


INTRODUCTION	



24 years in the 
service industry 


+	ALFIE	=	25	YEARS		



Pa3ent Reten3on

Nicole	Montgomery	





If	you	take	only	ONE	thing	away	
from	that	video,	we	hope	it	is,		

Customer	RetenKon	comes	
from	within	your	clinic/
business.		

Nicole	Montgomery	RN	



• Most	clinics	Ignore	CX	&	
Reten2on	strategies		
• We	have	had	a	string	of	crazy	
paKents		

• Our	marketer	let	us	down		
•  It’s	our	compeKtors	sabotaging	
us		

• We	haven’t	had	enough	training	
•  I	don’t	get	paid	for	overKme	
• The	KPI’s	are	unachieveable		

The	UGLY	Truth	

Nicole	Montgomery	RN	



•  Customer	lifeKme	value	(or	CLTV)	measures	the	profit	your	business	makes	from	any	given	customer.		

•  CLTV	is	the	single	most	important	metric	for	understanding	your	customers.	

CLTV	helps	you	make	important	business	decisions	about	sales,	markeKng,	product	
development,	and	customer	support.		



HOW?




PosiKve	touchpoints	-	posiKve	interacKons	that	will	be	enough	to	keep	your	paKents	loyal,	despite	the	
occasional,	and	for	some	inevitable,	poor	experience.	Client	relaKonships	should	be	one	of	the	key	focuses	of	

your	pracKce.	



Make Appointment 
Scheduling A Breeze




Sit In Your Own Wai3ng 
Room For 30 Minutes




Provide ample parking




According	to	the	NaKonal	Survey	from	the	
Health	Policy	InsKtute	of	the	American	Dental	
AssociaKon,	Why	Adults	Forego	Dental	Care,	40	
percent	of	adults	don’t	seek	dental	care	due	to	
the	cost.	







Try being open during 3mes that no one else in town 
is. 




ASK FORFEEDBACK




EDUCATE YOUR COMMUNITY




UTILISE YOUR STAFF





