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In Brief 

• Lower cost 

• Increased “recall” rate 

• Increase patient retention 

• Increase staff productivity 

 

Background 

During discussion time at the AGM/Shareholders meeting Michael White said that are now pre-booking 

close to 100% of their patients.  Nick Burberry has been doing this for a number of years and as a 

consequence has an extremely high recall rate. 

 

Michael’s comment prompted a high level of interest which resulted in this Case Study outlining the 

experiences of the 2 practices. 

 

One of the most critical drivers of practice success is the Recall Rate.  A high recall rate is indicative of a 

strong and healthy practice with patients/clients returning repeatedly, the converse of which is that losses 

are limited.  Acquiring clients is very expensive and focus should largely be on retention.   

 

New patients can be sourced through a variety of channels, but even here existing patients will contribute 

through word of mouth and referral options.  A high NPS should results in higher referral levels. (Net 

Promoter Score measures customer experience and predicts business growth) 

 

Recall Systems 

• Letters:  traditionally been via letters and this is now expensive and not particularly productive 

• Email:  these can be easily ignored 

• Text:  Still requires a fair amount of admin and ensuring that 

• Telephone: call to make an appointment 

• Pre-book:  Book them now for their next examination  

• Combination 

 

Nick Burberry has been using the process laid out at the end of the document since 2016. 

Definition: Pre-Bookings 

This is booking a client into your PMS system now, at the time of their current appointment, for their next 

appointment. 
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Why Pre-bookings 

• Commitment locks them in, expectation i.e. this is what we do, the norm.  

• Builds the expectation of regular consults and eye health examinations. 

• Results in a more robust appointment scheduling system compared to traditional reminder 

letter system 

• Simple, inexpensive 

• No reliance on costly and dying postal service 

• Improved return (recall) statistic, reduced lapsed patients 

• Better alignment with our duty of care 

• Commonly used concept used by ophthalmology and other health and non-health services 

Hurdles for implementation 

• None, other than remembering to do it.  

▪ 12 months is easy, 2 years is slightly more challenging 

▪ Every pre-book is one less recall to chase. 

• Mostly staff related because of resistance to change 

• Minimal patient resistance if any 

Training  

• Terminology - use the right words, this is very important to manage the process in such a way 

that the Px does not feel boxed or that this is no flexibility 

▪ Make it a statement/fait accompli e.g.  

 "What is a good time for you to schedule the next appointment? We will contact you 

closer to the time.  Have a nice day.” 

 “Your next examination would be in 2 years, what time will be best for you” 

 “Let's book you in for next year, when’s a good time for you?” 

 

▪ Don’t tell them you’ve scheduled it, that gets people’s backs up 

▪ Do not ask the closed question 'Would you like to book an appointment for next year?', 

because when they default like most people to “no” you have no room to go anywhere else. 

 Avoid the word “just” 

• https://www.businessinsider.com/former-google-exec-says-this-word-can-damage-

your-credibility-2015-6?IR=T 

• Making it part of the dispense/payment process. 

• Management of change with new processes 

• All staff involved to support the process 

• Visique Whakatane 

▪ All non-appointed patients continue to receive recall letters via email or post 

• For On High/Main 

▪ it’s a phone call, then an email, then a text and then another phone call all about a week 

apart.  

▪ No more mail at all.  

▪ Phone, email, call back people you LM but don’t leave another msg, then text.  

▪ Our emails say in the first paragraph that there’s a hotlink at the bottom so they can book 

online and asks them to keep the email handy. 

https://www.businessinsider.com/former-google-exec-says-this-word-can-damage-your-credibility-2015-6?IR=T
https://www.businessinsider.com/former-google-exec-says-this-word-can-damage-your-credibility-2015-6?IR=T
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Process  

• Treat it as routine, almost that we're doing them a favour - one less thing you have to worry 

about.  

• Reassure them that it is not written in stone i.e. we'll contact you a few weeks beforehand to 

make sure the time and day still suit and we can tweak it as necessary. 

• Optometrist concludes the consultation action plan by communicating to patient when to be 

next examined and why 

• The return time (e.g. 12 months) is communicated to reception in order to schedule this 

appointment on the practice management appointment software 

• Reception re-confirms verbally to patient that xxxxx (the optometrist) wants to see you again in 

xx months, and then... "What time would be best for you to schedule this appointment?  We 

will contact you closer to the time.  Have a nice day." 

• For appointments scheduled in 30 days or less a card with written appointment details is given 

to patient  

• Each day reception looks at the appointments for the following working day and sends a patient 

preferred communication (most often a text message, sometimes email or phone call) to all 

patients reminding the appointment day and time, excluding those recently appointed within 2 

days 

• Each day reception looks at the appointments on the day two week ahead and makes text 

contact with all patients reminding the appointment day and time to confirm if this is 

convenient for them, re-arranges appointment if necessary, offer a reminder text to be sent the 

day before after checking on their up-to-date mobile number, excluding those appointments 

that were scheduled in the past 30 days.   

• If they haven’t responded by the next day start calling and emailing. If 1 week out there is still 

no response take the appointment out to ensure there is no show. 

• If unable to make phone contact after successive attempts, then appointment is pushed 

forward two weeks.   

• If further unable to make phone contact, then patient recall letter is emailed or posted out.  On 

High/Main no longer do mail. 

Benefits 

• Time and energy!  

• No generating recall lists and ringing and emailing and texting and ringing and chasing 

• Higher percentage of success as it's done when they're already in the 'eyecare mode'.  

Supporting Assets 

• Patient traveler form (see attachment) 

• Pre-printed form, practice management software prints top 1/3 with patient details 

• Office use box contains action plan options, consultation types, and review options in months 

for optometrist to circle 

Implementation Process 

• Lead discussion that this will be the new method 

• Develop a training guideline for the process 

• Develop your own terminology and tweak as required 

• Hold feedback sessions on lessons, problems and solutions 

• Measure and monitor 
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Cost 

• Zip. Bearing in mind you need to be sensible and don't block book out a day a year in advance, 

scatter them a bit. 

• No extra costs 

Conclusion 

Pre-booking vs chasing recalls = no-brainer.  

Measuring Success 

Some work needs to be done in this area to find a method of measuring the success rate which will now be 

different to the existing recall success rate. 

A component of this will be measuring the number of bookings that you have for future months as 

expressed as a % of the maximum number of appointments that you would have for that month. 

Nick’s Process from 2016 
We now call (partly because that gets the best strike rate and we are trying to preferentially book another 

optometrists) then text then email then call again all a week apart.  No mail.  The text with the booking link in it is 

having some effect and simply another communication means that people are responding to more.  

You can use Optomate to generate a marketing list for the text messages for the most common recalls e.g. 24 35+ so 

you can batch send the text messages, rather than one by one. 

 

Step What
When

Prior to Due Month
How

1
Produce and Check 

Recall List
1 Month

1 month prior to month that recalls are due the list is produced and vetted i.e. 

phones checked in white pages, rung to ensure works and make sure where possible 

that postal address matches phone

Getting harder with mobile only hence the emphasis on getting email addresses.

2 Call Clients 3 weeks

3 weeks prior to month due client is called on home and mobile to make an appt.

Done in the right way this is surprisingly highly successful.

Some months the majority get booked some months very few.

3 Email & Mail Recall 2 weeks

2 weeks prior to due month due the recall is printed to pdf, then content is copied 

and emailed to all those who have an email address.

Physically posted to those who don't have email.

4 Call Client Due
At month due get another phone call as per 1 if they have not repsonded to the 

recall letter

NB Pre-Book At their Appointment
Pre-Book them for their 12 month or 2 year next consult when in the practice.

Get them to put it into their diary and send a follow up email appointment
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Patient Traveller Form 

 


