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Your Presenter 
• 15 years leadership & 

business impact consulting 
• Patient Engagement
• Patient Acquisition

• Industry Expertise in 
• Marketing
• CRM
• Digital Engagement 
• Patient Technology
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Jessica A. Walker
Founder & CEO 

jessica@caresherpa.com

https://www.linkedin.com/in/walkerjessica/

https://caresherpa.com
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What We Do
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New Patient Growth Partner
• Grow new patient revenue & volume
• Outsourced Partner

• Care Consultants
• Agent Quality Assurance 
• Patient Journey Optimization
• Marketing Optimization

“Alpaca People”
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Who We Serve
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Cardiovascular Senior Care/Hospice General Surgical OB GYNOrthopedic FertilityOncology

Behavioral HealthCosmetic Surgery Pain Management Bariatric



AGENDA
ITEM TIME WHO

Set up & Intro 5 min Medicom Health- Tony

Participant Poll 10 min Care Sherpa - Jessica

5 Ways to Stop Prospects from Ghosting You 30 min Care Sherpa - Jessica

Questions & Wrap Up 10 Min Medicom Health – Tony 
Care Sherpa – Jessica 

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**
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Participant Question #1

Who has joined us on this webinar?
I 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 
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Participant Question #2

• If you are directly affiliated with Healthcare Provider, is 
your organization:

a) An independent provider/practice/surgeon
b) An independent facility/ambulatory surgery center
c) An independent/community A facility within a regional system 
d) A part of a national health system
e) Other
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Participant Question #3

What % of Healthcare Prospective Patient Leads never 
convert?

a) 38%
b) 51%
c) 63%
d) 79%
e) 82%
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Participant Question #4

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

a) Not a lead (existing Patient) 
b) Patient Declined
c) Patient Not Qualified (Clinical/Financial) 
d) SPAM/Bad Contact Info (Trash Record)
e) No Follow up from Clinic/Provider
f) Non response from Patient 
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What is Ghosting?
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• 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” 



Where are Ghost Leads Found?
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• Most commonly found in elective 
service lines or non life threatening 
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% 



How Can We Stop Ghosts? 
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5 Best Practices to Stop Ghosts 
in their tracks and repair your 
leaky conversion funnel! 



How Can We Stop Ghosts? 
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R Rapid Respond

E Engage Interest 

A Available Information

C Clean Sources

H Have Capacity



• Set Expectations
• Next Steps and pathway 

forward 

• Timeline
• Realistically when they 

will hear from team 

R – Rapid Response
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• Automated contact
• Immediate response to 

confirm their submission 

• Personalized 
• Pt Name from submission

• Provide Contact 
Information
• Clinic or New Patient 

Coordinator 
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Participant Question #5

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

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
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E – Engage Interest
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• Provides nurturing tools for higher funnel 
leads 

• Providing relevant content engages 
consumers greater

• Demonstrates lower funnel commitment 
and higher likelihood to convert 

• Greater success activating leads with 
content engagement 



E – Engage Interest

21© 2022 Care Sherpa

67%

14%

33%

86%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

Activated Leads Non Activated Leads

Responsive vs Non Leads Content Engagement 

Content Engagement No Content Engagement

Average across clients with data available

53% 
higher 

likelihood 



E – Engage Interest
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A – Available Information
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• FAQs to prevent “Single Question Sally” & 
“Tire Kickers” 

• Resource page for: 
• Clinical qualifications, Pricing, insurance 

requirements, etc.

• Content via Web, Videos, Socials, etc. 

• Pre-visit requirements or paperwork 
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Patient Journey Map

Fee Disclosure
Insurance Info

Timeline
Pre-Op Planning

Clinical Questions

Content Info
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C – Clean Sources
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• Prevent time “Vampires”

• Non- Qualified Leads Common 
Sources to Audit 
• Paid Marketing 

• Generic Chat Bots 

• Referral Providers

• 3rd Party Referral Sources   



C – Clean Sources
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CASE STUDIES

• Paid Marketing 

• $10K mo SEM w/ No Qualified Leads 

• Generic Chat Bots 

• Less than .05% conversion rate 

• Referral Providers

• 80% of Leads less than 1% were ideal 
targets

• 3rd Party Referral Sources   

• 0% Conversion – No financially qualified 



H – Have Capacity
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30% of Healthcare Consumers will call 
another provider if first available 

appointment is more than a week away 

New Patient Urgency 
In activation mode

78% of Healthcare Consumers will NOT 
call back when unable to reach a 

human on 1st call attempt

100% of New Patient Hold 
Backs Filled in 48 Hours or Less 

when managed 



Longer wait to appointment = Lower 
Conversion
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Source: Tito Bohrt - https://www.linkedin.com/feed/update/urn:li:activity:6960986362518900736/ 

1-4 Days Out 
“Sweet Spot”



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
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Your Presenter 
• 15 years leadership & 

business impact consulting 
• Patient Engagement
• Patient Acquisition

• Industry Expertise in 
• Marketing
• CRM
• Digital Engagement 
• Patient Technology
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Jessica A. Walker
Founder & CEO 

jessica@caresherpa.com

https://www.linkedin.com/in/walkerjessica/

https://caresherpa.com
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