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Every Interaction is a Positive Interaction

CLINICAL TRIAL RECRUITMENT GOALS:

• Decrease the patient abandonment rates
• Increase patient enrollments into clinical trials
• Prescreen prospective study participants

Clinical Trial Enrollment Case Study
A clinical trial enrollment case study focusing on the client’s need to 
increase enrollments in multiple studies and decrease internal costs.

A comprehensive clinical research and development company serving the biopharmaceutical and medical 
device industry needed assistance with increasing the number of enrollments into ongoing clinical trial 
studies. The research company was understaffed, with only 20 internal agents, and did not want to increase 
internal staffing costs to fulfill varying inbound call volumes. They also had the need to complete outbound 
calling to prospective study participants in order to reach enrollment rates for study sponsors.  The 
understaffing resulted in call abandonment rates above 25%. 

The outbound efforts by the research company were done manually, in between inbound call spikes, thus 
increasing the cost per acquisition along with delaying clinical trial enrollments. With over 70 clinical trial 
sites, the research company also had the need to directly schedule patients who passed the clinical screener 
at the nearest study site.  The study sites relied heavily on the pre-screeners to reduce unnecessary in-office 
work and weed out unqualified candidates.

The research company initially contracted with PharmaCentra to execute an Inbound Overflow Services 
campaign for several migraine studies and a hypertension study. The Inbound Overflow Service was put into 
place to ensure all inbound calls were answered and to pre-screen as many patients as possible. 

The project quickly expanded to additional clinical studies, outbound calling to over 
45,000 patients for two studies struggling with enrollment, and included an IVR campaign 

to more efficiently reach prospective study participants for identified clinical trials.

The call center support partnership with PharmaCentra would allow the clinical research company to meet 
the company’s needs, therby fulfilling study sponsor enrollment requirements. 

• Schedule patients at study sites
• Decrease internal staffing costs
• Decrease cost per patient acquisition
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OUR SOLUTION
Inundated with a number of clinical recruitment projects, the clinical research company partnered with 
PharmaCentra to provide inbound call overflow services, and quickly expanded to include an outbound 
patient outreach and IVR campaign.  

INBOUND STUDY SCREENING & SCHEDULING CENTER
PharmaCentra trained a team of 100+ agents to screen potential patients and was able to increase the hours 
of operation previously covered.  The project included multiple clinical studies and pre-screeners and was 
setup to schedule patients following completion of the prescreener, utilizing the company’s internal 
scheduling platform connected to over 70 study sites.  Patients calling the inbound study screening center 
were pre-screened and if qualified for the respective study were then enrolled and scheduled for their First 
Office Visit (FOV) by the PharmaCentra scheduling agent. Email confirmations were sent following enrollment 
and to provide the patient details of the scheduled office visit.

OUTBOUND STUDY RECRUITMENT
Two months into the partnership, the research company approached PharmaCentra to provide Outbound 
dialing services to outreach to 36,000 prospective patients for an osteoarthritis study and 10,000 for a 
back-pain study. PharmaCentra utilized an Automatic Dialing System (ADS) to reach potential patients.  Use 
of the ADS system allowed testing of various IVR messages and decreased the time and cost of patient 
acquisition by only connecting those patients willing to speak to an agent.  The ADS system was customized 
to automatically leave voicemail messages when there was no answer, which increased inbound calls to the 
study screening center.  In addition, to implementing the IVR technology to yield study enrollments and meet 
recruitment requirements, PharmaCentra’s internal CRM platform and reporting technology provided more 
robust reporting to provide better visibility of call outcomes.

RESULTS
• Clinical research company inbound abandonment rates decreased to below 5%.  PharmaCentra inbound 
   abandonment rate ran at approximately 2%.
• Increased inbound call site enrollments by 200 and scheduled First Office Visit within the 5-month project
• Increased outbound site enrollments by 250 and scheduled First Office Visits during the 3-month project
• PharmaCentra helped clinical research partner reach study enrollment requirements for study sponsors
• Use of Automatic Dialing System resulted in a decrease of cost per patient acquisition due to maximizing 
   agent time spent to only speaking directly with potential participants.  This system eliminated the need 
   for live agents to manually dial numbers, wasting agent time on non-answered calls and voicemails.
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