GROW YOUR LAB THROUGH REFERRALS
FREE Worksheet to identify and nurture your
short and long tail referrals

Does your lab have an optimal referral volume?
Do your referrals grow every year? Or, stay the same?
Do you wonder how to improve referral relations and find new referral sources?
If you found yourself saying yes to any of these questions, read further.
This workbook will provide insight into:
- How to segment your referrals
- How to identify your short and long tail referrals
Now, let’s get started.
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Referrals: Your Most Powerful Network

You already know that building a referral network is the key to a successful lab.
But, the quick spike in volume isn’t the only benefit you’ll get. It also affects your
bottom line.
Developing relationships with your network guarantees regular flow of new
business.
However, we keep coming across labs that fail to realize the benefits of using
their referral network to grow. They struggle to sustain themselves.
You can extract enormous value from referrals by following simple methods.
It starts by first identifying who your referral sources are. Each source requires a
different approach. Let’s find out how.
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Identifying Referral Segments

The data that you see above is real. For confidentiality reasons, we can’t name
this lab, but what we can say is referring doctors love this lab.
This lab has healthy referral percentages.
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Here’s a graphical representation of the above referral report.
We’ll be using this graph as an example throughout this workbook to understand
how you can identify and nurture your referring providers based on the referral
segment they belong to.
You can download the below worksheet to simultaneously analyze your referral
segments as you read.

https://gallery.mailchimp.com/
4665b5e7d42dcf8db2264322c/files/9142f7c4DOWNLOAD WORKSHEET
b651-4320-b06e-e025e445dad5/
NextServices_Lab_Referral_Analysis_Worksheet.xlsx
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Short Tail vs Long Tail Referrals
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Use your lab information/billing system to run a report of all referrals during the
past year (any measurable longterm time duration).
The referral network can be categorized in two segments based on patient
contribution to your lab:
1. Short tail segment - sources that contribute majority of referrals
2. Long tail segment - sources that contribute the balance of referrals
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Short Tail Referrals
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Short tail referrals are the small segment of your network that contribute the
majority of referrals. Much like Pareto’s 80/20 Principle.
From the above example, top 11 sources (30%) contribute to about 70% of total
referrals for this lab.

30%
sources

70%
referrals

Run a similar analysis for your lab using the worksheet. Identify your top 20 or
30%. It’s this 30% that you need to first focus on. These are your fans. They trust
you and your services. They are your regular source of steady business.
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Long Tail Referrals
LONG TAIL

Long tail referrals are the segment of your referral network that contribute
the balance of your referrals.
In our example, 26 sources (70%) contribute to about 30% of total referrals
for this lab.

70%
sources

30%
referrals

Having said that even one happy referral matters. Your goal should be to think
of ways to convert Long Tail referrals into the Short Tail.
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Nurturing Referrals
Standardize the information collected from your referrals - There is nothing
more frustrating for your referrals than constant phone calls for getting accurate
information about patients. Create a checklist of items you need and share with
your network. Your referrals will appreciate the methodical approach.

Address patient queries with empathy - Train your billing staff on addressing
patient queries and concerns politely. Most patients do not know where their
samples are being processed. They may not be aware that they need to pay for
lab bills. If your staff talks to patients with empathy, they'll remember the
experience and also let your referring providers know. This will elevate your
relationship with your network.

Understand your referral’s patient billing guidelines - Your referrals may have a
system for patient invoicing and collections. They may be exempted from certain
services. Understand patient engagement policies of your referral network and
adhere to them.

Build trust by sharing pertinent updates - If you come across an important
update pertaining to a segment of the specialties you cater to, proactively inform
your network about the update. Build trust.

Recognize them - A box of chocolates or even that assorted popcorn basket may
seem like tempting options. But, the thing is they are ordinary. Consider sending
personalized notes or thank you cards. Think differently.
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Widen The Tail
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A strong referral network helps you grow and sustain your revenue stream.
You need to constantly look for new sources of referrals.
Widening the tail requires accessing unexplored sources of new referrals.
It can be a set of gastroenterology or dermatology practices in your region
that you haven’t explored yet. Or, a sub-specialty group that you haven’t
considered yet, but can benefit from your clinical intervention.
When you maximize your network, you’ll uncover revenue generating
power you never knew your referrals had.
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37 sources

74 sources

11 referrals

40 referrals

Consider the earlier example.
Say the lab doubles its referral network - from 37 (earlier) to 74.
Going by the formula for short tailed referral segment, 30% of sources
contributed to 70% of referrals.
Therefore, 30% of 74. That is, 40.
Let’s break this down further.
With 37 referring sources, the Short Tail referrals were 11.
Now with 74 referring sources, the Short Tail referrals are 40.
See the difference? The growth is exponential.
Your goal with this exercise should be two-fold:
1. Expanding your referral network (expanding Long Tail)
2. Increase the volume of referrals (expanding Short Tail)
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Start Today

Building trust within your referral network isn’t hard. But it takes time, planning
and effort. Over a long period of time.
The secret to successful implementation is to take one small step at a time. But to
take it.
Remember. To increase referrals:
Referrals = Short Tail + Long Tail
Increase Short Tail (those who refer the most)
Increase Long Tail (the rest of your referrals)
Then widen the tail by expanding the scope of who might refer to you.
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grow your LAB

“We've been working with NextServices since November,
2012. The team helped us negotiate out-of-network claims up
to 80% of our expected amount. Because they take care of all
the hassles of billing, we've been able to focus on our lab
business and grow year after year.”
—
LIBO Q, MD
NEW YORK BASED DIAGNOSTIC LAB
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