Better client engagement
through Better Clinics

About Better Clinics
Online practice management software for health and fitness professionals.
From scheduling to managing your finances – you can do it all on a single platform.
Visit betterclinicsapp.com to learn more.

Managing clients effectively can be the crux of any clinic or business.
If you are incredibly skilled at your job, have all the necessary qualifications
and a strong business model, you can easily fall into a comfortable stasis
when it comes to stoking and tending to your client base.
However, building strong engagement can be the cornerstone of business
growth.
Often, this can be achieved with the tools you already have at hand and
the client base which already exists in your Better Clinics solution or similar
practice management software.
That’s why we have created this guide as a way for professional clinic
owners to help better structure the way you engage with your clients to
generate higher cashflow, foster business growth and cultivate professional
satisfaction.
This guide is divided into three main sections for you to easily run through
in order through to check on your client engagement levels and see what
low hanging fruit you may have overlooked:
		Client management and your CRM
		Marketing and recapturing clients
		Creating a first-class client experience

Better client engagement through Better Clinics

3

Client management and your CRM
Within your Better Clinics booking solution, you have a lot more going on than the ability
to take and manage bookings.
The CRM (customer relationship management) function is the heart of your client
management toolkit and an indispensable aspect to managing a clinic. Having a fully
featured database of your clients and all available information in one place, ready for
action, is worth its weight in gold.
But what can you do within the Better Clinics CRM to boost client management?

Scheduling and contacts
To ensure you have every possible detail about your clients and their booking history,
their details are automatically loaded once they make an appointment.
Against each client record, you will have client appointment times, reminders, contact
numbers, email addresses, birthdays and other important information.
While basic, you should ensure your booking form captures all of the necessary information
the first time, every time. Your entire client management potential will hinge on this
collection of client data.

Client history including documents and attachments
To better know your customers and ensure you provide the most knowledgeable and
trusted advice and customer experience possible, make use of your solution’s integrated
clinical notes and document function.
This is indispensable to ‘knowing’ your clients and will bring dividends in customer service,
building trust in you and your clinic.
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Against each client you can add clinical notes and attach documents such as imaging
results, photos, body charts, consent forms and medical referrals.
Before each appointment, you can quickly reacquaint yourself with a client for a better
client experience.

Segmentation and customisation
Each clinic or business is unique, and you should make good use of
customised fields to capture specific and pertinent information.
The more information you have on your client, the better your connection
and ability to provide top notch service will be. This will also do wonders
for targeted communications and will make your client feel like they are
being talked to personally, which will increase their rapport with you.
Using custom fields also enhances your ability to segment your database. By
isolating fields such as ‘wrist injury’, you can then send marketing material
or relevant information to clients with shared experiences or interests.
This avoids spam and makes your client the focus of all communications.

Inbuilt reports and analytics
How well are you using your available client data within your CRM?
Client behavior and sales patterns are an important metric to get your head around if you
want to intelligently build client engagement.
You will likely have dead spots in your week – do you know when? You can find out by
using in-built analytics. You should be regularly creating these reports to understand
your busy times and additional learnings such as your least and most profitable clients.
Get smart with this knowledge and create marketing campaigns to target clients and
time slots – maybe you could offer a Friday discount? Perhaps you can offer deals to both
under and overperforming clients? Perhaps a social media campaign is in order?
Whatever your result, try and use analytics to better inform your marketing decisions.
Speaking of marketing.
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Marketing and recapturing clients
Ah the golden goose – returning clients.
It’s far easier (and cheaper) to generate return clients than it is to win new clients. Winning
new business, while remaining a primary focus, must be done in tandem with quality
engagement of existing clients.
The first step in increasing your client engagement and getting them to walk through your
door again is always marketing.
After you have won business through advertising and social media campaigns or created
enough goodwill from word of mouth, you need to actively tend to this client base by
marketing to them to ensure repeat business.
Once you have a digital cloud-based CRM record of your clients and all associated details,
you can easily segment and target them for marketing opportunities.

Brand your business as a winning business
Branding is the often overlooked cornerstone of client experience. It’s also the underpinning
basis for generating clientele and convincing them to return.
Quality and unique branding builds trust and recognition and will bring word of mouth
marketing.
Before you launch into client services, make sure your brand is solid across your website,
social channels, invoices, emails and physical clinic.
Inconsistent branding denotes unprofessionalism and decreases trust in your client base,
so be extremely aware of deploying a consistent brand to build strong client engagement.
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Dormant client reports
This is one of the most powerful and easily utilised tools in your Better Clinics solution to
recapture clients. Nothing beats regaining known clients to boost your cashflow and, of
course, most of the work is already done.
Make sure you periodically jump into your Better Clinics CRM to generate an automatic
dormant client report. Choose a time period such as three, six or 12 months and create
a report across your CRM records.
You now have a neat list of clients who engaged with you before and are likely to do so again.
Use this list to create a marketing campaign across social, email or SMS to re-engage them
and get some more boots in the door.
Get even smarter and segment this list into groups which can be targeted with even more
specific campaigns.

Email marketing
An extremely popular and widely deployed method for engaging a client base regularly
is email.
When you set up your clients initially through your booking form, it becomes clear how
important information capturing is when it comes to your ability to market. This speaks
to the above points of a well detailed CRM.
Initially this starts with a welcome email for new clients. Once an appointment is made,
ensure you have setup an attractive and warm email confirmation complete with an invoice
and all the contact details they need.
Make sure everything is on brand and professional. This is their first impression and it counts.

Email newsletters
Using the inbuilt email marketing function in Better Clinics is a great opportunity to
share discount and group offers, and to provide links to your social channels, blogs and
newsletters. All of this adds up to a more engaged and satisfied client, fully equipped and
informed ready to show up to their appointment.
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While regular communication is key to engagement and staying front of mind, be careful
not to ‘burn’ your clients with too much email spam or you may see unsubscribes – which
will hurt your marketing ability and drastically decreases your client engagement.

Email Segmentation
Another important aspect of your Better Clinic solution is the ability to segment your
CRM into email lists.
Maybe you have an email campaign setup for your new clients or maybe you send tips
and tricks or promotions to people who only use certain services. One size does not fit
all, so consider making lists to not burden or annoy your clients with unnecessary info.
If a client feels they are being treated generically with unnecessary information you will
decrease client engagement in your services.
Integrate with more advanced email solutions
While Better Clinics has a powerful inbuilt email marketing tool to send newsletters and
individual emails, some people prefer to use other email platforms.
If you are more familiar with email marketing tools such as Mailchimp or Campaign Monitor,
you can easily add integrations to these accounts within Better Clinics.
From there you can effortlessly automate emails and campaigns based on behaviours,
unique fields, preferences or previous appointment data and market your clinic very
effectively.

SMS marketing
The power of SMS is strangely underrated. When it comes to client engagement, however,
you should never go past the humble SMS.
Boasting incredibly high open and read rates (far above email) you could certainly do
worse. The potential downside is the personal nature of SMS so be wary of intrusiveness
through excessively messaging your client base.
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Achieved through your Better Clinics solution with your available CRM data, creating and
sending unique and mass SMS content is easy. To this end, we recommend using SMS
sparingly when marketing your services.
We strongly recommend using SMS specifically for reminders due to a high open rate
and quick style.
The power of an SMS reminder to decrease missed appointments and increase engagement
with your clinic’s services cannot be overstated, so ensure you have automated reminders
set up in your solution.
If you intend to use SMS for promotional marketing, make it simple and sparse. For
example: “Respond ‘yes’ to this text to receive 20% off your next session.”

Offer appointment packages
When marketing your clinic and services, we encourage you to offer appointment packages
for several reasons.
With software like Better Clinics you have the option to offer, say, 10 sessions as an
appointment pack. This has the obvious benefit of locked-in and dependable client volume
and cashflow.
Not only is your client prepaid and somewhat ‘locked in’, you also have the advantage of
taking payment upfront in a single invoice. As an added bonus, this will almost eliminate
no shows as well.
Furthermore, it’s a great chance to increase customer satisfaction by providing discounts
on your services to save them cash.
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Creating a first-class client experience
An incredibly important aspect of positive client engagement is the overall experience
you impart on your client, from their first appointment to their 100th.
Smooth processes, professional impressions, excellent customer service and clinic ‘feel’
are crucial to generating rapport and client confidence in you and your clinic.

Website and social media
When a client first approaches your clinic, they will likely do so through your website or
social channels. This is your chance to delight and engage them from the get-go.
If you want to increase traffic, customer experience, loyalty, cashflow and bookings, you
should do so by dominating the website and social game.
Firstly, make your booking form prominent and professional on both website and social
to form a sense of trust in your client.
To delight a client and make it a breeze to access your services, pay attention to clean
branding and good UX (User Experience). Your aim is to create a smooth and attractive
pathway with the least clicks possible to the end goal – a completed booking form.
Spend time on your online presence and ensure you have:
• A well branded website which inspires confidence.
• A prominent booking form to make the point of your site undeniable.
• A fast and modern site with easily navigated menus.
• Testimonials and staff information to generate trust.
• Clear service options and solutions.
• Engaging social channels with regular and original content.
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The front desk and clinic environment
Once they are in your door, the hard part might be over but here is where you really
engage your client.
Your front desk will be the last thing they experience when sorting out their payment
and/or booking a future session before they walk out the door. Make sure they have zero
reason to criticise your clinic.
This positive impression will lead to better sales, repeat business and word-of-mouth
marketing. Neglect it at your peril.
It’s the front desk’s job to make the client feel comfortable, answer questions and alleviate
complications.
You need to create a clinic environment which is both warm and professional, as well as
fit for purpose and well branded.

Think actively about
greeting

furniture, lighting and ambiance

procedure

branding

décor

punctuality

extras

At the end of the day, you need to be delighting your clients on the way in and the way
out. Everything should be built around this.

Client processes
As another portion of the client experience is the technical details of interaction and
processing. This involves additional detail collection, payment, documentation, software
use and enquiries. Think hard about how you can streamline this process and ensure
clarity and ease for your client.
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• If personal details are required, can you do this on a device instead of a paper form?
• Do your front desk staff have extensive knowledge of your business software, such as
Better Clinics, to deal with queries quickly and accurately?
• Do you have multiple payment types setup and all necessary software integrations to
link your payment/rebate systems?
• Is your booking software setup to easily rebook patients, send appointment reminders
and record notes on their file?
By paying close attention to these processes, you’ll impart a positive experience which
will pay dividends in repeat business, word-of-mouth marketing and excellent reviews.

Payment collection
Another important aspect of great client experience is payment collection.
Nobody loves to part with their cash, but to professionalise the process and make it easier
for the client, you can make use of Better Clinics integrations such as Stripe and Tyro.

Health claims and EFTPOS
Better Clinics integrates with major EFTPOS and health payments provider Tyro. Once
connected, you can seamlessly submit your health fund claims to be assessed in 4.5
seconds.
It also doubles as an EFTPOS terminal, meaning you can give immediate rebates on
services, collect payments against all major credit cards and get your client out the door
in seconds. This undoubtedly creates an excellent customer experience.

Online payments
Clients these days almost expect online payment options and you would be well placed
to provide this experience for your clients.
Better Clinics integrates with leading online payment service provider Stripe, so your
customers can pay for their appointments through your website when they book.
This not only unburdens the in-person clinic experience for your client and provides
choice, it also virtually eliminates no-shows. You can also include a handy PAY NOW
button on PDF invoices for quick client payment.
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Conclusion
By working your way through this guide, using nothing more
than your Better Clinics solution and a bit of elbow grease,
you should be able to find aspects of client engagement
you were perhaps overlooking.
Pluck some low hanging fruit from this guide and get the
most out of your existing system to ensure repeat business,
positive reviews, increased cashflow and enhanced
prominence in your industry.
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