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Five Pieces of Patient Information

You Need to Capture



is the case with one of our 
favorite Sycle capabilities, 
one we hope you are using 
consistently, Sycle’s 
Appointment Companion 
tracking. 

Years ago we received a 
visit from a few loyal 
users at an industry event. 
Notebooks in hand, we all 
sat around a small table to 
talk shop and find out what 
features they were using, 
those they were not, and 
what additional functionality 

they’d like added. These few 
customers, all from different 
practices, agreed on one 
thing - they needed a way to 
encourage front office staff 
to remind patients to bring 

in appointment companions 
and a way to track those 
individuals. They went on to 
explain the incredible benefit 
of having a family member 
or friend present when 
discussing the options 
available to treat hearing 
loss.

As any long time Sycle 
customer will tell you, our 
software is always evolving. 
That’s one of the 
advantages of cloud based 
systems - they are able to 
adapt with the industry and 

businesses they service. 
Much of what drives Sycle’s 
evolution is feedback we get 
from our users. Oftentimes 
that feedback directly
impacts new features we 
build into the software. This

Introduction

1. Appointment Companion - from The 
Sycle Blog!

Growing a business can be difficult, especially when you 
don’t have the data you need to make informed, strategic 
decisions. From your first contact with a prospective patient 
to the time you’re selling them their latest upgrades, there 
are hundreds of data points to collect that provide valuable 
insights into how your practice operates.

In the following eBook, you’ll discover five key pieces of 
patient information you need to capture to help market and 
grow your hearing care practice.

“That’s one of  the advantages of  cloud 
based systems - they are able to adapt with 
the industry and businesses they service.”

https://web.sycle.net/the-importance-of-appointment-companions/


We returned to San 
Francisco from that 
meeting and the product 
development team got to 
work writing the 
requirements for this new 
functionality. It wasn’t long 
before Sycle users had a 
nice visual reminder to ask 
a patient to bring a 
companion. To this day 
you’ll see this dedicated 
section when booking a 
patient appointment. 

Having understood the 
impact appointment 
companions have on a 
clinic’s close rate, we knew 
we wanted to take it a step 

beyond flagging and 
tracking. That’s why we 
added a new section to the 
Quick Business Report that 
displays your close rate 
when a companion is 
present in addition to your 
standard close rate. 

We love this feature not 
only for the impact it has on 
practices and patients, but 
also because it is a 
wonderful example of how 
Sycle quickly adapts to the 
needs of our customers and 
industry. And if you have 
any questions, simply 
contact our support team.

2. Referral Information - from The 
Sycle Blog!

One of our favorite parts 
about industry conferences 
is the opportunity to sit 
down with Sycle users and 
really dig into the software, 
see how they are using it, 
and provide coaching 
whenever possible. It’s also 
a great time for our team to 
do research to enhance the 
product. 

More often than not, we’re 
excited to find that many 
Sycle customers are 
using the majority of 
features offered. That said, 
there is one “no, no” I 
encounter from time to time 
that is worth addressing.

It’s common knowledge that 
when booking an 
appointment on the Sycle 
calendar it is a best practice 
to enter a referral source 
and referral source 
subcategory. This is true for 
all appointments, whether 
they be audiological 
evaluations, hearing aid 
fittings, clean and checks 
or any other service you 
provide.

https://web.sycle.net/why-current-patient-should-never-be-used-as-an-appointment-referral-source/


“Why do we need the 
subcategory?” some 
customers ask. The 
subcategory allows for more 
granularity. If a patient came 
in from a direct mail piece 
you want to know which 
direct mail piece. Was it that 
month’s newsletter or was 
it the holiday card you sent 
them that reminded them it 
was time for a visit. This is 
important data to capture 
if you want to learn which 
campaigns are effective and 
which may need tweaking.

This small piece of data can 
have a huge impact on your 
practice so I encourage all 
Sycle admin users to take a 
few minutes to review how 
you’ve set up your referral 
source and referral 
subcategory lists in Sycle’s 
administration section. If 
you’re not an admin user 
then check with someone in 
the practice who is - they’ll 
thank you for it. And if you 
need help, remember 
Sycle training and support 
are always free of charge 
and there to help.

From time to time, while 
working with customers 
inside their Sycle accounts,
I notice users have a 
referral source listed as 
“Current Patient”. This is 
a red flag and signals a 
missed opportunity to 
collect valuable data. 

Here’s why: Simply because 
you’ve seen a patient 
previously, perhaps many 
times over many years, 
doesn’t mean it’s not 
important to find out what 
brought them back to the 
office for that particular visit. 

Capturing referral details on 
every appointment is vital if 
you want a complete 
picture of how your 
marketing efforts are 
working. Did the patient 
come in because they saw 
your insert in the 
newspaper? Did they hear 

your advertisement on the
radio? Or was it the annual 
hearing test postcard that 
reminded them they were 
due for a check up? 
Whatever their answer - 
that’s data you want to 
have.

“Capturing referral details on every 
appointment is vital if  you want a complete 
picture of  how your marketing efforts are 
working.”



Capturing this data using 
Custom Groups within 
Sycle will allow you to pull 
lists of patients based off 
their specific desires and 
needs. When new 
technology hits the market 
or when a favored 
manufacturer releases a 
new device, you’ll be able to 
develop targeted messaging 
to the patients who would 

most likely respond well to 
learning of such news.

These are just three 
examples, but you get the 
idea. Take the time to think 
about your patients and 
their personas. Figure out a 
system for grouping them in 
a way that will allow you to 
leverage your data and 
customize your messaging.

Some popular custom group titles to set up are:

• Latest tech - identifies patients who want to be 
informed of all the new technology hitting the 
market        

• Brand loyal - identifies patients who would be         
interested in new products from a particular      
manufacturer

• Price conscious - identifies patients who would 
like to hear about special deals or discounts 
you’re making available

For a more detailed understanding of your patients, 
one key piece of data to capture is Type of buyer. 
Ask yourself questions like the following when 
collecting patient data to help categorize their 
buying habits:

• Does this patient always want to know about the 
latest technology?

• Does this patient have brand loyalty toward a      
particular manufacturer?

• Does this patient tend to appreciate a certain type  
of technology?

3. Type of Buyer
We all know that there are 
certain types of patients we 
need to communicate with at 
certain times. For example, 
patients who have a warranty 
set to expire soon, patients  
who are due for an annual 
hearing test, or those due for 
an upgrade in technology. 
In fact, Sycle’s core platform 
was built around a customer 
relationship management 

engine that automates all of 
these types of patient recall 
pieces. However, some 
outreach requires a more 
targeted message. After all, 
no two patients are the same 
and their desired approach to 
treatment can vary greatly.



4. Warranty Expiration Dates

Research shows the 
average lifecycle of a 
hearing aid is 5.4 years 
(MarketTrack). Yet most 
manufacturer hearing aid 
warranties expire after just 
3 years. That leaves 2.4 
years where many patients 
are walking around with 
absolutely no loss & damage 
or repair coverage on their 
devices. This presents an 
opportunity to provide 
added value service to 
patients who may be
 interested in extended 
warranties, benefiting both 
the patient and your 
practice.

If you’re not communicating 
with your patients on a 
regular basis, you better 
believe your competitors 
are. That’s why even a letter 
to remind a patient to come 

in for a clean and check, 
along with an offer to 
extend their warranty, can 
help  ensure you maintain 
their business during that 
critical 2.4 years prior to 
upgrade.

Now, some of you might 
say, “Doesn’t offering an 
extended warranty create a 
barrier to upgrading that 
patient right then and 
there?” My answer would 
be no. Let me explain. 

Sycle created our Extended 
Coverage Program, in 
partnership with ESCO, to 
help you communicate with 
your patients and let them 
know extended coverage is 
within reach. The program is 
designed to not only provide 
coverage, but primarily to 
build patient loyalty. 

Sycle runs a query to find all 
the patients with warranties 
set to expire in 30 days. The 
system then automatically 
generates and sends that 
patient a clean and check 
reminder along with an offer 
to extend coverage. The 
letter is customized with 
the clinic logo and provider 
signature. What’s critical to 
notice is the primary call to 
action is to come in for the 
clean and check. This gives 
the provider an opportunity 
to discuss options for 
upgrading to a new device 
if that is what they feel is in 
the patient’s best interest.

Some patients may 
upgrade, others may 
choose to extend their 
coverage. Some may just 
get  a clean and check. 
Regardless, you’ve nurtured 
that relationship and the 
next time that patient 
decides they do want to 
upgrade they are much 
more likely to think of you 
and your practice.

“If  you’re not communicating with your 
patients on a regular basis, you better 
believe your competitors are.”
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5. Data Unique to Your Particular 
Practice
Remember when we 
previously discussed 
identifying patients by Type 
of buyer? It’s also important 
to remember that, just like 
patients, no two practices 
are the same. Depending on 
your geographic location, the
demographic breakdown of 
your patient database, and 
many other factors, there 
exist numerous opportunities 
to keep track of custom data 
points. 

Sycle’s Custom Groups 
provide an easy to use 
solution for managing this 
data collection. Let’s 
consider some examples.

Snowbirds: Is your practice 
located in a geographic area 
that brings in a lot of 
business in the winter due to 
snowbird traffic? If so, you’ll 
want to identify these 
patients and communicate to 
them during this important 
season.

Assisted living facilities: 
Does your practice service 
remote locations such as 
nursing homes or assisted 
living facilities? If so, setting 
up a custom group in Sycle 
for each location will allow 
you to easily mine your 
database for those particular 
patients when you need to 
communicate to them.

Unilateral loss: Do you have 
a lot of patients with 
unilateral loss? Tracking 
these patients with a Custom 
Group will allow you to 
easily notify them when 
specific technology aimed at 
treating their loss is available.

Preferred language: If you 
treat patients whose first 
language is not English then 
it’s a good idea to track that 
information. This will allow 
you to develop content in 
their preferred language 
when it comes time to send 
holiday cards, upgrades or 
even your quarterly 
newsletter.

These examples of 
custom data, and the 
previous sections we 
covered in this eBook, 
represent just a handful 
of data points you may 
want to collect in order to 
further segment your 
patient communications. 

Conclusion
As we often say to Sycle users, your current list of patients 
and prospects is your most valuable business asset. 
Understanding the impact that accurate patient data can 
have on your practice is the first step in building a clean, 
powerful database that will drive the growth of your practice.


