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* 15 years leadership &
business impact consulting
« Patient Engagement
« Patient Acquisition

 Industry Expertise in
@@ Jessica A. Walker « Marketing

et Founder & CEO « CRM

ary e Ve i jessica@caresherpa.com - Digital Engagement
0inEors ) .+ Patient Technology
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https://www linkedin.com/in/walkerjessica/
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New Patient Growth Pariner
« Grow new patient revenue & volume
 Qutsourced Partner

+ Care Consultants /A

« Agent Quality Assurance

« Patient Journey Optimization CANRE SHERPA
* Marketing Optimization

&

“Alpaca People”
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Who We Serve

Orthopedic Oncology Cardiovascular Senior Care/Hospice Fertility General Surgical OB GYN
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Cosmetic Surgery Pain Management Bariatric Behavioral Health
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AGENDA

Set up & Infro 5 min

Parficipant Poll 10 min
5 Ways to Stop Prospects from Ghosting You 30 min
Questions & Wrap Up 10 Min

Post Webinar Feedback
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Lets have some fun.....
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Be entered into a drawing by:
Responding to the poll

**Bonus entry for questions**



Participant Question #]1

Who has joined us on this webinare
|l am a:

a) Healthcare Provider Coordinator/Specialist/Associate

b) Healthcare Provider Manager/Director

c) Healthcare Provider Administrator/VP/Executive Director
d) Healthcare Provider Executive/President/Chief

e) Healthcare Vendor/Partner/Consultant



Participant Question #2

* |f you are directly affiiated with Healthcare Provider, is
your organization:

a) An independent provider/practice/surgeon

b) An independent facility/ambulatory surgery center

c) Anindependent/community A facility within a regional system
d) A part of a national health system

e) Other



Participant Question #3

What % of Healthcare Prospective Patient Leads never
converte

a) 38%
b) 51%
c) 63%
d) 79%
e) 82%



Participant Question #4

Of the prospective patient leads that never convert, what is
the top reason whyze

a) Not alead (existing Patient)

b) Patient Declined

c) Patfient Not Qualified (Clinical/Financial)
d) SPAM/Bad Contact Info (Trash Record)
e) No Follow up from Clinic/Provider

f) Non response from Patient



Lead Disposition Averages

HEwo?| | ek
Lead Clinic Existing Patient Trash Leads Patient Patient Decline
No Response | No Response | service Request & SPAM Not Qualified Or Not Ready

41% 38% 8% 5% 47 47
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What is Ghosting?

H » Valid lead record including:

) « Name
« Contact Method

* Taken Action (web form, call, HRA, etc.)

« Submits interest but never engages

* Multiple contact attempts but no
response

« Contact made but “not ready”
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Where are Ghost Leads Founde

 Most commonly found in elective
‘o service lines or non life threatening
D procedures

« Average Rates of Lead Ghosts:
« Cosmetic — 62-70%

Behavioral Health — 41-53%

Pain Management 29-44%

Bariatric — 10-12%

General Surgical — 8-10%

Fertility — 4-5%

© 2022 Care Sherpa
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How Can We Stop Ghostse

© 2022 Care Sherpa

5 Best Practices o Stop Ghosts
INn their fracks and repair your
leaky conversion funnell

MARKETING WEBINAR TODAY!

Tips to Convert More
Online Interactions into
Care Visits & Revenue

5 Ways to Stop Prospects from Ghosting You

.
ARE SHERPA

Jessica Walker
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How Can We Stop Ghostse
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Rapid Respond

Engage Interest

Available Information

Clean Sources

Have Capacity
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R — Rapid Response
« Automated contact « Set Expectations

* Immediate response 1o « Next Steps and pathway
confirm their submission forward
- Personalized @ %
« Pt Name from submission + Timeline

. : « Redlistically when they
Provide Contact Q) will hear from tfeam

Information Lor=.

* Clinic or New Patient
Coordinator



Having trouble viewing this emai? Click here

a

Immediate Response

Personalized P Helo Jevte,

e U e SR R e ¢ Timeline

Let’s try to connect soon. | took forward to findng out more about your cbjectives, and answering any

questions you may have about Azﬂssagemmwisnesdmrwtodaemmﬁthey

are a good canddate for surgery, veq:sborsabotﬂoos?samywamtom;)ossble
datsﬂsdswsmsreahmwmaﬂsb&ﬁ&nemnmomhmwsomm C——
you wil have the information you need to decide if you'd ke to proceed to the next step and schedule a

consultation with your surgeon i

If | don’t reach you, I’ try to call you again in the next few days. Also, please feel free to cal me at a time that

Contact Information P sits youat 615 733 1669.

Have a wonderful day,

Set Expectations

Sarah Wilson
Patient Care Coordinator

West Clinic

Tex¥SMS: (§15) 733-1669
— s rah@wes!clinic com

www.wesiclinic.com

885-733-M80
WWW _WES ICLINIC.COM
3708 W BROADWAY. Nashville TN

&y

/ If you no longe rwishto mceive our emals. ciick the knk bebw
y Unsubscribe
West Clinic - 3788 W Broadway Nashville. TN (6 L5) 733-1669 © 2022 Care Sherpa
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Participant Question #5

What content strategies are you currently using to engage
your perspective patients today?e

a) A health-related quiz or HRAS

b) Service Line/Provider Videos

c) Educational Seminars/Webinars
d) Resource Guide

e) Newsletters

f) Don't Know/Not Applicable



E - Engage Inferest

» Provides nurturing tools for higher funnel
eads

* Providing relevant content engages
consumers greafter

« Demonstrates lower funnel commitment
and higher likelihood to convert

« Greater success activating leads with
confent engagement

20
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E - Engage Inferest

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

0%

Responsive vs Non Leads Content Engagement

67%

33%

Activated Leads

Content Engagement

86%

14%

Non Activated Leads

m No Content Engagement

© 2022 Care Sherpa

Average across clients with data available
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E - Engage Inferest

45%
40%
35%
30%
25%
20%
15%
10%

5%

0%

% of Total Activated Leads With Prior Content Engagement

41%
16%
13% 12%
10%
6%
2%
Assessment Seminar - In Person Seminar - Online Info Packet Newsletter Chat Video
Average

22
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A — Avallable Information

* FAQSs to prevent “Single Question Sally” &
“Tire Kickers”

« Resource page for:

 Clinical qualifications, Pricing, insurance
requirements, efc.

« Content via Web, Videos, Socials, efc.

* Pre-visit requirements or paperwork
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STEPS TO TAKE TO START YOUR LIFE.CHANGING WEIGHT LOSS
JOURNEY
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STEP 1 FREE INSURANCE CHECK

P owt onr Yus salais ek w0 our teamm cun <ok your bealh nsarnce plan to determine your
comrrage ot meright boma pemcedures Sell ey patwwts cwn ot mhermeton om Laccoe St wed
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STEP 2 YOUR CONSIILTATION APPOINTNENT
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STEP 4 PRE.SURGICAL APPOINTMENT
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STEP 6 SURGERY DAY
Bartatric mrgery typieally takes 30 1 90 miswtes, depending oo which pracndure i heing.
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FREQUENTLY ASKED QUESTIONS ABOUT
THE BARIATRIC SURGERY PROCESS

a

Fee Disclosure

Insurance Info

Timeline

Pre-Op Planning

P
( £ MTIAL n Howe t ] <
w " " RARATF BAT AFE MY PAYM TION )

~
DO YOU HANE A PROGAAM FEE J
{ L % AKE FIOM W T )

<
{ v A - x * )
( ...... VD T [ £ o W ) &

<
[‘ A0 1 N ]

P
[ . a ~ £ | <

Clinical Questions

Content Info

Patient Journey Map

18%

Reduction in
Non-Response

+5%

Qualified
Leads
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C — Clean Sources

* Prevent time “Vampires”

« Non- Qualified Leads Common
Sources to Audit

« Paid Marketing

« Generic Chat Bots

« Referral Providers

« 319 Party Referral Sources

25
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C — Clean Sources

CASE STUDIES
« Paid Marketing
« $10K mo SEM w/ No Qualified Leads
« Generic Chat Bofs
« Less than .05% conversion rate

« Referral Providers

 80% of Leads less than 1% were idedl
targets

« 39 Party Referral Sources

« 0% Conversion — No financially qualified

© 2022 Care Sherpa
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H - Have Capacity

FINISH

New Patient Urgency
In activation mode

© O O 0O O
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30% of Healthcare Consumers will call
another provider if first available
appointment is more than a week away

7//, ©2022 Care Sherpa

78% of Healthcare Consumers will NOT
call back when unable to reach a
human on 15t call attempt

0oo
000

100% of New Patient Hold
Backs Filled in 48 Hours or Less
when managed
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Longer wait to appointment = Lower
Conversion

Show Rate % From Scheduled Days Out

90.00%
80.79%
80.00%
551% 7550% 75.25%
ﬂ_(; 71.84%
o \ / 69.78%  49.12% o8
g70.00% 67.98% 44 959 66.67%
c 64.29%
S 62.90% \/ 62.29% 62.62%
60.26%
60.00% 1-4 Days Out
“Sweet Spot”
50.00%
0 5 10 15

Days Out From Appointment
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5 Ways to Stop Ghosts

INSTANT RESPONSE WITH PATHWAY OUTLINED
GIVE THEM SOMETHING TO DO
GIVE THEM WHAT THEY WANT
TAKE OUT THE TRASH

NEW PATIENT APPOINTMENTS IN 4 DAYS

/) 29



THANK YOU

Appreciate your interest & welcome your questions



* 15 years leadership &
business impact consulting
« Patient Engagement
« Patient Acquisition
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