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Chief Executive Officer who LOVESthe business side of
medicine

35+ years in revenue cycle with MBA from Louisiana
State University

Financial freedom is very important to me and my
family

I enjoy traveling and recently spent 3 weeks in Scotland.

I have developed a strong mentorship program that
works with the local court system to assist with skill and
vocational rehab needs for women who are working on
improving their life.

Getting to know meé
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Session Focus..

Downstream Revenue

What impacts this

Other Ways to Capture 

patient market share

Multiple Methods to 

calculate ðpick one!
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The Human Factor
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Where is our revenue??



Staffing shortages 

&

Salary increases

Increased cost in every single 

area including supplies, 

insurance, taxes, utilities, etc..

Decreased rates 

from the payors
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Where is our revenue going??
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Productivity & Benchmarking

Inbound/ Outbound Referral Opportunities

Accounts Receivable Metrics

What is Downstream Revenue? 

Easier to identify in a Health System / Academic Medical 
Centers

An UC Visit average revenue per visit is $121 - $126 

Thought to have a much smaller value for an independent 
Urgent Care 
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Productivity & Benchmarking

Inbound/ Outbound Referral Opportunities

Accounts Receivable Metrics

Alignment of Provider Compensation & Current 

Reimbursement

Calculating Downstream Revenue: 

Single Site
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Usage of EHR Platform

Longitudinal focus on Wellness and Chronic Care

Return to or hand-off to Specialties

Calculating Downstream Revenue

Part of a Health System
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Downstream Revenue Considerations

Services Offered
Tele-Visit / 

OnLineClinic

Occ 
Med/Employer 

In Services

Spa Services

Weight 
Management

Travel Medicine

On-Site 
pharmacy

School 
partnerships 
for Tele-Visits
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Individualized Performance Based 

Activities



Visit Types

By Singular Locations

Return Visit 

February 2023

How toAnalyze repeat visits
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Registration Data

Visit Types

By singular locations

Segmentation
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First thing that comes to mind isé 

REFERRALS!!!!

1.Return Visits

2.Reciprocal Referrals

3.WOM Referrals

4.EPS Referrals

5.Add on service referrals

Association

Most obvious example of 

Downstream Revenue?
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Not a 1:1 ratio

COVID - on the downsideé. 
has given you many opportunities

ÅCOVID testing for free-standing surgical services
ÅMany Occ Med opportunities never previously considered
ÅExpansion of Lab Services

Downstream Revenue Opportunities

Referrals



Tracking referrals
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In Bound Out Bound



Referrals and the Value of a Single Patient

Why is this importanté.
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Single Patient Value or PLV

How do you calculate this? 
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Average visit value of the patient:This is the total value of all patient visits over a 
period (for example, one year), divided by the number of visits in that period

Average visit frequency:To gather this figure, divide the number of visits to your 
medical practice in that same time period (one year) by the number of individual 

patients over the same period

Patient value:̧ ƻǳΩƭƭ ŎŀƭŎǳƭŀǘŜ ǘƘŜ ŀǾŜǊŀƎŜ ǇǊŀŎǘƛŎŜ Ǿƛǎƛǘ ŦǊŜǉǳŜƴŎȅ ƳǳƭǘƛǇƭƛŜŘ ōȅ ǘƘŜ 
average visit value

Average patient lifespan:What is the average length of time a patient continues 
seeing you?

PLV = patient value X average patient lifespan



Calculating Referral Value
How to look at a ROI on patient referrals
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CPL

ωHow much do you spend per 
month in marketing/advertising

$

ωAvg reimbursement on new 
patient visit

ROI
ωReimbursement ςCPL = ROI



Demographic Segmentation

Age, generation, origin, class, gender, sexuality, etc.

Psychographic Segmentation

Pets, preferences, habits, beliefs, work, tastes, etc

Other Factors

Language, fears, pains, food, physical abilities, etc

Marketing

What are key drivers?

Types of Market Segmentation
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Single Patient Value
Why should you consider it this way?
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The lifetime value 
of a patient in an 

Urgent Care 
includes more than 
just the patient on 

the table.....
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Patient Loyalty



What is the lifetime value of a patient?
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1.4 2.7



Chronic Illnesses

Access to Care

Operations (hours/staffing/services)

America is mobile / tech savvy
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Current Contributors to LVOP 

TeleHealth
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Lifetime Average of a Patient with 

organization



AveragePayment/ 

Claim 
Average

Expenses/Visit

Net Income 

per Visit 

AverageVisits 

per year

Yearly income 

per patient

Yearsof Loyalty 

Average lo yalty

value of patient

$128.97

$27.19

$101.79

2.4

$244.30

6.4

$1563.52

Calculating the lifetime value of a 

patient? (LOYALTYValue)

Startwith youraveragepaymentperclaim overlast12months(exclude prior month
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AveragePayment/ 

Claim 
Average

Expenses/Visit

Net Income 

per Visit 

AverageVisits 

per year

Yearly income 

per patient

Yearsof Loyalty 

Average lo yalty

value of patient

$148.62

$36.49

$112.13

2.4

$269.11

6.4

$1722.32

Calculating the lifetime value of a 

patient? (LOYALTYValue)

Startwith youraveragepaymentperclaim overlast12months(exclude prior month
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Patient Loyalty



Top 5 mentions for patient loyalty from 
GOOGLE reviews
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Effective Costs

Extended Hours

Convenient Locations

Friendly Staff 

Having walk in options with fast service


