
Patient loyalty (also known as referral 
management) is an age-old topic we have all 
heard of before, so why does it matter now?

The answer is simple; COVID19 has significantly 
changed patient behaviors. 

The recent pandemic has created a higher 
demand for quality healthcare experiences, 
and people are now willing to search for 
providers that can better meet their needs. 
According to a recent survey, health systems 

that evolve to meet new consumer experience 
needs can expedite financial recovery, capture 
patients from competitors and potentially 
increase their revenue between 5%-10% of 
their pre-pandemic revenue within a year. 

Health Systems that provide high-quality 
experiences also tend to receive higher 
satisfaction rates (10). These improvements 
also reduce common issues such as delays in 
care and communication breakdowns.  

Why Does Patient Loyalty Matter Now?

PATIENT LOYALTY

Enhancing the Referral 
Management Process 
with Digital Conversations
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$600,000 - the 
Lifetime Value of a 
Single Patient. (11)

63% of Physicians Are 
Not Satisfied With the 
Referral Process. (2) 

AI Chatbots Alone Can 
Reduce Administrative 

Tasks by 50%.

Enhancing Patient 
Satisfaction Provides a 
Competitive Advantage

HCAHPS (Hospital Consumer Assessment 
of Healthcare Providers and Systems) 
measures a patient's perception of their 
hospital experience. This national 
standard survey must be reported by 
hospitals to avoid payment reductions 
and is publicly available. Improving scores 
can lead to increased selection of the 
facility by patients.

Even a slight boost in a hospital's rate of 
patient loyalty can have a significant 
financial impact. The lifetime monetary 
value of a single patient is estimated to be 
more than $600,000. This data suggests that an incremental increase in patient loyalty can 
boost revenue by millions of dollars for most hospitals (11). 

Engaged Patients Have Better 
Health Outcomes

Patient care outcomes have long been a high 
priority for organizations within the healthcare 
industry. Engaged loyal patients are more likely 
to stay up to date with their care and visits. 
Higher levels of engagement make it easy for 
providers to meet their needs, increase profits, 
and lead to better patient outcomes. 

Loyalty and Attracting New 
Patients 

Higher rates of patient loyalty are a healthy 
indicator that patients are receiving quality care. 
They can also help attract and retain patients. 
People often ask their family and friends for 
recommendations when they are looking for a 
new provider. Your most satisfied and loyal 
patients are the most likely to recommend your 
providers and facilities.

2



How Strong Referral Processes 
Drive Patient Loyalty 

At first glance, referral management appears to 
be a relatively simple process with little 
consequence, but the truth is that an 
organization's referral process significantly 
impacts all parties involved and is a crucial 
driver of patient loyalty. Implementing a robust 
digital referral management process is 
beneficial for healthcare organizations, 
physicians, and their patients. A traditional 
analog referral process can impact a 
healthcare organization's bottom line as well as 
its reputation. A traditional referral process 
can also affect a provider's ability to ensure 
optimal patient care outcomes. 

Patient referrals have also become a more 
common occurrence, further amplifying their 
impact. One in three patients in the United 
States is referred to a specialist every year (1). 
An effective referral management process is a 
requisite for quality patient care. 
Communication between physicians and 
specialists is essential for successful patient 
outcomes. Although patient referrals and 
continuity of care are high priorities for many 
healthcare organizations, the referral process 
is often overlooked. Is your EHR system enough 
to retain, attract and manage patient referrals? 
What's missing, and how can digital tools be 
used to close the gap? Many healthcare 
professionals rely too much on their EHRs 
when other tools are better. 

63% of referring physicians are not satisfied 
with their organization's current referral 
process because of its lack of timeliness and 
frequent communication breakdowns (2).

Organizations that adopt digital solutions for 
improved care coordination can enhance the 
referral management process increasing 
patient loyalty. These solutions are helping 

healthcare providers eliminate many of the 
common referral-related obstacles 
organizations face today. Streamlining the 
referral process, improving the quality of 
communication, and reducing human error all 
contribute to improved patient experiences. 
Strengthening the referral process with digital 
care coordination tools also lightens the 
workload for providers by reducing 
administrative-related tasks giving them more 
time for their patients. AI chatbots alone can 
reduce administrative tasks by 50%. Enabling 
digital communication between patients and 
their care teams helps improve patient 
experiences, raise HCAHPS scores, increase 
reimbursement and drive patient adherence to 
critically important care protocols.

What Does the Typical Referral 
Process Look Like? 

When patients receive a referral from their 
primary care provider, the pursuit of an 
appointment with a specialist will be 
performed in a few different ways.

80%
of all serious medical errors 

are due to miscommunication 
during transitions (5)
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Most often, the referring provider only 
recommends that a specialist be consulted 
and might provide a listing of "known" 
specialists without any specific relation to the 
patient's insurance or proximity. The patient 
might be given a paper referral order, a fax is 
sent for them, or a phone call is made. The call 
is often not much more than giving the 
provider a "tip-off" to contact the patient to 
schedule the consult. Sometimes the process 
includes a combination of all these methods 
and more. In all instances, the process is often 

lengthy, requires a series of administrative 
tasks, and leaves a significant amount of room 
for errors to be made. Too much paper leads 
to lost documents and wasted time. 3 out of 
every 10 tests are reordered because the 
results have been lost. This becomes 
expensive quickly. The average organization 
spends $120 searching for each missing 
document. They also spend an average of 
$220 recreating each lost document. This also 
puts an additional strain on personnel at a 
time when there are already staffing shortages.

Patient Leakage

A significant number of patients never complete the scheduling process after receiving a referral. 
If they complete the referral on their own, most health systems have no idea if the patient chose 
a provider in or out of the referring health system. This patient leakage, can lead to serious issues 
such as hospital readmissions, delay in care, and can damage patient loyalty. Referral leakage 
accounts for $78-97 million in revenue loss per year for most health systems (7).

Referral Management Challenges That 
Impact Patient Loyalty
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Low Levels of Engagement 

Less engaged patients are more likely to fall 
through the cracks, miss their next 
appointment, or fail to schedule their next 
appointment at all.

This disrupts the continuity of care as well as 
makes it difficult to develop long-term 
relationships. A lack of engagement along with 
negative experiences can cause patients to 
seek care elsewhere in the future. Nearly 10% 
of patients will switch providers due to 
inconvenience or a negative experience (8). 

Communication Breakdowns 

Long-term relationships with patients are 
developed by providing positive experiences. 
Clear communication in each step of the care 
continuum plays a critical role. Unfortunately, 
no communication or miscommunication is all 
too common throughout the referral process. 
During these transitions, critical patient 
information such as orders, after-visit 
summaries, continuity of care documents, 
images, and test results are often lost. 3 out 10 
of the tests are reordered because the results 
have been lost (9).

The ability to find, book, and monitor 
the status of the patient referral is 
foundational to a truly closed-loop 
referral process. 

The recent pandemic increased the demand for digital healthcare solutions. By definition, these 
are digital healthcare technologies that streamline communication, such as patient 
self-scheduling, integrated referrals, healthcare chatbots, and secure texting platforms. The 
safety restrictions and increased number of patients during the pandemic created unique 
challenges that digital communication tools helped overcome. Traditional referral processes are 
costly and lead to a loss in revenue, higher insurance rates, increased hospital readmissions and 
overwhelmed care teams. Patients and providers need a secure contactless way to communicate 
and collaborate. Digital communication tools can help providers streamline care and directly 
address several challenges that negatively impact the patient's continuum of care. Healthcare 
organizations that have leveraged these tools have seen numerous benefits, enhancing patient 
experiences, increasing loyalty. 

Enabling Digital Communication 
Tools as a Solution
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Strengthening Communication

Enabling digital healthcare tools helps prevent 
communication breakdowns that often occur 
when using phone calls, emails, or faxing 
documents. Keeping communication clear is 
critical to providing quality care during 
transitions. 

Driving Patient Engagement

Digital healthcare tools enable near-instant 
communication between patients, providers, 
and care teams. Digital tools make it easy for 
providers to send patient reminders keeping 
patients engaged with their health. 

Increasing Access

With the average wait time of 32 days for an 
appointment,(14) increased access speeds up 
the entire process, helping patients get the 
care they need faster. Providers can ask 
follow-up questions or share information with 
patients more quickly. 

Enhancing the Patient Experience

Patients' communication preferences and 
schedules vary quite a bit. Enabling digital 
communication provides patients with the 
added flexibility they need to meet their 
unique needs enhancing their experiences.

NEXT STEPS: 

Digital Solutions That Strengthen 
the Referral Process 
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The Benefits of Adopting Digital 
Referral Management Solutions 
Increase Patient Engagement 

Leveraging digital conversations keeps patients engaged with their care and can even attract 
new patients. Most patients today prefer having the option to communicate with their care 
teams digitally. Recent studies have found that 77% of patients prefer to interact with their 
provider digitally, and 80% report switching providers due to convenience (10).
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63%
 of referring physicians are 

not satisfied with the current 
referral process. (2)

Speeding up the Referral Process

The traditional patient referral process can 
take days to complete, and it can take up to 
30 days before the patient's next 
appointment. Digital communication solutions 
can significantly improve the coordination of 
care. Healthcare orgaznizations can experience 
referral appointments scheduled in minutes 
with the right digital tools, and the wait 
between appointments can also be reduced to 
less than a week.

Improving Patient 
Follow-Through

With nearly half of all referrals not being acted 
on, it is critically important to improve 
adherence by leveraging digital technologies 
that guide patients toward following through 
on their referrals. Digital technologies also 
ensure that all stakeholders in the care 
continuum are engaged and given the 
capability to participate in ensuring 
follow-through. 

Addressing Healthcare 
Inequities 

Digital communication tools such as chatbots 
and integrated referral solutions are helping 
healthcare organizations address inequities 
and close gaps in care. A recent study by the 
PEW research center found that low-income 
households are more likely to use mobile 
devices than other forms of tech, such as 
laptops or tablets. They rely on their devices to 
access the internet, check social media, or for 
other tasks such as online banking. Leveraging 
tools such as real-time integrated scheduling 
to enhance the referral process helps reach 
these communities by increasing access to 
care. 

Boost ROI

Enabling tools such as digital provider search 
and scheduling and automated reminders and 
notifications can significantly reduce referral 
management costs. Reducing admin tasks and 
speeding up the referral process significantly 
impacts operational efficiency. It also reduces 
the number of mistakes that need correcting. Read More on 

Healthcare Inequities
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Tips for Selecting a Technology Partner
How do you know which technology partner is the right fit? There is a wide variety of technology 
companies with different products and services, making it challenging to find the best option for 
your organization. However, there are several factors you can review to help you in your search. 

Built for Healthcare
Choose solutions that are designed specifically for healthcare organizations. 
These platforms and communication solutions will have offerings that more 
closely align with your organization's needs. 

Security and HIPAA Compliance
Select a partner that is certified and HIPAA-compliant. Selecting a partner 
with these qualifications will help you ensure that all information exchanges 
are protected and are up to date with all HIPAA regulations. 

Select an Enterprise Platform
Many technology companies have highly specific or niche offerings, adding to 
the fragmentation of data and patient experience. Choosing an enterprise 
solution enables us to solve multiple needs with a single solution. 

Validated Interoperability
Healthcare organizations have more than enough to do already, and adding yet 
another software that stands alone to an already overwhelming toolset doesn't 
help. It is critically important that these solutions are supported by all the 
most dominant EMRs but can also be incorporated seamlessly into your 
existing workflow and rules leveraging your existing technology infrastructure.

Customer Testimonials 
Reviewing testimonials or feedback from another customer is key. Look for 
case studies, testimonials, or any information shared from past customers. 
Reviewing customers' past experiences will help you get a clearer picture of 
what the company has done and determine if it aligns with your needs. 
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Cacluate Your ROI
Improving your referral process will ensure that you capture as many patients 
as possible. Review the following formula to see how much money you could 
be leaving on the table.

Estimate Your Monthly Patient Visits

Multiply the number of providers, the estimated visits per provider, and the 
total monthly working days. This will give you your monthly patient visits.

Estimate Reimbursement for each Patient

Find your average reimbursement per patient, this can change depending on 
your zip code.

Average Your Estimated ROI 

Multiply your totally monthly visits by the average reimbursements to get your 
final estimate for ROI for each month.

Calculate Your ROI
Scan the QR Code Below
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