
Orthopaedic & Neurology Specialists

ONS USES "ASK A STAFF" TO EFFICIENTLY 
HANDLE INCOMING QUESTIONS AND SAVE 
STAFF TIME. 

Orthopaedic and Neurosurgery Specialists (ONS) in Greenwich, 
Connecticut serves patients for any type of musculoskeletal 
issue whether resulting from a sports injury or a degenerative 
condition. ONS provides complete care from consultation to 
surgery to physical therapy, and has found Medfusion's patient 
portal to be a huge help in providing a conduit for patient 
inquiries at every stage of their care.  
 
Over 13,000 patients are currently registered on ONS' portal 
with the most popular feature being the "Ask the Staff" 
functionality.  Patients can send five different types of 
messages:  
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Business Challenge
Provide multiple services containing 
many stages of care, which makes it 
difficult for patients to stay on top of 
their care. 

Hightlights
Medfusion Patient Portal helps 
patients have easy access to their 
records
'Ask a Staff' function within the 
portal allows patients to easily 
learn what's going on in their care 
plan.
Phone volume has decreased due 
to the ability to almost instantly 
respond in the portal.

MEDFUSION CUSTOMER SUCCESS STORY
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Submit a question to a Clinician
Request a prescription or physical therapy renewal
Ask a billing question
Schedule a test or surgery date
Request a doctor's note



SUCCESS STORY

ONS typically handles over 200 "Ask a Staff" questions per month with over 50% made up of 
questions directed to Clinicians. "The time is takes our clinicians to field the daily questions that 
come into the portal, takes less than 25% the time it would take to deal with that question over 
the phone. Especially given the time it takes to reach the patient via phone and then document 
the call," said Sally Franks, Executive Director at ONS.  When the messages come into the portal, 
the staff can respond in batches, 2 or 3 times a day, which allows them to manage their time 
better instead of deal with as many phone interruptions. "The patient gets a response faster, and 
the message exchange is automatically added to the patient's health record." Bottom line the 
Medfusion portal makes everything more efficient.

The time it takes our 
clinicians to field the daily 
questions that come into 
the portal, takes less than 
25% the time it would to 
deal with that question 
over the phone. Especially, 
given the time it takes to 
reach the patient via 
phone and then 
document the call!

Sally Frank 
Executive Director 
ONS

www.medfusion.com


