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How to Reduce
Patient Churn ana
Keep Patients
Engagea

A practical guide for healthcare organizations
focused on retention and long-term patient
relationships




Introduction:

The Revenue Problem That Most
Organizations Underestimate

Patient churn is one of the most significant
and least tracked revenue problems in A 5% improvement in patient

healthcare. retention can Increase revenue
- | significantly. The operational
Most organizations measure how many new patients . ‘
they acquire each month. Fewer measure how many levers that drive retention are
established patients quietly stop returning — and E rge[y d|g|ta[ — and they start
hat th . .
what that costs the moment a patient leaves the

The economics are straightforward. A patient who €Xam room.
returns for ongoing care, follows through on referrals,
completes preventive screenings, and stays
connected to their care team is worth significantly
more revenue over time than a patient who visits

once and moves on.

The cost of keeping an existing patient engaged is far
lower than the cost of acquiring a new one to replace
them.

This guide addresses the operational decisions that
determine whether patients stay connected after the
first visit — and what healthcare organizations can do
to improve retention without adding headcount or
changing their clinical model.
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Chapter 1:

Why Patients Stop Returning

Patient churn is rarely caused by dissatisfaction with clinical care. Research consistently shows
that the primary drivers of patient attrition are operational and experiential — patients leave
because the administrative experience is inconvenient, because they feel disconnected between
Visits, or because a competitor made it easier to access care.

The most common reasons patients stop returning:

Difficulty scheduling a follow-up or next appointment

No reminder or proactive outreach after the visit

Feeling forgotten between visits — no communication from the practice until the next problem occurs

Feeling forgotten between visits — no communication from the practice until the next problem occurs

Administrative friction — phone queues, paper forms, billing confusion

A competitor offers an easier access experience

Moving to a new location and defaulting to the most accessible option there

The clinical relationship is rarely the issue.

The operational relationship — how easy it is to stay

connected — is where retention is won or lost.

Organizations that make it easy to stay connected It costs 3x more to acquire a

between visits retain patients at significantly higher new patient than to retain an

rates than those that only engage at the point of care. .
existing one
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Chapter 2:

The Patient Journey After the Visit

Most patient engagement strategies are designed around the visit. The pre-visit window is
optimized for scheduling and intake. The visit itself is optimized for clinical efficiency. But the
post-visit window — where retention is actually determined — is often left to chance.

A patient who leaves a visit without a clear next step, without a follow-up mechanism, and without any proactive
communication from the practice is a patient at risk of not returning. The absence of engagement after a visit is itself a

message — and patients read it.

What the post-visit journey The patients most likely to
should look like: churn are the ones you are
not communicating with
@ Immediate post-visit: Visit summary, care 5 .
instructions, and next steps delivered between V|S|tS- The ﬂX 1S nOt
igitally more staff. It is a structured
@ Days 3-7: Follow- hecki .
thaey;atientf)pfc\)/v mupFEirr?ge: f]&;/gc? uisteacn cljri]r%gon p OSt_VI S It € ngage me nt
tems workflow.

Ongoing: Appointment reminders, care
gap outreach, preventive care prompts,

prescription reminders o , , o
This is not high-touch concierge medicine.

Between visits: Secure messaging channel These are automated, structured workflows that require
the patient can use when questions come no manual staff action per patient. The operational
up

investment is in setting them up correctly — the

@ Before the next visit: Pre-visit intake execution is systematic.
triggered early to maintain the connection
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Chapter 3:

Five Strategies to Improve
Patient Retention

1: Send Structured Post-Visit Follow-Up 4: Make Returning Easy
A post-visit message — sent within 24 hours — that The second appointment is often the hardest to schedule.
summarizes the visit, confirms next steps, and provides a Patients who had a good first visit but find the return
direct line for questions is one of the highest-impact booking process inconvenient simply do not return. The
retention interventions available. It signals to the patient scheduling experience for existing patients should be even
that the practice is engaged in their care beyond the easier than for new patients — faster, pre-populated with
appointment. their information, and accessible whenever they are ready.
This message does not need to be lengthy or clinical. It can Practices that offer direct follow-up booking at the point of
include: a brief summary of what was discussed, any action care — where the next appointment is scheduled before the
items for the patient, a reminder of the next scheduled patient leaves — have significantly lower attrition rates than
appointment if one was booked, and a link to message the those that rely on the patient to initiate the return.
care team with questions. The goal is continuity of contact,
not clinical documentation. 5. Measure Retention by Patient Segment

Retention is not uniform across a patient population.
2. Automate Appointment Recall and Care Gap Outreach New patients churn at higher rates than established ones.
Many patients do not return for follow-up appointments, Patients with chronic conditions have different engagement
annual preventive care, or chronic condition management patterns than those seeking episodic care. Behavioral health
visits because nobody reminds them. Automated recall patients require different communication cadences than
campaigns — triggered by care plan timelines, visit history, or urgent care visitors.

population health data — close this gap without requiring

manual staff effort. Tracking retention rates by patient segment reveals where

the highest-impact interventions should be focused.

For patients due for an annual physical, a chronic condition A practice that loses 40% of new patients after the first visit
follow-up, or a preventive screening, a proactive outreach has a different problem than one that retains new patients
message with a direct scheduling link'is often all that is well but loses chronic condition patients after six months.

needed. The patient had every intention of returning —
they simply did not have a trigger to act.

3. Keep Communication Open Between Visits
Patients who have a way to communicate with their care

team between visits — to ask a quick question, share a * « Patient Info
concern, or request a prescription refill — are more likely to |
remain engaged with that practice than those who must call Please complete profile
during business hours and navigate a phone queue. Health Plan

AETNA BETTER HEALTH OF NEW

Secure messaging is the most direct retention tool available YORK

for the post-visit window. It keeps the patient connected,
reduces unnecessary follow-up visits, and signals that the
practice is accessible. It also surfaces clinical concerns early — = -
before they become urgent enough to drive the patient to an TR o (ETT=E
alternative provider. /2

INSURANCE (OPTIONAL)

PATIENT/GUARDIAN ID (OPTIONAL)
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Chapter 4:

What Good Patient Retention
| ooks Like

What the post-visit journey should look like:

Post-visit communication is automated and consistent — not dependent on individual staff follow-through
Patients have a direct, secure channel to communicate with their care team between visits

Recall and preventive care outreach is systematic — triggered by care plan logic, not manual list review
Next appointments are booked before patients leave — or the follow-up trigger is set at point of care

Retention metrics are tracked by segment — new vs. established, by care type, by provider

Patient portal or app adoption is measured as a retention indicator — engaged portal users return at
higher rates

These are operational characteristics, not clinical ones. They are achievable with the right platform and workflow

design — regardless of specialty, size, or care model.
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Patient Retention

Readiness Checklist

Use this checklist to identify gaps in your current post-visit engagement and retention workflow.

Post-visit Communication

D Visit summaries and care instructions are delivered digitally after appointments
|:| A post-visit follow-up message is sent within 24-48 hours of each appointment

|:| Patients receive next steps and action items in writing after the visit

Recall and outreach

|:| Annual and preventive care recall outreach is automated
|:| Chronic condition follow-up reminders are triggered by care plan timelines

|:| Care gap campaigns reach patients before they become overdue

Between-visit Engagement

|:| Patients have a secure, HIPAA-compliant channel to message the care team
|:| Message response times are tracked and within acceptable windows

|:| Remote patient monitoring is available for patients requiring between-visit data

Return Scheduling

|:| Follow-up appointments are scheduled before the patient leaves when clinically indicated
|:| Returning patients can self-schedule without staff intervention

|:| Patients receive scheduling links in post-visit and recall communications

Measurement

|:| Patient retention rate is tracked monthly
|:| Retention is tracked by segment (new vs. established, by care type)

|:| Patient portal and app adoption is measured as a retention proxy
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See How Healthfully Supports Patient Retention

Healthtully connects post-visit follow-up, secure messaging, care gap
outreach, and automated recall in one platform — giving healthcare
organizations the tools to keep patients engaged between every Visit.

BOOK A DEMO



https://www.healthfully.io/book-demo

