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Know Your Numbers



Front Office and Patient Access

• New patient acquisition rate 

• No-show and cancellation rates 

• Patient satisfaction scores 

• Average wait time 

• Phone answer rate within three rings 



Clinical Operations

• Provider productivity (patients per hour) 

• Room utilization rates 

• Clinical staff efficiency 

• Patient cycle time 

• Quality metrics and patient outcomes 



Billing and Revenue Cycle

• Provider productivity (patients per hour) 

• Room utilization rates 

• Clinical staff efficiency 

• Patient cycle time 

• Quality metrics and patient outcomes 



Marketing and Growth

• Cost per patient acquisition 

• Return on marketing investment 

• Referral rates from existing patients 

• Online review scores and quantity 

• Website conversion rates 



Financial Performance

• Cost per patient acquisition 

• Return on marketing investment 

• Referral rates from existing patients 

• Online review scores and quantity 

• Website conversion rates 





Compiling and Using Your KPI’s

1. Who
2. How 

3. When

4. Then What?






