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Executive Summary

Two practices. Two smarter ways to manage referrals.

Panorama Eyecare and Boston Vision faced a shared
challenge common to high-performing specialty
practices: strong referral demand constrained by
manual scheduling workflows that couldn’t scale.
Rather than working harder, both practices chose
to work smarter — each in a different way — by

implementing Sophrona’s automation tools.
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At Boston Vision, automation empowers referring

providers to do the work upfront, scheduling
appointments in real time and creating a seamless
patient experience. In a recent month, referring
doctors scheduled 43% of eligible appointments,
eliminating phone tag, reducing staff bottlenecks, and

accelerating care.

At Panorama Eyecare, the work shifts to the patient.
Through SmartScheduler, patients self-scheduled
1,000+ appointments in six months, achieving 30-70%
monthly conversion rates while dramatically reducing

outbound calls.

Across both organizations, automation stabilized
referral flow, reduced administrative burden, eased
staff burnout, and moved patients into care faster
— proving that working smarter, not harder delivers

measurable operational and financial impact.
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Every referral has a story. Sometimes it starts with
urgency: a patient eager for clarity, relief, or a life-
changing procedure. Other times, it’s quieter: a
recommendation made during a routine exam, with the

expectation that “someone will call.”

But behind the scenes at many specialty eye care
practices, referrals often create friction instead of flow.
Phone calls stack up. Voicemails go unanswered. Staff
spend hours tracking down patients who already want

care —they just haven’t taken the next step yet.

Panorama Eyecare and Boston Vision both knew this

story well. And both decided it was time to rewrite it.

At Panorama Eyecare, referrals arrive steadily from
partner optometrists across a wide range of visit types —

cataract evaluations, LASIK consults, and specialty care.

Each referral once triggered the same process: a staff
member calling the patient, confirming information,
determining appointment availability, and trying again if

there was no answer. The workload added up fast.

Boston Vision faced a similar challenge — but from a
different angle. As a high-volume specialty practice,
efficiency matters — not just internally, but across
the entire referral relationship. When referrals require
multiple handoffs before an appointment was even

scheduled, momentum slowed for everyone involved.

Both practices weren’t struggling because their teams
weren’t working hard. They were struggling because hard

work alone couldn’t keep up with demand.

Instead of adding staff or extending hours, Panorama
and Boston Vision turned to Sophrona’s solutions for
scheduling and referrals — tools designed to remove

friction from the referral-to-appointment journey.
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Each used scheduling automation in a way that best fit

their workflow.

Boston Vision leaned into automation at the very start
of the referral journey. Referring doctors schedule
eligible appointments in real time while submitting the
referral — creating a clean, efficient handoff and a better

experience for patients.
No phone tag. No waiting. No staff bottlenecks.

In a recent month, 43% of eligible appointments were
scheduled directly by referring providers — the highest
rate reported across Sophrona’s network. The result:
faster access to care and fewer administrative steps for

everyone involved.

Panorama Eyecare took a complementary approach —
empowering patients to move themselves forward.
When a referral arrives, patients receive a text or email
invitation to schedule their appointment instantly using

Sophrona’s SmartScheduler. The impact was immediate.

“l love how much work it takes off of my team,”
said Lindsey Tunney, Referrals Department
Manager at Panorama. “We’re down to calling a

fraction of what we used to.”

In both cases, automation didn’t replace people.

It replaced busywork.

At Panorama Eyecare, patients self-scheduled more
than 1,000 appointments in just six months. Monthly
conversion rates ranged from 30% to 70%, depending on

appointment type and urgency.

High-intent visits like cataract and LASIK consults moved
quickly. More routine visits followed at a steadier pace.
But here’s the key insight: even when patients didn’t

schedule online, SmartScheduler still worked.
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“Even if they don’t book digitally, the message
gets them moving,” Lindsey shared. “A lot of
patients call us after receiving it. We’re no longer

chasing them —they’re responding.”

At Boston Vision, the data told a similar story from
the provider side. When automation is embedded
into workflows — and trusted by referring partners —

referrals stop stalling and start converting.
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Neither practice treats SmartScheduler or the Referral

Portal as a “set it and forget it” solution.

At Panorama, referrals go to SmartScheduler
immediately, but staff still oversee the process. If a
patient hasn’t scheduled, team members can step in
without pulling the referral out of automation. Digital

nudges and human follow-up run side by side.
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There are thoughtful guardrails in place:

¢ Credentialing: Some providers are still being
credentialed with specific insurers

¢ Location readiness: Not all sites have real-time
scheduling enabled

¢ Appointment complexity: Certain visit types
require tighter provider rules

But even within these constraints, automation has
transformed daily workloads. Staff spend less time
dialing phones and more time helping patients who

truly need support.

Ask the teams what’s changed most, and you won’t

hear just about metrics. You’ll hear relief.

“It feels like the weight has been lifted,” one
Panorama team member said. “We’re not chasing

every referral anymore. We’re helping people.”

Patients feel the difference too. Tech-savvy patients
value convenience. Phone-first patients value clarity.
Either way, scheduling and referral automation
reduces friction — and that makes care feel more

accessible.

For Panorama Eyecare and Boston Vision, Sophrona’s
Referral Portal and SmartScheduler have become
a quiet partner — one that works 24/7, handles the

repetitive tasks, and keeps referrals moving forward.

The takeaway is simple: When automation handles

the busywork, practices can focus on what matters.

As Lindsey put it:
“Even if patients don’t schedule online,

SmartScheduler gets them moving. That’s a win.”

Want to see how automation can help your practice
work smarter, not harder? Chat with our team about

referrals that schedule themselves.
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