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Case Study  
Accessible Home Health Care of Houston  

 
How one home health care delivery service used the CareCaller™ wearable telehealth solution to 
cut missed visits in half, boost their CMS rating by 20%, and reduce total hospital readmissions. 
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How one home healthcare 
provider found the solution to 
crushing competition. 
 
 
Accessible Home Health Care of Houston is an 
established and growing home health care agency 
serving the entire Houston metropolitan area. It 
employs approximately 30 clinicians in a variety of 
disciplines – including registered nurses; certified 
nurse aides; social workers; and physical, 
occupational, and speech therapists – to serve the 
needs of its diverse client population.  
 
It has also found itself facing a crushingly competitive 
marketplace in recent years.  
 
According to the Texas Health & Human Services 
Department, there are 971 licensed home health 
providers located within in the City of Houston, Texas. 
Additionally, there are 482 providers in the 
surrounding counties.1 That means the competition 
for professional and local referrals of new clients is 
simply staggering.  
 
To succeed in such a highly competitive market, home 
health agencies need every advantage they can get to 
survive and remain profitable. A reputation for 
delivering results is as important as reducing cost 
when it comes to receiving referrals from healthcare 
providers. Further, successful home healthcare 
agencies keep a sharp focus on key metrics like re-
admission rates and customer service ratings.2  
 
After all, multiple studies confirm that patient 
communication following discharge is the best way to 
avoid an unnecessary hospital readmission.3 
 
Randy Paramore, Chief Executive Officer of 
Accessible-Houston, has worked hard to ensure his 
organization was doing everything possible to hit its 
service and value-based targets. “Our metrics are 
driven by a deep dedication to providing the highest 
quality of care possible,” he says.  

 
But in an environment as competitive as Houston’s, 
there’s always room for improvement. Enter the 
CareCaller™ wearable telehealth solution from 
SafeGuardian. 
 
Home healthcare providers agree that technology 
alone doesn’t make patients healthier, but better 
technology enables providers to triage more services 
without having to visit the home for a change in status 
or a question. In many cases, patient issues can be 
remotely addressed and responded to in a very cost-
effective manner using telehealth technology. 
 
Paramore is a firm believer in using technology to help 
improve operational workflows and the patient’s 
experience. Consequently, Paramore approved a pilot 
program to methodically evaluate CareCaller™ to 
ensure it could meet the needs of both his patients 
and staff.  
 
The results ultimately led him to expand the program. 
In addition to its Joint Commission Gold Seal of 
Approval and 4.5 CMS customer satisfaction rating as 
of January 2018, Accessible-Houston has reduced 
missed visits and saved an estimated 300 personnel 
hours, and it has also reduced hospital readmissions.  
 
But what were the challenges they faced, and how did 
CareCaller™ enable the group to meet its goals? Those 
are the questions that this case study will answer. 

“Better technology enables 
providers to triage more services 
without having to visit the home 

for a change in status or a 
question.” 
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CareCaller™ Pilot Program 
 

Randy Paramore, CEO of 
Accessible-Houston  

“The technology needs to improve operational 
challenges; reduce missed appointments; and empower 
the agency to provide a higher quality of care for its 
patients by increasing patient engagement.” 

 
 

Accessible Home Health Care 
chose CareCaller™ to help it    

meet its goals.  
 

For Accessible-Houston’s clients, Paramore knew he needed a tool that was 
affordable and easy-to-use with a patient population that includes geriatric 
patients, English as a second language (ESL) groups, and those with a limited 
understanding of modern technology.  
 
While the average CMS rating for agencies like Accessible-Houston is 3.0, 
Paramore wanted his team to deliver better than average quality care. A 
20+ year veteran of the computer and technology industry, Paramore was 
eager to find technology to help them improve the company’s performance 
even further. 
 
 

Paramore was intrigued by its 
ease-of-use, one-touch wireless 

call button, and versatility.  
 

CareCaller™ user-friendliness, one-touch functionality, and versatility in 
assigned agency and family contacts all attracted Paramore. Further, 
CareCaller™ does not rely on the use of a landline. As a result, Accessible-
Houston clients can wear the CareCaller™ at all times using the comfortable 
lanyard or clipping it to clothes, walkers, purses, etc. It is ideal for clients 
who may not be ambulatory, or who have other mental or debilitating 
medical challenges. 
  
The CareCaller™ also offers built-in fall alerts, GPS locator/tracker and geo-
fencing, which can be an invaluable feature for clients who have early 
Alzheimer’s or dementia and wander. Paramore’s staff can call into the 
device, allowing direct contact with patients without giving out nurse cell 
phone numbers.  
 
 

Paramore was also impressed with 
the affordability of CareCaller™.  

 

Finally, CareCaller™ also represented an extremely low initial investment 
and minimal ongoing service cost, making both a pilot program and 
potential wider rollout financially feasible. In short, CareCaller™ met all of 
the clinical, technological, and operational needs for Paramore.  
   
 Initial cost of implementation 
 Ongoing or residual costs 
 How the technology works 
 How easily the technology can be deployed 
 How well it helps his staff improve performance & patient satisfaction 
 How client’s families are involved in using the device 
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Goals: Improving 3 Key Areas 
 

 
Communicate better 

between staff, clients, 
and their families. 

 
Increase the agency’s 

CMS customer 
satisfaction rating. 

 
Reduce the rate of 

unnecessary hospital 
readmissions. 

 
 

GOAL #1: Implement better 
communications and reduce 

missed appointments. 

“By far, the biggest operational challenge is communication and missed 
visits,” says Paramore. “Too often, clients wouldn’t answer their phones 
when clinicians called to confirm appointments, even 15 minutes before the 
scheduled time.” This resulted in a large number of missed appointments, 
which can have a significant impact on the patient’s health. When the 
patient doesn’t receive his or her treatment as prescribed, the risk of 
readmission is increased. Paramore estimates the firm had previously 
wasted more than 300 personnel hours per year due to missed 
appointments caused by miscommunication among team members and 
patients. Not only did this take a toll on Accessible-Houston’s costs of doing 
business, it also frustrated staff and patients.  
 
 

GOAL #2: Increase provider 
referrals by reducing avoidable 

hospital re-admissions. 
 

A key metric of success for a home health agency is a low re-admission rate. 
The challenge is to assist patients in making a safe transition home and avoid 
events that cause unnecessary readmissions. “Referral resources want to 
work with business partners that will help them achieve the goals they’ve 
outlined for their patients,” says Paramore. “When they find a good 
business partner that is capable of reducing readmissions, not only does the 
patient benefit from quality of care, but the hospital benefits because they 
won’t have to pay the fines levied by CMS. That’s the only way to thrive in 
our competitive market. ” 
 
 

GOAL #3: Improve Accessible-
Houston’s published CMS Home 

Health Compare star ratings. 

The Home Health Care Consumer Assessment of Healthcare Providers and 
Systems (HHCAHPS) survey was implemented to ensure quality health care 
through accountability and public disclosures. In 2010, the survey became 
a requirement for the Medicare annual payment update.4 Thus, for 
Accessible-Houston, readmissions have a direct impact on the company’s 
CMS ratings, which is 4.5 out of a possible 5.0.5 These ratings are visible on 
CMS’ Home Health Compare website, where consumers can look at star 
ratings for Medicare-certified home health agencies. Further, under value-
based purchasing models, satisfaction scores can determine a gain or loss 
of 3% in reimbursements in certain states. By 2022, the stakes will be even 
higher, as reimbursements tied to Hospital Consumer Assessment of 
Healthcare Providers and Systems (HCAHPS) scores will vary up to +/- 8%.6 
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Results: Every Goal Beat 
 

 
Missed visits fell by 
50%, saving around 

300 personnel hours. 

 
CMS rating up by 20% 
to 4.5, putting them in 

top 10% in nation. 

 
Readmission rate fell 

while patient 
satisfaction rose. 

 
 

CareCaller™ resulted in 
measurable improvements in 

patient communications. 
 

CareCaller™ delivered results beyond Paramore’s expectations. The 
CareCaller™ device now plays a major role in how his team members 
communicate with each other as well as with their patients. Accessible-
Houston professionals can easily reach patients to confirm appointments, 
which is the biggest contributor to lowering missed visit rates. Certified 
nurse aides (CNA) visiting patients use the device to speak directly with their 
supervising RNs, without having the RN be present at the patient’s 
residence. The staff are able to communicate possible issues as indicated by 
changes in vitals or other indicators, often mitigating the potential for 
immediate re-admittance.  
 
 

CareCaller™ helped Accessible-
Houston to boost its                   
CMS rating by 20%. 

 

According to Paramore, six months after the implementation of the 
CareCaller™ pilot program, the number of missed visits plunged by 50 
percent, while their CMS rating increased 20 percent to 4.5 stars. This 
improvement put them in the top 5 percent of home health care agencies 
in Texas and the top 10 percent in the nation. 
 
 

CareCaller™ helped Accessible-
Houston to avoid unnecessary 

hospital readmissions. 

Additionally, readmission rates are significantly lower and patient 
satisfaction has improved dramatically.  One prime example of improved 
communications happened when the agency received a phone call from the 
spouse of a patient at 2 a.m. on a Saturday. The wife was out of town until 
Sunday evening but had received a text message alert saying, “Help Me,” a 
pre-programmed text message  from her husband’s CareCaller™ device. 
She was then able to briefly talk to her husband through the device. The 
spouse immediately contacted Accessible-Houston, who in turn notified 
the fire department and dispatched a certified nurse aide, both arriving at 
the patient’s house within minutes. After being cleared by the paramedics, 
the CNA remained with the patient until his spouse could return. 
 
This is just one example where the CareCaller™ helped to facilitate 
communication between the patient and agency staff, thereby avoiding a 
trip to the hospital. 
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CareCaller™ has become an 
integral part of Accessible. 

 

 

Low Cost, High ROI 
 

 

Easy For Patients 

 

Smooth Workflow 

 

Patient Satisfaction 

 

Family Involvement 

 
 
 
Perhaps the best measure of the success of the pilot 
program is its ultimate expansion. “Initially, we tried it 
with our top tier of chronically ill clients and have 
expanded it to the second level of chronically ill 
clients,” says Paramore. “Recently, we expanded it 
further with some of our non-medical clients.” 
 
Since the successful completion of the Accessible-
Houston’s Pilot Program, the CareCaller™ program 
expanded to all Accessible Home Health Care 
franchised office locations nationwide this year. As a 
result, all their agencies and home health clients are 
now able to enjoy the same cost saving and revenue 
enhancing benefits that were documented at 
Accessible-Houston. 

Accessible-Houston focuses on providing high-quality 
care while continuing to advance with higher quality, 
lower cost, and more timely attention to health 
concerns before they escalate. To prove value as a 
partner in this process, home health agencies can 
utilize telehealth technology to support their 
readmission reduction strategies. This will facilitate 
home health care agencies like Accessible-Houston to 
continue to reduce the number of ER visits and 
hospital admissions and readmissions.  
 
As telehealth technology continues to advance, they 
have found CareCaller™ to be a powerful and useful 
tool to meet their goals.  
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Accessible Home Health Care – 
Houston 

 
Accessible Home Health Care of 
Houston provides high quality care to 
all age groups, in the comfort of their 
own homes.  We provide medical and 
non-medical services through our staff 
of screened, highly qualified, 
compassionate care team members 
which includes certified nurse aides, 
nurses, and therapists.  As a full-service 
Home Health Agency, and as a 
Medicare Certified / Joint Commission 
Accredited provider, we are able to 
deliver levels of service that effectively 
match the changing needs and desires 
of our clients, patients and loved ones. 
For more information about our 
services, please visit our website at 
www.accessiblehouston.com or call 
the Accessible team at 281-859-3516. 

Accessible Home Health Care - 
National Franchise 

 
Accessible Home Health Care (AHHC) 
was founded in 2001 and is a growing 
multinational home health care 
company with 104 home care/home 
health agencies. AHHC provides quality 
in home care to keep seniors safe and 
comfortable in the homes they love. 
We help families give their loved ones 
the ability to continue living 
independently in their own homes 
through customized in-home care 
plans and resources. Our professional 
caregivers are experienced and fully 
trained to provide companion care, 
recovery care, respite and chronic 
care, especially for Alzheimer’s, 
Dementia, Parkinson’s, and Memory 
Loss. Call 954-341-5600 or visit 
www.accessiblehhc.com for more. 

SafeGuardian, LLC 
 
 
SafeGuardian, LLC is a wearable 
telehealth solutions provider 
dedicated to Home Health Providers 
and Home Care Agencies. We develop 
innovative, cost-effective wireless 
technologies proven to provide 
superior patient/provider 
communications, virtually eliminate 
unnecessary 911 calls and ED visits and 
effectively reduce hospital 
admissions/readmissions. These 
benefits provide home health agencies 
with unmatched competitive 
advantages which translates into 
superior patient care and more 
provider referrals. For a free 
CareCaller™ consultation and demo, 
please reach out to us at 
service@safeguardianpro.com or call 
800-209-3220. 

https://apps.hhs.texas.gov/LTCSearch/
https://guidingmetrics.com/content/home-health-industrys-12-most-critical-metrics/
https://patientengage-menthit.com/news/patient-engagement-in-follow-up-reduces-hospital-readmission
https://patientengage-menthit.com/news/patient-engagement-in-follow-up-reduces-hospital-readmission
https://www.saignite.com/industry-expertise/quality-payment-program/mips-education/10-faqs-about-mips/
https://www.saignite.com/industry-expertise/quality-payment-program/mips-education/10-faqs-about-mips/
https://www.cms.gov/Research-Statistics-Data-and-Systems/Research/CAHPS/
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