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Introduction

What is healthcare automation?

Simply put, it's the application of technology to automate complex or repetitive
tasks in healthcare settings.

It’s an innovation that replaces manual effort and enhances the capabilities of
healthcare providers to improve client outcomes.

In this e-book, we'll take a look at how practitioners and practice owners can
leverage healthcare automation to drive practice efficiency and boost profits.

What are the benefits of automation?

Healthcare automation offers practitioners an efficiency and precision boost to
their administrative workflow that would be otherwise hard to achieve by purely
manual processes.

From improving client safety and lowering costs, to enhancing practice efficiency
and reducing administrative burdens, automation provides a reliable solution for
overwhelmed healthcare practitioners.

2 zanda A Guide to Enhancing Practice Efficiency with Healthcare Automation | 3


https://zandahealth.com

Vision vs reality

New practitioners typically enter allied health with a vision brimming with a clear
idea of what they want to achieve.

For most, the vision is to make a tangible difference in clients’ lives, enjoy a
balanced lifestyle, and maybe even set new standards in healthcare delivery.

Is your practice delivering what you expected?

Take a moment to consider how your current lifestyle, stress, and finances are
balanced, as you run your practice.

If it's not balanced the way you want or expect, now might be the time to
reconsider how much energy you invest in administrative tasks instead of client
care and professional development.

This is the first step towards finding the right solution!
Did you know?

One of the most common surprises for new practitioners is the sheer
volume of administrative work involved.

The reality often involves being bogged down by hilling, paperwork,
scheduling, and compliance tasks, which can be overwhelming.
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The impact of working
without systems

The challenge of balancing the realities of the allied health profession with the
administrative demands of running a business highlights the need for effective
systems. Without them, practice owners may become overwhelmed.

Imposter syndrome

Practitioners working without systems may be faced with imposter syndrome—
despite their qualifications and achievements, practitioners may fear they're not
good enough to run their practice successfully.

A big part of this is the failure to acknowledge that you're wearing two hats:
business owner (where you may not have a lot of experience) and healthcare
professional (where you're on the top of your game).

Inefficient practice management

Without adequate systems in place, administrative tasks at every stage of the
client journey will be less efficient.

The knock-on effect of these impacts can be isolating, and can even result in the
failure of your practice in the long run.

The solution?

Run your business as if you’re managing a national franchise. This means
putting systems and processes in place and creating a framework around
the business to ensure that processes are replicable and repeatable. \When
you implement structured systems, you reduce cognitive overload, giving
you the margin you need to continue offering high-quality healthcare.

2 zanda A Guide to Enhancing Practice Efficiency with Healthcare Automation | 5


https://zandahealth.com

Pre-contact systems

Your pre-contact systems involve the first interactions potential clients or
referrers have with your allied health practice (likely online).

Typically, this will be your website. Your website should effectively communicate
vital information, even if it's a simple one-page site.

An informative and user-friendly website is one of the lowest-maintenance (yet
most important) systems you can implement for your business.

Your website should answer these key questions

» Who you are: Introduce yourself and your team (if applicable). This section
should provide a brief overview of your qualifications, experience, and the
ethos of your practice.

= What you do: Clearly outline the services you offer. This helps visitors quickly
understand whether your practice can meet their needs.

- Client demographics: Specify the clients you serve (e.g, children, teens,
couples, or families). This information helps potential clients determine if your
services are aligned with their needs.

» Fees and costs: Transparency about fees, out-of-pocket costs, and any gap fees
for Medicare or DVA is crucial. This clarity helps in setting realistic expectations
for potential clients.

» Contact information: Let potential clients know how to contact you and how to
find your practice.

Extra tip!

Your website should also include a dedicated section for referrers. This
section needs to be concise, outlining your referral process. Ensure all details
necessary for receiving referrals are easily visible.
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Booking systems:
Intake and assessment

Online booking options for your allied health practice aren't just a convenience;
they're a necessity. Using Zanda automation tools can significantly streamline the
booking and intake process, making it more efficient for both your practice and
your clients.

Embrace online booking

Make it clear on your website that clients can book appointments online.

Tools like the Zanda client portal allow you to configure settings; for example, you
can allow only existing clients to book online or adjust the lead time for bookings
to avoid last-minute surprises.

Intake forms can also serve as a screening tool. You can use these forms to filter
out unsuitable appointments and contact the client in advance if necessary.

Benefits of a client portal

A client portal with online booking can cover multiple administrative tasks that
would otherwise be manual.

Examples include:

- Eliminating the need to answer phone calls for bookings.

- Finding available appointment times without the back-and-forth of voicemail.
- Sending out forms automatically in confirmation emails.

- Providing convenient access to forms and telehealth appointment links.

- Explaining fees and taking online payments or deposits at the time of booking.
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Enhance client communication

Good practice management software like Zanda can trigger a series of
communications when a new client is added to your system.

Registration and consent forms, which include important information like fees and
confidentiality policies, can be sent out in one comprehensive email.

Clients can also attach referral letters and other documents directly to their intake
forms, ensuring that all necessary information is in the system before you even
meet the client.

Cater to younger clients

It's important to acknowledge that younger generations increasingly avoid phone
calls.

By setting up systems like online booking and automatic reminders, you can cater
to these preferences, making your practice more appealing to a broader
demographic.

This is especially crucial as the demand for online access to services continues to
Srow.
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Reminder systems:
Email and SMS

One of the most effective tools in achieving effective appointment management is
the use of automatic reminders via email and SMS.

These reminders serve to jog a client's memory and play a vital role in reducing no-
shows and the administrative burden on your staff.

The importance of confirmation

Implement a system where clients must confirm their appointments in response
to automatic reminders. This simple act of confirmation does more than just
remind the client of their appointment; it actively involves them in the process,
which increases their commitment to attend.

Add details to reminders to avoid late arrivals and calls

To enhance the effectiveness of automatic reminders, consider including practical
information, such as a link to Google Maps.

This simple inclusion helps clients easily find your practice, especially if it's their
first visit.

If a client gets lost on their way to a first appointment or is running late, they'll
likely call your practice. This means you must manage incoming calls, listen to and
check messages, and potentially adjust your schedule at the last minute.

By providing clear directions in your automatic reminders, you can significantly
reduce the chances of such scenarios occurring.
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Template systems:
Treatment

Templates are a great way to enhance efficiency, particularly with your
documentation and communication. With a standard approach to treatment notes
and administrative letters, you can save time and enhance consistency in your
practice.

Treatment note templates

The process of documenting client interactions is a critical component of
healthcare, but it doesn't have to be time-consuming. Instead of starting from
scratch each time, configure your own set of treatment note templates.

Essential templates may include:

- Aninitial intake assessment template.
- An ongoing session template for regular appointments.

- Aclosure or final treatment session template.

Letter templates

Configure letter templates for common communications to cut down on
administrative time. These templates may include:

- Referral acknowledgements to other healthcare professionals.

- Referral feedback letters.

- Closure letters with a treatment summary and next steps.
5,

Consider templates for routine administrative processes, such as phone call
summaries or follow-up actions.
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Financial management
systems: Billing

With a practice management system, you can streamline your financial processes,
from payment collection to accounting, ensuring a smoother operation and better
cash flow.

Streamline payment collection

Ideally, your practice should collect payment when bookings are made, with
clients' card details securely stored via integration with a service like Stripe.

This approach secures your revenue upfront and simplifies the payment process
for your practice and your clients.

Using invoicing automation in Zanda streamlines payment collection even further.
The feature allows you to set automated SMS or email messages to invoice
payees.

%
o/

The longer an account remains outstanding, the less likely you are to receive
payment. Accepting online payments allows for quick payment reminders
with invoice links, increasing the likelihood of timely payments.

Use integrations for claims and accounting

For practices dealing with DVA/Medicare claims or private health insurance, using
a practice management system with integrated Medicare/DVA processing, or a
service like Tyro, can be a game-changer.

Integrating your financial data with an accounting system like Xero can
significantly boost efficiency. This integration allows for the seamless transfer of
financial data, reducing manual entry and potential errors.
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Manage referrals and session tracking

Use features like Zanda session packs to track funded sessions. This not only
ensures you're not holding unfunded sessions—it assists in determining when to
request additional sessions, preventing treatment lapses.

Implement a no-show policy

A well-documented no-show policy is essential.

When a no-show occurs, promptly generate and send an invoice. Delaying this
process can lead to avoidance by the client, potentially resulting in unpaid bills and
a decreased likelihood of the client returning for future appointments.

Improve debt collection

Streamline debt collection by sending payment reminders directly from your
practice management system, complete with an online payment link.
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Rebooking and recurring
appointments

Efficiently managing your rebookings and recurring appointments is vital for
maintaining a steady flow of clients and ensuring your practice operates smoothly,
keeping your schedule current and avoiding any last-minute scrambles to
accommodate regular clients.

Book out existing clients in advance

A key strategy is to keep your existing clients booked out in advance. This
approach ensures that you have dedicated slots for them in your schedule, which
is especially important for those requiring ongoing treatment—this helps reduce
messy, inefficient booking processes.

Manage highly sought-after timeslots

It's common to have certain time slots that are more in demand than others. If you
have a regular client occupying a highly sought-after timeslot, but they have a
flexible schedule, consider discussing the possibility of moving to a different time
slot.

Use technology for recurring bookings

Leveraging a tool like Zanda's recurring bookings feature can simplify this
process. It allows you to set up and manage recurring appointments efficiently,
ensuring regular slots for clients without the need for manual re-entry each time.

Streamline payments for rebookings
When managing rebookings, consider integrating reminders and invoice links for

pre-payment. This system not only helps maintain a steady cash flow but
reinforces the commitment of clients to their appointments.
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Practice Operations Manual

A well-crafted Practice Operations Manual is invaluable for your allied health
practice. It ensures consistency and efficiency in your operations and serves as a
key resource for training and guiding your team.

Good practice management software should enable you to develop a Practice
Operations Manual with minimal fuss, even if you don't really know where to start.

The value of written processes

Having written processes allows you to pre-think and create standards for
handling various tasks within your practice.

This is important for maintaining a consistent client experience and saving time in
the future. It provides a clear guideling, and reduces ambiguity for you and any
team members.

Key areas to document

« Phone communication: Guidelines on answering the phone, including tone and
key information to provide.

- Answering machine messages: Scripts for seasonal messages or away
messages.

« Emergency contacts: A list of contacts for emergencies and on-site security.

= Daily checklists: Procedures for opening and closing the practice, ensuring
nothing is overlooked.

« Team member protocols: Onboarding and offboarding procedures for team
members.

» Routine business processes: Document the routines of your business,
including daily, weekly, and seasonal tasks.
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Storing complex communications

For complex or once-off communications, such as responses to court summons
or explanations for not releasing a report, create a de-identified version of one
you've already written and store it in a designated folder in your manual.

Label this folder “Awkward Communications” or similar to make it easy to find
these examples when needed.

Additional documentation examples

Your operations manual can also serve as a roadmap for many other processes,
such as recruitment and marketing.

« Recruitment scripts: Standard scripts for interviewing or engaging with
potential recruits.

» Recruitment ads: Copies of ads you've run for recruiting, which can serve as
templates for future use.

» Rejection emails: Standard emails for responding to unsuccessful job
applicants.

= Announcements: Templates for announcing new practitioners or changes
within the practice.
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Conclusion

While the temptation might be to automate everything at once, a more
manageable approach might be to implement automation gradually.

As you encounter each process in your daily operations, take the extra time
(perhaps just an additional 10 minutes) to set it up in your system.

This incremental approach allows you to streamline and automate each process
for future use, making the transition smoother and less overwhelming.

Each step you take towards automation saves time in the long run and enhances
your practice's efficiency and effectiveness.

It's about building a foundation for a practice that runs more smoothly and
provides a better experience for your clients and a less stressful environment for
you and your team.

&)
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Start a Free Trial

Buzz through your busy work with Zanda! Sign up for a 14-day free trial
today (no credit card required) and explore the benefits first-hand.
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