The 5 Tactical Steps to
Patient Retention

SUPERFOOD CORNER

By Dr. Michael Perusich –
CEO Kats Consultants

Patient retention is the statistical measure of your practice which indicates both how it will grow and how
healthy your business is over time.But retention doesn’t happen by accident. It is a very intentional
process with foundational steps that must occur for your retention procedures to be effective. Below,
we’ll explore the 5 tactical steps that lay the framework for patient retention success.

Tactical Step #1: Communicate
Your patient communication is at the forefront of your success with patient retention. And
I’m not just talking about your patient education and communication of office policies and
procedures. Your communication must be tactical and delivered in a manner that exudes
doctor authority, warmth, kindness, and empathy.
Memorizing scripts and providing a non-stop flow of chiropractic education will not get you
there. In fact, real communication is born out of listening and finding ways to meet the
patient’s needs in an honest manner.
Effective communication that leads to patient retention is born out of delivering a concise
report of findings with options, effective front desk and staff communication, coordinated
and honest conversations that doctors and staff have with patients.
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Tactical Step #2: Be Connected
Make a connection and be engaged with patients. Notice special days and events. Smile
and show concern for the patient as a human being. Remember the quote, “You never know
how far-reaching your actions may be.”
Be ready to be the smile in someone’s day and you will build trust for a lifetime.

Tactical Step #3: Service-Oriented
Provide service in a manner that makes patients feel welcomed and their needs met. Be
elastic with customer service. Offer options – payments, scheduling, services, and treatment.
Get patients engaged in our office culture. Walk out from behind the front desk and talk
to patients. Have the heart to go above and beyond to make patients feel special about
themselves, the care you deliver, and their decision to be your patient.

Tactical Step #4: Add Benefits
Introduce patients to the various services that you offer and why they can be important.
This helps open patients minds up to how you may be able to help a wide variety of
people with different conditions. This, in turn, opens up the path for referrals from your
patients.
Talk about supplements, decompression, laser therapy, weight loss, etc that you may offer
in your clinic. Communicate how these services are used and who can benefit. For
example, talking to patients about laser therapy and how it can help with conditions like
plantar fasciitis. Listen for opportunities to present your services to patients when they
talk about friends or family members that may be suffering from a condition.

The 5 Tactical Steps to Patient Retention

Tactical Step #5: Create the Cache
Cache is the culture you create in your office that makes it the place everyone wants to
go for Chiropractic care. Your cache should be carried into every contact point you have
with patients and your community – your office, marketing, social media, website, internet
presence, etc. Develop and promote your brand around your cache.
The goal is to become the “Chiropractor to the stars” and the place where everyone wants
to go because it is not just great chiropractic care…it’s an experience!
Let’s face it – the traditional chiropractic encounter can be uninteresting and un-eventful
for patients. But we can make the patient visit exciting,
fun, and meaningful by incorporating these 5 easy tactics. Once incorporated into your
practice, these 5 tactics will help you understand your patients’ needs more intently, build
trust, increase referrals and PVA, grow your collections, improve social media reviews, and
rally patients to long-term retention.
Create a great experience for your patients and they will stay, pay, refer, and believe in
what you do!
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