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Health systems work hard to provide quality care for 
their exis�ng pa�ents and want new pa�ents that may 
be seeking care. Health systems must then work to 
ensure these investments in marke�ng, adver�sing, and 
referrals pay off. The objec�ve is to keep your exis�ng 
pa�ents happy and to a�ract new pa�ents from outside 
the health system. When onboarding a new pa�ent 
outside of your health system, clinicians will say they 
need to have a pa�ent’s prior clinical informa�on prior to 
that ini�al pa�ent encounter. Unfortunately, because of 
a fragmented and siloed health industry, it is o�en 
difficult to find, get and use a pa�ent’s clinical history, 
and, therefore, a�ract new pa�ents to a health system’s 
array of primary and specialty care op�ons.

“Referral leakage” can be defined as “missed referral 
opportuni�es.” It is when a pa�ent from outside your 
health system seeks care from someone inside your 
health system and there is a failure to seamlessly intake 
that new pa�ent.

WHAT IS REFERRAL LEAKAGE?

WHY PRE-ENCOUNTER PREPARATION 
IS SO IMPORTANT
Welcoming a new pa�ent is an opportunity to begin a 
long-term healthcare rela�onship with that individu-
al. From the moment pa�ents engage with a health 
system in-person or electronically, they are assessing 
whether the health system they are entrus�ng their 
care to is easy to work with, seems to care about 
them, and is organized and efficient.

A bad first impression can be difficult to recover from, 
which is why health systems should invest in tools 
and review their workflows to ensure that new 
pa�ents have a good experience. While pa�ents are 
always at the center of ac�vi�es, it is important to 
remember that the needs of the clinicians who treat 
new pa�ents’ needs are met since ul�mately the 
pa�ent’s top priority is to receive the best care possi-
ble.

When a pa�ent seeks care from a health system and the 
health system has an ineffec�ve or inefficient process to 
in-take new pa�ents, regardless of where the pa�ent has 
been seen in the past, it may be challenging to see these 
new pa�ents because of a cumbersome onboarding 
process. Referral leakage is a missed opportunity to 
expand the health system’s overall base of pa�ents for all 
of their future care needs.

Health systems want to promote and solicit new 
pa�ents, and there are opportuni�es to do this. A pa�ent 
may seek care from a specialty type not included in their 
current network. Pa�ents can also self-refer because 
they want easier access to care, saw the health system’s 
adver�sements, quality ra�ngs or because of an 
endorsement from another provider, family member or 
friend.



The best decisions usually start with having as much infor-
ma�on as possible. To increase capacity to see more 
pa�ents, it is necessary to reduce inefficiencies, and be 
more effec�ve at ensuring trea�ng clinicians have what 
they need in a �mely, consistent manner. Measurements 
and data about current processes, such as how long it takes 
and the steps that are taken to locate and retrieve clinical 
informa�on from any source can assist in determining cost 
and whether pa�ents have been turned away because of 
missing clinical informa�on.

Health systems want new pa�ents and want to provide 
quality care. It is necessary to look at how the health 
system engages not only with a new pa�ent but also with 
prior trea�ng clinicians. For pa�ents, it is vital to be able to 
make appointments that are convenient and in a �me 
frame that enhances health and limits injury. For trea�ng 
clinicians, it is vital to ensure they have the necessary prior 
pa�ent clinical history and poten�ally prior lab results or 
images in advance of the encounter. Obtaining prior clinical 
informa�on can be challenging for health systems when a 
pa�ent comes from outside the health system, so health 
systems need to look at enhancing their ability to retrieve 
cri�cal prior clinical informa�on, regardless of where it may 
be – and asking new pa�ents to do this can greatly 
enhance the future pa�ent’s anxiety and inconvenience 
considerably.

At Vivlio Health, we provide a sophis�cated, cloud-based 
applica�on that helps doctors and health systems easily 
acquire prior medical record history for a pa�ent. Find 
out how we can help your organiza�on get a handle on 
referral leakage, increase new pa�ent acquisi�on, build 
brand loyalty among your pa�ents and be a good partner 
in providing quality coordinated care.

Offer a Smooth and Consistent Experience

Everyone involved in caring for pa�ents want the best 
outcomes. A health system that has processes in place to 
assist staff and clinicians in providing care for their 
pa�ents in a �mely manner and with the necessary 
clinical informa�on about the pa�ent prior to the 
pa�ent’s visit can lead to be�er pa�ent outcomes. A 
health system that’s easy to work with – from both the 
pa�ent and internal and external providers’ perspec�ves 
is a win for everyone involved.

Analyze Your Data and Processes

The best decisions usually start with having as much infor-
ma�on as possible. To increase capacity to see more 
pa�ents, it is necessary to reduce inefficiencies, and be 
more effec�ve at ensuring trea�ng clinicians have what 
they need in a �mely, consistent manner.

Give Staff the Tools They Need

Enhance Care
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Measurements and data about current processes, 
such as how long it takes and the steps that are taken 
to locate and retrieve clinical informa�on from any 
source can assist in determining cost and whether 
pa�ents have been turned away because of missing 
clinical informa�on.

vivliohealth.com

info@vivliohealth.com

vivlio-health

http://www.vivliohealth.com
mailto:info%40vivliohealth.com?subject=
https://www.linkedin.com/company/vivlio-health/

