
Fine-tuning the patient journey and your success 

Understanding your patients’ largest challenges then 

implementing tools and strategies to address those 

challenges will get you on the right path to success.

Why Improving the Patient 
Journey Is Worth Your Attention

The patient journey: 
why is it important?

Health care providers report that only 34% of patients are highly 
engaged. Improving the patient journey enables you to keep 
patients connected, happy and less likely to switch providers.

Increasing customer retention rates by as little as 5% is shown to 
increase profits from 25% to 95%. 

Happier customers are more likely to pay you on time, reducing 
the risk of slow receivables and bad debt. 
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How to improve the patient journey 

Focus on patient pain points. 

More than ½ of Americans avoid getting necessary 
medical care because of cost

Implement technology and tools that help patients 
feel supported in their largest challenges
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Improve cost transparency.

One of the best ways to gauge success is to have an 

open and ongoing dialogue with patients and staff.

Nearly all Americans (91%) agree that the cost of medical services 
should be as readily available as prices on a restaurant menu. 

Improve the patient journey by offering upfront, accurate estimates. 

Provide convenient processes 

and tools to increase engagement

Give patients the option of storing credit card information 
to automatically pay future bills 

Streamline payments by sending customers a text or email 
and allowing them to pay using their favorite device 

Patients who can’t pay the entire bill upfront can set up a 
customized and affordable payment plan

How to measure the patient 
journey and satisfaction

Make a list of the changes that you’re making and the 
specific items you plan to measure. 

Talk with your patients. Keep the lines of communication 
open. Survey frequently and collect feedback. 

Partner with staff to get feedback. Staff members talk with 
patients every day and regularly receive feedback about 
patient experience, the patient journey, and any new tools 
that you’ve implemented.

One of a practice’s most effective tools is focusing on the 
patient journey and the touchpoints that make that journey 
better. The result of managing this successfully allows you 
to help patients manage the stress of seeking care, have the 
ability to open your doors to more patients, and position 
your practice to thrive into the future. 
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