
Improving 
The Patient Experience 
at Every Touchpoint
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Practices of all sizes struggle with attracting and retaining patients. Patients have more healthcare 
options than ever – and when they grow dissatisfied, they are likely to switch to a new practice. 
Research has found that 81% of consumers are not satisfied with their healthcare experience. At 
the same time, 63% of healthcare organizations believe they are delivering on patient care. 
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Reshaping your practice’s strategy to focus more heavily on patient experience increases both the 
patient and workplace satisfaction while improving your overall reputation. The patient experience 
starts long before patients set foot in your office, so it’s critical to focus on all touchpoints, 
including before the visit, during the visit and after the visit. 
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Creating a Positive Patient Experience 
Before The Visit
Patients are forming opinions about your practice long before their first visit to your office. From 
the first review they read online to phone interactions with staff to appointment reminders they 
receive in the mail or by phone, every touchpoint makes an impact. Start the journey off on the 
right foot by creating an easy, friendly and intuitive experience from the beginning. Here are a few 
suggestions to simplify the patient experience. 

Make it easy for patients to find you 

Claim your online profiles, and update them with 
relevant details about your practice, including office 
hours, location and other important information. 

Add your website link to all profiles.

Create a user-friendly website 
experience 

Improve the patient experience with simplified website navigation that allows people to find 
important information, such as a page introducing your team members, a services page, and 
a page listing hours of operation and contact information. On the contact page, make sure to 
include outside and inside photos of your practice. The photos of the exterior make it easier to 
recognize and find your practice if the patient has never visited the location. 

Add financing and payment options to the website 

Many patients struggle to afford paying out-of-pocket expenses. 

~40%
of Americans have difficulty coming up with $400 for an 
unexpected expense.
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Encourage patients to visit your practice by highlighting flexible financing options on your website. 
Offering these programs helps open your doors to more patients and speeds up the payment 
cycle.

Provide cost transparency prior to the 
patient arriving 

If your practice has knowledge of which procedure the 
patient is coming into your office for when scheduling the 
visit, provide them with an estimate of their financial 
responsibility in advance. 

This will help the patient to understand what to expect 
financially and to determine how they will plan to pay for 
their procedure. Your practice should also explain the 
different payment and financing plans that are available 
before the patient’s first visit to increase transparency 
and ultimately, their happiness with your practice. 

Make paperwork and financial policies easy to understand 

65%

77%

of patients report wanting more transparency in their 
medical bills.

of patients say the cost of care is unpredictable.

Patients need to know your financial policies in advance and understand payment options available 
to them for larger balances.

Giving patients a positive first impression of your practice will start things off on the right foot once 
they arrive at your location. But you’ll also want to put processes in place to keep that momentum 
going once they check in with your staff and visit the doctor. 
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Creating a Positive Patient Experience 
During The Visit
Ideally, patients arrive at your practice already feeling good about their experience. Perceptions 
about your practice go far beyond interactions with the doctor, however, and extend to 
communication with the staff, ease of technology and flexibility in paying for services. Consider 

taking a few actions to enhance these experiences. 

Calculate the cost of 
care in real time 

To create more transparency and 
prevent miscommunications about 
the cost of services, give patients 
an accurate, real-time view of their 
financial responsibility. Discussing 
the cost of services sooner enables 
a smoother process and speeds 
up the revenue cycle with faster 
payments.

Empower patients to pay faster 

Practices have a 70% chance of receiving payment at the time of

service, compared with only a 30% chance of successfully collecting

it after a patient leaves the practice.
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Allow patients to settle balances faster using a smartphone or mobile device. Send patients a bill 
via text message or email, and enable them to instantly pay bills or even set up a personalized 
payment plan.

Give patients flexible financing options 

Help patients get access to the healthcare services they need and want. Out-of-pocket spending for 
patients with medical coverage has nearly doubled since 2007.  Give patients a transparent view 
of costs, but then follow up with inclusive financing options that are designed to fit their individual 
budgets. 

At this point, you’ve implemented tools and strategies to create a more seamless experience 
before the visit and during the visit. After the patient leaves your office, it’s important to keep that 
positive experience going with communication, resources, and tools that make managing care and 
its costs easier.
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Creating a Positive Patient Experience 
After The Visit
Even if you’ve done a good job with the patient experience up to this point, there are still 
opportunities for pitfalls after the patient leaves your office. A good example is when patients 
understand their financial responsibility, but circumstances change and they can no longer afford 
to pay the entire balance. Another example is when patients with a high deductible can’t afford 
to pay their portion of costs and feel frustrated with the situation. 

At this point, it’s important to follow up with tools and resources that make patients’ lives easier. 
The following are a few considerations for improving that experience. 

Communicate with patients using a variety of mediums 

Offer a variety of channels to connect with patients, such as text messaging, 
email, mailed statements, direct mail and phone calls. Patients want to hear from 
you, but they want that communication on their terms. Share useful resources, 
such as reminding patients about personalized payment options or their ability 
to view and pay bills from the convenience of their smartphones or tablets.

Conduct surveys and implement feedback 

Most healthcare organizations (82%) conduct patient satisfaction surveys. Gathering the data is the 
first step, but it’s what practices do with that data that is important. Consider sharing results with 
your team and establishing clear patient experience expectations with every team member based 
on that feedback. Let patients know that their concerns and feedback are heard. 

Respond quickly to online feedback 

Monitor your online presence on social media sites, and respond 
to positive and negative feedback promptly. Thank everyone who 
leaves feedback for their reviews, and mention any improvements 
that you’re planning to make based on negative feedback. 

Keeping patients engaged throughout every part of their journey ensures a seamless and positive 
patient experience. But in addition to using these strategies, it’s important to have the right 
technologies and tools to support more meaningful customer engagement. 
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How to Create a Positive Patient Experience 
With ClearGage

ClearGage helps practices optimize the patient experience 

You can provide patients with personalized payment solutions designed to empower them to 
take control of their medical bills. With an all-in-one patient payment and financing platform, your 
practice gets paid faster and more frequently. We can help you achieve the following goals.

Deliver estimates that provide 
greater clarity 

Provide your patients with accurate estimates 
of their financial responsibility at the time 
of service. These estimates are designed 
to provide greater visibility, allowing 
patients to fully understand their bills – 
and enroll in a practice-approved plan if 
needed.

Increase the number of 
payments at the time of service 

Get paid faster by enabling online payments. Connect 
with patients on the go and get paid quickly by allowing 
patients to pay via mobile devices or tablets. Patients can also make 
payments at their convenience through a fully customizable, practice-branded portal.

Help patients get access to care with patient financing 

Promote practice growth by opening the doors to more people who want treatment but don’t 
think they can afford care. Increase cash flow and get paid upfront through personalized financing 
options. 



Build a stronger practice with streamlined communication 

Nurture patient relationships through a smart, innovative patient engagement platform. The 
ClearGage system is strategically designed to nurture relationships at critical points throughout 
the patient journey. For example, for patients who have a large unpaid balance, you can send a 
friendly email reminding them about flexible and personalized payment options.

We help practices grow patient revenue, by providing the tools and resources 

that patients need most, such as financing and flexible payment options. This 

improved experience increases patient satisfaction, encourages positive word-of-

mouth and helps maximize practice revenue.

For more information

Call us: (877) 838-1148

www.cleargage.com

100% approval rates

which means that all patients are approved, regardless of credit score.

ClearGage enables practices to offer




