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What is Reactivation?
Reactivation is the implementation of a process that allows you to keep in contact with past
patients who have not been in the office in over 30 days.

Reactivation follows the Recall System

Missed fecall Feactivation
Appointment Upto30days Elhi:L:an /

Follow a Simple Schedule for Reactivation Outflow:
¢ Prevent patients from falling through the cracks
e Keep patients on the right track to maintaining their health and wellness
¢ Maintain practice volume and create referrals of new patient cases

Implementing Reactivation

The first week of every month - Pull the Reactivation Lists
Based on the Date of Last Services

Pull Three Categories

31-60 days

61-150 days

151-days and back (suggested 2 years)

Scrub the Lists
Make sure the lists consist of the desired and correct patients to reactivate.

Notes
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SUNDAY MONDAY TUESDAY WEDMNESDAY THURSDAY FRIDAY SATURDAY

Fomail 151-back

Sample

Date of Last Services 31-60 days

Mail the 31-60 day Reactivation Letter

Dear ,

Your health is our top priority, and we can’t help you meet your health and wellness goals if we don’t see you. It's
been more than a month since we've seen you, and we miss you.

At ABC Healthcare, you are an individual, not just a medical chart or a case number. Our dedicated professionals

are here to create a program just for you. We want to do all we can to help you get and stay healthy!

Our integrated approach combining medical, physical therapy, and chiropractic care allows us to develop a

program that fits your lifestyle and personal goals.

When we last saw you, you were working hard to improve your health. Don't let that effort go to waste. Together,
we can make the journey to a healthier you. Call us to discuss how we can help you achieve your health goals and
answer any questions you may have.

We look forward to seeing you again soon!

In Good Health,

The Staff at ABC Healthcare
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31-60 Day Insert
e New Profit Center

e New Provider

e Internal Event
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¢ An Invitation Back with a Special Offer
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Week One is Now Complete

SUNDAY MONDAY TUESDAY WEDNESDAY THURSDAY FRIDAY SATURDAY
1 = 3 i
[ & 1 ] 2 14 i
Puall 30-640, 61150,
1 50-back Scrub Lists
Reactivation lists
Masl 30-60 day betrer
1 L JE| JE] 1o I 18
360 Follow Up Ml 61-150

Phisne Call Postreard

(rorate cands)

Emaal 151-back

Sample

Notes
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SUNDAY MOMNDAY TUESDAY WEDNESDAY THURSDAY FRIDAY SATURDAY
1 3 i
1 11
Puall 30-600, 61150,
150-back Serub Lists
Reactmatmon hsis
Mg 31-60 dav kerter
la L] P! 12 1o e d 1B

31-60 Follow Up Adail 61-150
Phone Call Posrcard

Email 151-back

Sample

31-60 Follow Up Phone Call

Standard

Hi, this is Lori calling from ABC Healthcare. How are you today? (wait for answer) I am calling to see if
you received the letter that we sent you last week.

Custom
We were talking and we miss seeing you in the office. We have added service since

you've been in and I would love to have you come in and take a look.

Or

I was just calling to tell you that we miss seeing you in the office and during the month of June we are
going to have a complimentary nutritional consultation for all of our patients.

Customize this to your office concerning the new services or offer.
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Mail the 61-150 Day Postcard
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Patient will receive 5 Professional Con-
tacts within the 31-150

- Letter

- Follow Up Phone Call

- 3 Postcards

It Doesn’t Matter What Order the Patient
Receives the Postcards In

6
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January February March
Mo Tu We Th Fr Sa Su Mo Tu We Th Fr Sa Su Mo Tu We Th Fr Sa Su
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SUNDAY MONDAY TUESDAY WEDNESDAY THURSDAY FRIDAY SATURDAY
1 4 4
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Pull 301-640, 61-150,
150-back Scrub Lists
Resctrvation lists
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151-Back Email
Keep it simple and convert the insert you used in week one into an electronic format and use this as
your email. Just like the insert, the email can be informational, educational, or direct response.

Once You Start the Reactivation Process, you never stop!
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You Have Now Been in Contact With Your Past Patients 6 Times:
- Mailing with Insert

- Follow Up Phone Call

- 3 Postcards

- Email

Specialty Reactivation

Done Bimonthly or Quarterly

- Based on your office and area of specialty
- The desired insurance demographic

Who do you want to reactivate?
Specific conditions?

Medicare Patients?

Specific insurance companies?

ARE YOU SUFFERING oz REWARD YOUR STAFF
KNEE PAIN? with a

IF YOUu $UFFIHM
@MI‘H Pain & Swelling (3] Loss OF Flexibility
& Tenderness (5} Grating Semsations
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Regain cantred of your life and say goodbys
to kraa pan bhe sonsurgical wayl
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& Wirvae el St
 fpuicnn Facikty With 160
Degres Views
« Colabonative Team Of Dedicated
Practitioners & Doctors
PHYSIO =« LOGIC

409 Fulton St., 2nd Floor 718-260-1000

e [T (T

Entrance on Wilssghty 2

Specialty Homework:
What are the areas of specialty in the practice?
Who do you want to reactivate?
How often are you going to do a specialty reactivation?
Monthly? Bimonthly? Quarterly?
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When the Patient Calls or Comes Back in to Reactivate

Process the Patient
Track the Patient
Reactivation Intake Update

MNAME
ADDRESS
HOME EHONE #

WORK #:

EMLAIL

DATE

CELL PHOME #.

DoAa

Reasan lor Refuming: | | Mainfenance Adjustment

[ ] Mew Condifion Flieare descrnibe

[ ] Flave Up of Ola Condition
[ ] Pain Scalke Plecaye ook ome;

Hove you $&en anoer dochor concerning is condiion?

I yes, name of dochor and office:

Have you been injured since your last visht? Yes

Il yoi. ploase crcke; In on aulo oocicent On e job

Health Insurance

Do you haove medical nswrance? et _ NO

Inswance Company

Has your Health insurance Company of Coverage chonged shoe your los! vish?

I yes. plecse iV oul informahlion Below:

Pleaie e

| 2 3 4 5 & i ] g 10

___Yes _ No

MNO
Dale of Accident;
Do you have Madicore? _ Yes _ NO
Type of indurance (oicia):  HMO FPO POS
_¥es N

9

Policy # Group #
Phone &
Policy Holder's Name
Iow DOB
Employer
P ] LE ©2015 Profitable Practice Strategies. 2222 East Carson Street, Pittsburgh, PA 15203
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Collect/Confirm the Demographic Information

MNAME DATE
ADDRESS
HOME PHOMNE # WORK #: CEL PHOME #:
EMAN DOa
Reason for Refuming: | | Mainfenance Adjustment
[ ] Mew Condition Feease gescnbe
[ | Flore Up of Old Condition  Please descrbe
[ ] Pain Scale Plecse cicle cne: | 2 3 4 5 & 7 8B 9 10
Hove you seen anofer dochor conceming this condiion? ___Yes __ No
I yes. name of doctor and office:
Hove you baen injwed since your last vigt?  ___Yes _ No
I yes, plocss circle: In on aulo cccident On Me job Date of Accident:
Health Insurance
Do you have medical inswance? __ Yes Mo Do you have Medicare? Yes No

INSwrance Company

Type of insurance (cicke]:  HMO FPO POS

Has your Health nsurance Company of Coverage changed sihee your lash vist?  _ Yes No

I yes. plecse MV oul informahon Below:

10

Policy # Group #
Phone #
Policy Holder's Name
1D¥ DOB
Employer
[ ] P 1 LE ©2015 Profitable Practice Strategies. 2222 East Carson Street, Pittsburgh, PA 15203
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Ask Questions Concerning the Patient’s Condition to Properly Schedule the Patient

MANME DATE
ADDRESS

HOME PHONE ¢ WIORK #: CELL PHONE ¢
EMAN DoB

Reason for Refuming: | | Mainlenance Adfustment

[ ] Mew Condifion Feeare dewcribe

[ |' Fiewe Un of O Concihion Paie chge il

[ ] Pain Scalke Plecase cicks ore; | 2 3 4 5 & 7 B 9 10
HOVE you 28en anaher Qo ior CONCEMNg s conaifion? _— Yég MO

M ye name Of dochor and office

Hove you badn njwed since your kst viste Yes MO

T yos. plegse crcle: In on aulo occkdent On e job Date ol Acciden!

Health Insurance

Do you howve madical nswomce? Yo MO Do you hove Madicore? Yig MO
nfurancd C.::rr.{f;r:y T:..'r.‘t'.' of Insurance [Circhka); HAO FPOQ POS
Has your Haalth insurance Company of Coverage changed dnce your lad! vighe et MO

I yos. plecse MV oul informahion Below:

Policy # Group #
Phone &

Policy Holder's Name

1D¥ DOB
Employer

If the patient is calling because of a flare up of a condition, ask them to describe the pain on a scale of 1-10.
If the patient describes the pain as a 5 or higher, treat the patient as a new patient when scheduling.

If the pain is lower than 5 on the scale, the patient will be treated as a reevaluation when scheduling.

If it is @ new condition, ask the patient to describe the condition.

If the patient is calling for a maintenance visit or adjustment, mark and schedule accordingly.

According to your practices time frame for these visits, you will now know whether to schedule for a:
Reevaluation
New Patient

Maintenance Adjustment 11
(‘Eir PROFITRABLE ©2015 Profitable Practice Strategies. 2222 East Carson Street, Pittsburgh, PA 15203
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Collect/Confirm Health Insurance Information

MAME
ADDRESS
HOME PHONE #

WORK #:

EMEAIL

CELL PHOME #.

DoAa

Reamon for Retuming: | | Manfenaonce Aajustment
[ ] New Condifion Fesgre dezcnbe

[ ] Flare Up of Old Condition
[ ] Pan Scale Pleae cicle one: |
Hove you seen anofer dochar concerning s condiion?

I yes, nome of dochor and office:

Pl el

Hove you been injured since your losh vish e MNO

Yes

i yes. please circle: In on aufo occicent On e job

Health Insurance

Do you have medical nstrance?d _ Tées _ NO

INSwrance Company

Has your Health nsurance Company o Coverage changed sihoe your losh vigt?

I yos. plecse Ml oul nfomalion Below:

Policy # Group #
Phone #

Policy Holder's Name

Iow DOB
Employer

2 3 a4 5 & 7 & 9 0
__Yes __No
Date of Accident:
Do you have Medicare? __ Yes _ Mo
Type of indgurance [ciicke]:  HMO FPO POS
_res No

What You Have Accomplished With This Form:
- The patient is returning to the office.

- You have collected the right information and the patient is scheduled

properly.

12
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Reactivation Statistical Tracking
Reactivation Statistical Tracking
Marge Brown 10/16 Dr. P 3 x week
&
[~ All Patients Must
- Treatment
- Have a Future ~— Plan/Restorative
- Scheduled —— Care
[ Appointment
ALL Reactivabed Palients must have a lulure appomimen.
Reactivation Statistical Tracking
Marge Brown 10416 [or. P 3 xweek
Gregory March 1017 Dr.J 2xmo
&
[~ All Patients Must
Have a Future Maintenance/Wellness
- Scheduled
| Appointment
ALL Reaclivated Palienls musl have 4 Tulure appoiniment.
13
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Reactivation Statistical Tracking
Reactivation Statistical Tracking
Mafge Brown 10/16 Dr. P 3k week
Gregany March 10/17 Dr. ) 2 ¥ Mo,
Suesan Karr 1017 Dr. P S0 day check up
Fy
~ All Patients Must
- Have a Future Management/Medical
- Scheduled Follow UP
[ Appointment
ALL Reaclivated Palienls musl have a lulure apponlment.
Notes
14
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Everyone is Communicating the Same Message to the Patient

FRONT DESK
A

03

CASE
MANAGEMENT :ﬁgﬂgmm

i¥f CASE MANAGEMENT <02

CASE MANAGEMENT

When Reactivation Programs are Implemented and Followed:
Greater Volume
Patients Returning
Patients Retaining

Your Homework:
Write your script with your special
Determine your area of specialty
Start working the Reactivation Calendar ASAP!
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