU’RE  
GETTING THE BEST OF BOTH WORLDS.

Our personable, crisply uniformed team delivers on  
the personal side of concierge services. From a business 
standpoint, we design your program to your exact  
specifications to meet your hospital’s unique needs.  
We also train our concierges to work in unison with other 
services, such as patient transport, discharge and valet, 
helping reduce turnaround time and lower overall costs. 
And to drive further efficiencies, we leverage powerful 
software for better tracking, management and delivery  
of services. 

IN-UNIT CONCIERGE SERVICES

“Patients appreciate our in-room concierge services and 
so do nurses, as it frees up their time for more clinical 
care with patients. Working with nursing, we’re able to 
quickly address the non-clinic 'little things' that make 
such a big difference.” 

—Dave Ryan, Northeast Operations VP, Towne Health
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SAFELY, QUICKLY, EFFICIENTLY.  
THAT’S HOW WE ROLL.

We offer Shuttle Services to healthcare facilities of all 
sizes. We transport patients safely and on time, within 
buildings, across campuses and out into the community. 
We use vehicles ranging from golf carts to large buses 
and everything in between. But it’s not just about vehi-
cles. It’s about the skillful management of vehicles, proper 
maintenance, effective use that reduces costs and efficient 
scheduling. And it’s about having drivers who are always 
well-trained and remarkably friendly. 

NEED TO GET TO A BETTER PLACE?

Do you have a large campus that requires people to travel 
long distances? Limited parking that pushes employees 
to offsite parking? Distant parking lots that aren’t exactly 
within walking distance even in good weather, especially 
for mobility-challenged people? Would you rather not 
deal with the risk management issues that arise from trans-
porting people? Or the complexities of managing a fleet 
of vehicles? Or the challenge of reducing costs? You’ve 
just met the perfect partner. 

SHUTTLE SERVICES SO GOOD,  
THEY GIVE EVERYBODY A LIFT.

We have a unique ability to find expert drivers who also 
have great people skills. But our primary focus is always on 
keeping our passengers and vehicles safe. Our service and 
safety training is the best in the business. We audit the 
training and performance of drivers regularly, and perform 
criminal and driving background checks every year—not 
just once before hiring. But as good as our services are, 
we always seek to improve them. 

SHUTTLE SERVICES

“Our hospital leadership looks to Towne Health... for all process improvement measures 
hospital-wide… Our CEO mentioned Towne Health as the perfect example of how  
efficient our hospital could be… Your team is amazing and it’s wonderful to see them 
brighten the day of our staff and patients every time they jump on the shuttle.”    
 — Administrator, Hospital Corporation of America
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BETTER BEST PRACTICES. JUST ONE OF THE  
ADVANTAGES OF MANAGING OVER 17 MILLION 
SELF-PARKERS A YEAR.

While other companies Google for best practices, we 
generate them internally as we manage over 290 parking 
operations nationwide, where over 17 million people  
self-park each year. With this many operations and such a 
high number of transactions, best practices really matter. 
This important information helps us provide better  
expertise around parking management and access control, 
equipment, maintenance, traffic flow, credit card informa-
tion compliance and other factors that can make or break 
a self-parking facility. 

YOU CAN MAKE PARKING MANAGEMENT  
DECISIONS BASED ON YOUR GUT. WE PREFER  
USING COLD, HARD FACTS.

Many of our new clients come to us with a common  
problem: they have close to no visibility into how their 
parking garages are being utilized, making it impossible  
to recommend management decisions based on facts. 
Towne Health tracks, analyzes and reports garage usage 
and other key performance indicators before making  
management or policy recommendations to clients.  
Sometimes that means implementing license plate  
recognition systems to track who’s parking where and 
when—important baseline data.

WE’VE SOLVED JUST ABOUT EVERY SELF-PARKING 
CHALLENGE UNDER THE SUN. WHAT’S YOURS?

We’ve helped hospitals overcome every parking challenge 
imaginable. Some have difficulties managing garages  
with a limited number of spaces. Others have issues  
with employees parking in the closest sports, where  
mobility-challenged patients should be. Then there are 
hospitals that have their parking rates too low (so  
outsiders are coming in, filling up their needed spaces), 
or they have validation programs that have gone awry. 
What’s your challenge? We look forward to helping you 
solve it.

PARKING MANAGEMENT AND  
ENFORCEMENT SERVICES

“We continuously identify and improve inefficiencies 
and refine processes, because when parking assets 
are properly maintained and proactively managed, 
everyone wins: patients, visitors and employees—
and let’s not forget the hospital itself!”

—Eric Pottebaum, Midwest Operations VP,  
 Towne Health
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EXPERIENCE AND KNOWLEDGE TRUMPS  
BELLS AND WHISTLES EVERY TIME.

With over 290 parking equipment operations installed  
and under management, our seasoned specialists know 
first-hand which equipment works more effectively and 
which ones simply have fancy brochures (listing all those 
“must-have” bells and whistles). We help hospitals assess 
their unique needs and then negotiate, procure and install 
the right equipment on their behalf. We’re equipment 
agnostic and proficient with the best systems (Amano 
McGann, Skidata, Federal/3M, Zeag, WPS, CVPS Service 
Tracking System, Flash Valet, AVPM). 

PARKING AVAILABILITY. TRAFFIC FLOW. PRICING. 
(WE KNOW THIS BALANCING ACT WELL.)

Controlled garages make it longer for employees to get  
to work, they can be confusing to patients, and visitors  
can get upset about garage traffic or if parking costs  
too much. We know how to balance these variables and 
others, so your hospital can provide the best parking  
experience for all stakeholders. Whether you want to  
generate revenue, develop a better validation program  
or simply ensure people have a convenient place to park, 
Towne Health can help. 

THE “OUNCE OF PREVENTION” ADAGE COULDN’T 
RING MORE TRUE WITH PARKING EQUIPMENT.

Maintenance “downtime” is a parking program’s worst  
enemy, because if a gate or a ticket dispenser isn’t  
working, visitors either have to wait longer for manual  
assistance or are instructed to enter without paying (and 
as the time adds up, so does lost revenue). Our propri-
etary preventative maintenance program guarantees 
higher “uptime” levels. We also leverage technology to 
generate parking statistics, so we can recommend ways  
to better accommodate your mix of visitors, maximizing 
your parking asset. 

PARKING ACCESS & REVENUE CONTROLS

“Our clients hire us to drive revenue, administer 
complex validation programs and tackle tough 
parking operation challenges. With hundreds of 
diverse clients and proactive managers who are 
excellent problem solvers, we’re uniquely  
qualified to help hospitals.”

—Frank Pikus, President, Towne Health
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FOR INDUSTRY-LEADING VALET SERVICES,  
WE DELIVER ON THE 4 P’S.

Professional, polished, prompt and polite. That’s  
what you can expect from every Towne Health valet  
associate. These crisply uniformed attendants greet  
patients, family members and hospital employees with  
eye contact and a smile, utilizing scripted dialogue to  
deliver a full explanation of parking options, hospital 
directions and more. And, based on a hospital’s require-
ments, we offer wheelchair assistance to those in need  
of this service. 

WE RETRIEVE VEHICLES FASTER, BECAUSE  
THE WAITING IS THE HARDEST PART. 

We realize that going to a hospital can be a stressful  
experience in itself, and it’s not an option to keep a  
patient or visitor waiting an extended period of time for 
their car. From day one, we track retrieval times. Then we 
make continuous improvements, month after month. This 
is why we have a track record for consistently (and safely) 
lowering wait times — increasing patient and visitor  
satisfaction.  

WHETHER YOU’RE LOOKING TO LIFT SPIRITS OR 
DRIVE DOWN COSTS, WE’LL HELP YOU GET THERE.

Want to lift patients’ spirits even more? Try a custom 
amenity program. We can hand out cold bottles of  
water, hot coffee, coloring books for the kids, you name  
it. Whatever the program, we make it highly effective.  
And for hospitals that charge for valet parking, we have 
a track record for increasing efficiency and driving down 
costs—improving profitability. 

VALET SERVICES

“Our parking facility has evolved into a place that we’re proud to say is a gateway to our 
patient experience. Focusing on the customer above all else, Towne Health has made our 
patients, visitors and employees feel welcome—and safe—as they enter Weiss Memorial 
Hospital.”   
 — Chief Operating Officer, Weiss Memorial Hospital


