
10/4/24

1

Compliance and Bedside 
Manner Dramatically Affect 

Clinical Outcomes

Presented by Dr. Miles Bodzin & Holly Jensen

Sponsored by:
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By attending this presentation you agree to the following:

(1) Please be advised that any discussion which leads to an agreement as to price among competitors is a 
“per se” violation of the Sherman Act. Providers gathered in any setting must always exercise caution 
to avoid discussions or exchanges of information with their competitors on prices or pricing at 
meetings since such discussions or information exchanges may give rise to inferences of agreement.

(1) Any agreement not to compete among business firms is also a “per se” violation of the antitrust laws. 
Thus, no discussion of division of territories or customers, or limitation on nature of business, should 
be  held at any  function. Joint refusals to deal (boycotts), including discussions of blacklists, are 
likewise unlawful “per se”, and no discussions related to these practices are permitted.

(1) Discussion of fees or examples used are for instructional purposes only should not be considered as a 
recommendation for any provider or group of providers.

(1) Any past performance, projection, forecast or simulation of results is not necessarily indicative of the 
future performance you will experience.  Past performance is not a guarantee of future results.

FOR EDUCATIONAL PURPOSES ONLY
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“Compliance and Bedside Manner 
Dramatically Affect Clinical Outcomes” 

What does it mean?

7

Issues over FINANCES are the second 
most common initiators of state board 

complaints and malpractice claims.

What most commonly initiates State Board 
Complaints & Malpractice Claims?
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● Stress
● Financial Loss
● Loss of license risk
● Higher premiums
● Loss of goodwill

What are the consequences of 
board complaints and malpractice claims?
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What are the consequences of 
board complaints and malpractice claims?
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● Finances improperly set up
○ Non-compliant discounts
○ Waiving fees/deductibles/copays
○ Multiple fee schedules
○ No written policy

● Poor communication
○ Lack of clarity
○ Misunderstandings
○ Different answers for team members

What Causes Financial Issues?

12
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1. Compliant Fee Schedules
2. Compliant Discounts (OIG)
3. Compliant Good Faith Estimate (NSA)
4. Compliant Collections

Compliant Finances Require

13

● Your fee is your fee
● No such thing as “Cash Fees”
● You bill the SAME fee per code for all 

case types

Compliant Fee Schedules
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● Required by mandate 
● Documented hardship
● Contractual agreement
● Compliant prompt pay

The only time we offer a discount is when it is:

Compliant Discounts

15
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If you are covered by a State or Federal 
program with a mandated fee schedule.  

(Medicare, Medicaid, etc) 

Compliant Discounts
(Mandated)
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Patients who meet state and or federal poverty guidelines 
or other special circumstances outlined in our “Hardship 
Policy” may be offered a discount for a period of time as 

determined by the clinic. Verification will be required. 

Compliant Discounts
(Hardship)
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● If we are a participating provider in your health plan.
● If you are a member of a Discount Medical Plan 

Organization you will be entitled to network 
discounts similar to our insured patients. Ask our 
staff for more information.

Compliant Discounts
(Contractual Agreement)
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In 2009 , the O.I.G. issued an opinion that discounts of 
5% to 15% were “reasonable” for prompt pay discounts.

Anything over 15% is risky!

Compliant Discounts
(Prompt Pay)

19

Compliant Discounts
(California Board of Chiropractic Examiners)
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Compliant Discounts
(California Board of Chiropractic Examiners)

21
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The “No Surprises Act” is meant to prevent 
patients from getting a large bill as a “surprise” 

when they assumed the provider was in network 
and turned out to be out of network.

No Surprises Act (NSA)

22

To accomplish this, the NSA states that patients 
must be made aware of: 

● Cost of services
● Patient portion due

No Surprises Act (NSA)

23

The NSA is basically a Consumer Protection act.

No Surprises Act (NSA)

24
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Simple answer is Yes!  Whether the patient has 
insurance or not or is self-pay or not, does not matter.

NSA affects all chiropractic practices with all patients.

Does NSA affect Chiropractors?

25

The Success Pyramid
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Top 3 things that define
 SUCCESS in your practice?

27
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Top 3 things that define
 SUCCESS in your practice?

28

The Success Pyramid

29

What’s the #1 challenge stopping 
your’s and your patient’s success?

Poor Conversions & 
Retention

30
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The Success Pyramid

31

32

What do you feel is preventing you 
from higher conversion & retention?

33
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What are 3 things poor conversions 
and retention are costing you?

34

Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.

Impact of Conversion & Retention

35

Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.

Impact of Conversion & Retention

Annual Enrollment Potential

36
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Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.

Impact of Conversion & Retention

Annual Enrollment Potential

Annual Retention Potential
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Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.

Impact of Conversion & Retention

Annual Enrollment Potential

Annual Retention Potential

Annual Enrollment & 
Retention Potential
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Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.

Impact of Conversion & Retention

Annual Enrollment Potential

Annual Retention Potential

Annual Enrollment & 
Retention Potential

Lifetime Enrollment & 
Retention Potential
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Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.

Impact of Conversion & Retention
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Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.

Impact of Conversion & Retention

18

38

41

Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.

Impact of Conversion & Retention

Annual Enrollment Potential
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Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.

Impact of Conversion & Retention

Annual Enrollment Potential

$72,000 per year
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Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.

Impact of Conversion & Retention

Annual Enrollment Potential

$72,000 per year
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Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.

Impact of Conversion & Retention

Annual Retention Potential

45
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Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.

Impact of Conversion & Retention

Annual Retention Potential

$168,480 per year
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Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.

Impact of Conversion & Retention

Annual Retention Potential

$168,480 per year
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Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.

Impact of Conversion & Retention

Annual Enrollment & 
Retention Potential

48
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Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.

Impact of Conversion & Retention

Annual Enrollment & 
Retention Potential

$305,280 per year
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Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.

Impact of Conversion & Retention

Annual Enrollment & 
Retention Potential

$305,280 per year
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Conversion AND Retention

Conversion OR Retention
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Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.

Impact of Conversion & Retention

15 Year Lifetime Enrollment & 
Retention Potential
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Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.

Impact of Conversion & Retention

15 Year Lifetime Enrollment 
& Retention Potential

$4,579,200

53

Impact of Conversion & Retention

18

38

Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.
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Impact of Conversion & Retention

18

38

$4,579,200

Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.
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Any claims made of actual earnings or examples of actual results are for illustration purposes only.  Your level of success in attaining results claimed in our materials 
depends on many factors, including but not limited to your ability to enroll and retain more patients.  Since these factors differ according to individuals, we cannot 

guarantee your success or income level.  Nor are we responsible for any of your actions.  No guarantee that employing these techniques ideas, strategies, products 
or services will produce the same results for you.

Impact of Conversion & Retention
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Source: Bain & Co
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It’s not about the money!
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What are 3 things poor 
conversions and retention are 

costing your patients?
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What are 3 things poor 
conversions and retention are 

costing your patients?
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The Success Pyramid
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How do we fix this?

72
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1. Frequent Contact
2. Feedback that’s intuitive
3. Frictionless Payments
4. Forecasting Care

What drives conversion and retention?

The Retention Principles

73

The Success Pyramid

74

The Success Pyramid
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The Success Pyramid
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The Success Pyramid
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The Success Pyramid

78



10/4/24

27

Your Patient Compliance is 
significantly impacted by 

2 of the 4 F’s.

79

Your Patient Compliance is 
significantly impacted by
your Forecasting and how

Frictionless you make your 
payments.

80

Patient Compliance

Forecasting Collection Method PVA $50

Care Plan Monthly Auto-Debits 150+

Care Plan Pre-Pay Plans 50-75

Exam-to-Exam Block of Visits 24-36

Per Visit Pay-Per-Visit 12

Fr
ic
tio

nl
es

s
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Patient Compliance

Forecasting Collection Method PVA $50
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Care Plan Pre-Pay Plans 50-75
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Patient Compliance

Forecasting Collection Method PVA $50

Care Plan Monthly Auto-Debits 150+

Care Plan Pre-Pay Plans 50-75
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Per Visit Pay-Per-Visit 12

Fr
ic
tio

nl
es

s

84



10/4/24

29

Patient Compliance

Forecasting Collection Method PVA $50

Care Plan Monthly Auto-Debits 150+

Care Plan Pre-Pay Plans 50-75

Exam-to-Exam Block of Visits 24-36

Per Visit Pay-Per-Visit 12 $600

Fr
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Patient Compliance

Forecasting Collection Method PVA $50

Care Plan Monthly Auto-Debits 150+

Care Plan Pre-Pay Plans 50-75

Exam-to-Exam Block of Visits 24-36

Per Visit Pay-Per-Visit 12 $600
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tio

nl
es

s

86

Patient Compliance

Forecasting Collection Method PVA $50

Care Plan Monthly Auto-Debits 150+

Care Plan Pre-Pay Plans 50-75

Exam-to-Exam Block of Visits 24-36

Per Visit Pay-Per-Visit 12 $600
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tio
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Patient Compliance

Forecasting Collection Method PVA $50

Care Plan Monthly Auto-Debits 150+

Care Plan Pre-Pay Plans 50-75

Exam-to-Exam Block of Visits 24-36

Per Visit Pay-Per-Visit 12 $600
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Patient Compliance

Forecasting Collection Method PVA $50

Care Plan Monthly Auto-Debits 150+

Care Plan Pre-Pay Plans 50-75

Exam-to-Exam Block of Visits 24-36 $1,800

Per Visit Pay-Per-Visit 12 $600
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Patient Compliance

Forecasting Collection Method PVA $50

Care Plan Monthly Auto-Debits 150+

Care Plan Pre-Pay Plans 50-75

Exam-to-Exam Block of Visits 24-36 $1,800

Per Visit Pay-Per-Visit 12 $600
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Patient Compliance

Forecasting Collection Method PVA $50

Care Plan Monthly Auto-Debits 150+

Care Plan Pre-Pay Plans 50-75

Exam-to-Exam Block of Visits 24-36 $1,800

Per Visit Pay-Per-Visit 12 $600
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Patient Compliance

Forecasting Collection Method PVA $50

Care Plan Monthly Auto-Debits 150+

Care Plan Pre-Pay Plans 50-75

Exam-to-Exam Block of Visits 24-36 $1,800

Per Visit Pay-Per-Visit 12 $600
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Patient Compliance

Forecasting Collection Method PVA $50

Care Plan Monthly Auto-Debits 150+

Care Plan Pre-Pay Plans 50-75 $3,750

Exam-to-Exam Block of Visits 24-36 $1,800

Per Visit Pay-Per-Visit 12 $600
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Patient Compliance

Forecasting Collection Method PVA $50

Care Plan Monthly Auto-Debits 150+

Care Plan Pre-Pay Plans 50-75 $3,750

Exam-to-Exam Block of Visits 24-36 $1,800

Per Visit Pay-Per-Visit 12 $600
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Patient Compliance

Forecasting Collection Method PVA $50
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Patient Compliance

Forecasting Collection Method PVA $50

Care Plan Monthly Auto-Debits 150+

Care Plan Pre-Pay Plans 50-75 $3,750

Exam-to-Exam Block of Visits 24-36 $1,800

Per Visit Pay-Per-Visit 12 $600
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Patient Compliance

Forecasting Collection Method PVA $50

Care Plan Monthly Auto-Debits 150+ $7,500

Care Plan Pre-Pay Plans 50-75 $3,750

Exam-to-Exam Block of Visits 24-36 $1,800

Per Visit Pay-Per-Visit 12 $600

Fr
ic
tio

nl
es

s
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A ny past perform ance, pro jection , fo recast o r s im ula tion  o f resu lts  is  no t necessarily  ind ica tive  o f the  fu ture  or like ly  
perform ance you w ill experience. P ast perform ance is  no t a  guarantee o f fu ture  resu lts .
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A ny past perform ance, pro jection , fo recast o r s im ula tion  o f resu lts  is  no t necessarily  ind ica tive  o f the  fu ture  or like ly  
perform ance you w ill experience. P ast perform ance is  no t a  guarantee o f fu ture  resu lts .
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A ny past perform ance, pro jection , fo recast o r s im ula tion  o f resu lts  is  no t necessarily  ind ica tive  o f the  fu ture  or like ly  
perform ance you w ill experience. P ast perform ance is  no t a  guarantee o f fu ture  resu lts .
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Loyal Patients
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The only practices that grow like this 
month after month and year after year 
are those who continually convert new 

patients and more importantly
retain them.

103

Conversion and Retention
are the driving forces of 

yours and your patient’s Success.

104

The Loyal Patient Journey is the path to 
execute better Conversions & Retention.
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The 4 F’s are the Principles 
applied in the Loyal Patient Journey that 

increase Conversion & Retention.

106
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Improving Conversion & Retention with Forecasting Care
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112

Pre-Paid Care Plans
(California Board of Chiropractic Examiners)
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Pre-Paid Care Plans
(California Board of Chiropractic Examiners)
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Pre-Paid Care Plans
(California Board of Chiropractic Examiners)

115

Pre-Paid Care Plans
(California Board of Chiropractic Examiners)
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What Problems Will Care Plans Solve?

Patient
Dropout

Insurance 
Headaches

Lack of
Freedom

Poor 
Enrollment
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What Problems Will Care Plans Solve?
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What Problems Will Care Plans Solve?

Patient
Dropout
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Lack of
Freedom
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Enrollment
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What Problems Will Care Plans Solve?

Patient
Dropout

Insurance 
Headaches

Lack of
Freedom

Poor 
Enrollment

121

Care Plans are the Foundation of Conversion & Retention

122

Care plans are a reflection of the
patient’s treatment plan.

Care Plans

123
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Care plans cover all the care the patient will 
need during the course of treatment.

Care Plans

124

Care plans include all services, including those 
covered and not covered by insurance.

Care Plans

125

Care plans must be compliant to satisfy the 
Good Faith Estimate your legally required to 
provide per the Federal “No Surprises Act” of 

2022.

Care Plans
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Care plans are not presented until the patient 
has agreed to your treatment plan.

Care Plans
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Care plans can be presented to the patient by 
either the doctor or assistant.

Care Plans

128

Compliant Care Plans

● Has all services and fees clearly itemized.
● Applies compliant discounts to non-covered 

services only.
● Has a compliant Terms of Agreement, including 

how refunds are handled.
● Includes all Good Faith Estimate Disclaimers

129
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NSA - Good Faith Estimate Requirements
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NSA - Good Faith Estimate Requirements

131

NSA - Good Faith Estimate Requirements
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Forecasting Care with Care Plans

133

For illustration purposes only.  This is NOT a recommendation for your fees. 
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For illustration purposes only.  This is NOT a recommendation for your fees. 
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For illustration purposes only.  This is NOT a recommendation for your fees. 
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For illustration purposes only.  This is NOT a recommendation for your fees. 
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For illustration purposes only.  This is NOT a recommendation for your fees. 
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For illustration purposes only.  This is NOT a recommendation for your fees. 
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Offer Affordable Payment Options

For illustration purposes only.  This is NOT a recommendation for your fees. 
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For illustration purposes only.  This is NOT a recommendation for your care. 
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For illustration purposes only.  This is NOT a recommendation for your care. 
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For illustration purposes only.  This is NOT a recommendation for your care. 
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For illustration purposes only.  This is NOT a recommendation for your care. 
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Offer Affordable Payment Options

For illustration purposes only.  This is NOT a recommendation for your care. 
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Enrolling Patients Into Care

146

● Finances improperly set up
○ Non-compliant discounts
○ Waiving fees/deductibles/copays
○ Multiple fee schedules
○ No written policy

● Poor communication
○ Lack of clarity
○ Misunderstandings
○ Different answers for team members

What Caused Financial Issues?

147
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● Finances properly set up
○ Compliant discounts
○ All fees/deductibles/copays
○ Single fee schedules
○ Written policy

● Great communication
○ Create clarity
○ No misunderstandings
○ Consistent answers for team 

members

Reviewing Care Plans with Patients

148

Reviewing Care Plans with Patients

149

Free Gift from our Sponsor

150


