
The Increasing Importance of Creating an 
Excellent Patient Experience in an Audiology 
Practice

Jeremy Weaver, MBA

Regional Manager - Florida



Provide you with broad industry insight 

Give you tools to align communication and 
behavior with all staff

OUR OBJECTIVE

How patient expectations are driving industry change

How MIPS & MACRA can affect future reimbursement in our industry
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Those who are quickest to adapt and 
change will not only survive but thrive!



What’s trending today?

The Patient Experience

High Performance Training



QUALITY 54%

how do you demonstrate quality not just provide it?

SHIFTING

The Patient Experience

Patients redefine healthcare

What’s trending today



4.7 Billion
Daily searches on the 
internet

1 in 20 
Google searches is for 
health-related 
information

77% Patients
Used a search prior to 
booking an appointment 
with a healthcare 
provider

What’s being said?
Where is it being said?  
Why is it being said?

Patients and Payers are 
looking for Information 
online

The information is out 
there…



87% of adults 

use the internet:

77% age 50 - 64
54% age 65+

50% of a 

Providers 
compensation 
will be paid 
through value 
based 
payment 
models in the 
next 10 years

25% of 

doctors with the 
most patient 
reviews receive 
five times more 
appointments 
than the bottom 
25%



82%
Of customers won’t do business 
with a company after one bad 
customer experience

LOOKING AHEAD

89%
Of companies expect to 
compete mostly on the basis of 
customer experience - 2016



How is the medical 
industry adapting to the 
shift in patients needs 

and wants?



MACRA?
Medicare Access & CHIP Reauthorization Act

➢ Quality:-6 measures

➢ Advancing Care: 5 measures

➢ Continuous Improvement Activities:

➢ Cost Measures: Measured for you



Continuous 
Improvement 
Activity

Collection and follow-up on patient 
experience and satisfaction data.

Improved practices that engage patients pre-
visit

Engaging in regular guidance and 
demonstrating commitment for implementing 

practice improvement changes.



Just-like 
Everyone 

Else

(-) (+)(0)

Less-than 
Everyone 
Else

Better-than 
Everyone 

Else

How will you be reimbursed in the future?
MIPS (Merit-based incentive payment system)

How do you demonstrate quality – not just provide it?



Pre-Visit Interview Patient Satisfaction &  
Patient Engagement

Patient Check-ins & 
Patient Reported 

Outcomes

Made up of Three Elements



Patient Satisfaction &  
Patient Engagement

Clinical 
Improvement

Activities

Patient
Engagement

Online 
Presence

 MIPS – Merit-based Incentive Payment System

• Quality
• Advancing Care Information
• Clinical Improvement Activities

We will reach patients where they are on 
their devises to complete an 8 question 

survey

INCREASE your overall rating by 
ONE HALF OF ONE STAR the 
average provider will INCREASE 
MONTHLY APPOINTMENTS BY 
37%

A ONE STAR INCREASE in Yelp 
means a 5-9% INCREASE IN 
REVENUE



MYTH #1
Patient Experience and outcome 
measures are only good for hospitals 
focused on reporting.



Fact #1: Direct Financial Ramifications

• A patient’s 
perception of 
quality will dictate 
whether or not they 
return or pursue 
on-going care with 
you.

• Patients cite quality as the #1 Driver for the decision to stay or go.

43% of dissenters said 

“quality of Care was the most 

important factor of why they would 

not return.”

47% of loyal patients said 

“quality of Care was the most 

important factor why they would 

return.”



MYTH #2
Patients rate experience based on factors 
like amenities or staff—Things outside 
the provider’s control.



Fact #2 Providers Drive Patient Experience

A participative provider is the 
single greatest driver of patient 

experience scores accounting for 
300% greater impact than the 

next closest factor. (Staff 
Courtesy) and 5X greater than 

“waiting”.

-Van de Ven, Andrew H (2014) 
”What matters most to patients?  

Participative provider care and 
staff courtesy”-Patient 

Experience, Vol1, iss1,17



MYTH #3 “I don’t have time to spare for longer 
patient interactions.”



Fact #3 Better patient experience is 
about quality, not quantity

•7 Seconds--The average difference 
between poor and excellent greeting 
practice.

•The average provider allows for the 
patient to talk for 23 seconds before re-
directing the patient. 

Service Fanatics: How to build Superior Patient 

Experience the Cleveland Clinic Way, James Merlino, 

2015



These things really do matter!

Consumer rating 
sites, patient review 
sites, and social 
media platforms 
influence your 
market share

Increases in one-half of one 

star increases monthly new 

Patient appointments by 37%



You can design, create and 
build the most wonderful 
place in the world, but it 
takes people to make your 
dreams a reality.



to align our people and 
systems 

to identify where 
patients might leave the 
revenue stream early

and break the 
connection between 
your expertise and their 
total wellness

Every person in 
the practice is a 
resource to the 

patient

PATIENT LOYALTY –
DRIVES PATIENT RETENTION



19%

19%

9%

53%

Brand Reputation Quality of Care Cost Patient Experience
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the 
psychology 
of the 
patient is 
changing

PATIENT LOYALTY –
DRIVES PATIENT RETENTION



What’s trending today?

High Performance Training

Three strategies for 
success!



Manage your 
emotional state; 

manage the 
situation

6 steps for 
creating the ideal 

patient 
experience

Convert the 
appointment

create and sustain a 
high-performance 
environment that 
ultimately improves 
the patient 
experience

Modify the situation: 
Shift your attentional 
focus 
Change your thoughts 
Change your response

master processes 
and behaviors to 
covert call-in and 
walk-in patients 
into 
appointments

What does success look like?

1 2 31 2 3



what is our 
objective, goal or 
desired outcome?

How will we know if we are 
successful?

what’s going on with 
the patient?

COMFORT- REDUCE FEAR 

EDUCATE - INFORM 

UNDERSTAND THEM

BUILD TRUST

FEAR
UNCERTAINTY
DENIAL

MAKE A CONNECTION

PATIENT LOYALTY –
DRIVES PATIENT RETENTION



unable to convey empathy or 
develop rapport & trust quickly

A true story



every person 
in the practice 
is a resource 

to the patient

The ideal patient 
experience

unable to convey empathy or develop rapport quickly



unable to convey empathy or develop rapport quickly

every person 
in the practice 
is a resource 

to the patient

engaged curiosity about 
another’s particular 
emotional perspective

recognizing one’s own emotions

attending to negative emotions 
over time,

attuning to patients’ verbal and 
nonverbal emotional messages

empathy is a reflection of 
emotional understanding



every person in the 
practice is a resource 
to the patient

most people know 
what to do; they just 
don’t do what they 
know

unable to convey empathy or develop rapport quickly



3 Elements of 
communication

Patient engagement 
strategies



The 3 elements of 
communication

Voice 
Qualities

Physiology

Words

100% of your 
effectiveness as a 
communicator



The 3 elements of 
communication

WORDS

VOICE QUALITIES

PHYSIOLOGY

7%

38%

55%

words don’t communicate Intent

it’s not what you say, its how you say it

your physiology conveys more of what you 
think or feel than anything you say100%



The 3 elements of 
communication

WORDS

VOICE QUALITIES

PHYSIOLOGY

7%

38%

55%

not one element of 
communication is more 

important than the other

all three must be aligned

to be congruent

100%



Manage your 
emotional state; 

manage the 
situation

6 steps for 
creating the ideal 

patient 
experience

Convert the 
appointment

create and sustain a 
high-performance 
environment that 
ultimately improves 
the patient 
experience

Modify the situation: 
Shift your attentional 
focus 
Change your thoughts 
Change your response

master processes 
and behaviors to 
covert call-in and 
walk-in patients 
into 
appointments

What does success look like?

1 2 31 2 3



simplify appointment scheduling

create a friendly environment

reduce perceived waiting times

lessen confusion

survey customers in real time

follow up with the patient

6 steps for creating the 

ideal patient experience

In today’s complex 
healthcare compliance 
atmosphere, it’s more 

important than ever to 
remain connected, aware, 

and agile. 



6 steps for creating the 

ideal patient experience

simplify 
appointment 
scheduling

#1

of patients used a 
search prior to booking 
an appointment with a 
healthcare provider

make it simple for a 
prospective patient to 

find information and 
connect with your clinic

77%



6 steps for creating the 

ideal patient experience

create a 
friendly 
environment

#2

one of the best ways to do that 
is to keep staff informed and 
utilized properly

turnover rate of the front line can 
be much higher than clinicians 
because of poor utilization



reduce 
perceived 
waiting times

#3 48 Minutes
to meet with a physician

5,000 patients

80% said that 

knowing their wait 
time in advance 
would eliminate 
frustration

6 steps for creating the 

ideal patient experience



lessen 
confusion#4

6 steps for creating the 

ideal patient experience

Displays can let 
patients know 
their position in 
line,
inform them 
about how they 
should be 
prepared for 
their visit

media displays 
throughout the office 
go a long way to 
prevent confusion



survey 
customers 
in real time

#5

6 steps for creating the 

ideal patient experience

not only makes the patient 
feel valued, it generates 
important data about the 
patient experience in real 
time and an opportunity 
to redirect

”How has your experience 
been so far?”



follow up 
with the 
patient

#6

6 steps for creating the 

ideal patient experience

Patient contact shouldn’t stop after they 
leave the facility

build relationships that keep patients 
coming back



simplify Appointment Scheduling

create a friendly environment

reduce perceived waiting times

lessen confusion

survey customers in real time

follow up with the patient

6 steps for creating the 

ideal patient experience



Manage your 
emotional state; 

manage the 
situation

6 steps for 
creating the ideal 

patient 
experience

create and sustain a 
high-performance 
environment that 
ultimately improves 
the patient 
experience

Modify the situation: 
Shift your attentional 
focus 
Change your thoughts 
Change your response

master processes 
and behaviors to 
covert call-in and 
walk-in patients 
into apptmnts

What does success look like?

1 2 31 2 3
Convert the 

appointment



Patient engagement 
strategies

Convert the 
appointment



Navigating patient 
inquiries

master processes and 
behaviors to convert 
call-in and walk-in 
patients into 
appointments

Provide the patient 
with an exceptional 
customer experience$60 - Hearing Test Revenue

$2000 - Hearing Aid Revenue

Two new patients per month

$97,440



Master processes and behaviors 
to convert call-in and walk-in 
patients into appointments

Navigating patient 
inquiries

Identify and capture opportunity

Prioritize and schedule opportunity

Leverage Opportunity by confirming the companion

OBJECTIVE



Navigating patient 
inquiries

STRATEGY

Build trust and rapport quickly

Promote the practice

Meet the patient’s expectations

Get the appointment

master processes and behaviors 
to convert call-in and walk-in 
patients into appointments



Navigating patient 
inquiries

Tactics

Get the appointment

Master processes and behaviors 
to convert call-in and walk-in 
patients into appointments

You only need to 
have basic 
information to be 
able to answer any 
question

Increase in conversion 
when companion present

25% - 30%



Navigating patient 
inquiries

Tactics

master processes and 
behaviors to convert call-in 
and walk-in patients into 
appointments



So…. What does 
this all mean?



Why does this 
matter to you?



Questions


