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•• 9 Pieces of Unconventional Wisdom for Practice Managers

1. Success comes from being who you are, not despite who you are.

2. You don’t belong everywhere.

3. Hiring digital natives will not automatically solve a business’ transformation problems.

4. Customer insights trump technology to uncover innovations.

5. Solutions come from asking questions, not giving answers.

6. Listen more, talk less.

7. Surround yourself with people who complement you.

8. Qualitative insights may be better inputs to decisions than numerical data.

9. Established businesses aren’t complete dinosaurs.

https://builtin.com/articles/9-pieces-unconventional-wisdom

https://builtin.com/articles/9-pieces-unconventional-wisdom


•• However, the currency of 
Healthcare is creating a possible 
extinction event for primary care…



•• Why not put that money & 
resources to better use?

1. $130 million monthly over spend with apparently no benefit 
to administration, clinical or health outcomes, but we were 
able to pay it.

2. Why not channel some of that money and/or resources to 
primary care that is clearly underfunded?

3. $1 spent in primary care has $3 downstream benefits

4. With 1,000 GP Practices at $50,000 per month investment 
($50 million), making it attractive to work in primary care 
while generating savings of $150 million downstream 
benefits per month

5. Intergenerational investment, rather than short-termism.

Source: https://www.commonwealthfund.org/international-health-policy-center/countries/new-zealand

https://www.commonwealthfund.org/international-health-policy-center/countries/new-zealand


•• What is the best way to improve the profitability of a New Zealand 
General Practice?
ChatGPT said: Improving the profitability of a New Zealand General Practice requires a multi-faceted approach, balancing efficiency, patient 
care, and strategic investments. Here are some of the best ways to enhance profitability:

Maximize Capitation Revenue

• Increase Enrolled Patient Numbers:
Actively work to grow the number of enrolled 
patients, especially targeting populations that 
may benefit from PHO funding, such as low-
income or high-health-needs communities.

• Engage Patients in Preventive Care: 
Focus on preventive services (e.g., 
vaccinations, screenings, and chronic disease 
management) that align with PHO-funded 
programs, which can attract additional funding.

1 Optimize Billing and Fee Structures

• Private Services and Additional Fees: 
Offer additional fee-for-service options like repeat 
prescriptions, minor surgical procedures, skin 
checks, or specialized services that aren’t fully 
covered by government funding.

• Streamline Payment Processes: 
Ensure efficient billing and payment systems, 
reducing uncollected fees or delayed payments. 
Using automated reminders for unpaid invoices 
can help improve cash flow.

• ACC and Insurance Billing: 
Leverage Accident Compensation Corporation 
(ACC) claims and ensure thorough 
documentation of all reimbursable services. 
Encourage patients to use private health 
insurance when applicable.

2 Increase Operational Efficiency

• Reduce Administrative Costs: 
Use technology such as practice management 
software (PMS) to automate routine tasks like 
appointment scheduling, billing, and patient 
reminders. This reduces the need for additional 
administrative staff and improves workflow.

• Telehealth: 
Offer telehealth consultations to increase the 
volume of appointments without needing 
additional physical space or resources. It also 
allows for more flexible scheduling.

• Optimize Staff Utilization: 
Ensure that tasks are appropriately delegated. 
For example, have nurses or healthcare 
assistants handle routine health checks and 
vaccinations, freeing up GP time for more 
complex, higher-revenue consultations.
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•• What is the best way to improve the profitability of a New Zealand 
General Practice?

By combining these strategies, a New Zealand general practice can improve its financial 
health while continuing to provide high-quality care to patients.

Improve Patient Retention 
 and Engagement

• Patient Loyalty Programs: 
Encourage patient loyalty with membership 
schemes or bundled care packages that 
include a set number of consultations or 
services for a fixed price.

• Patient Education and Self-Service: 
Invest in patient portals where patients can 
book appointments, check test results, and 
communicate with the practice. This not only 
enhances patient satisfaction but also reduces 
administrative workload.

4 Use Data to Drive Decisions

• Data-Driven Insights: 
Use data analytics from your PMS to track 
appointment no-shows, patient retention, or 
underutilized services. This data can help you 
adjust scheduling, staffing, and service 
offerings to maximize efficiency and revenue.

• Forecast Patient Demand: 
Use predictive analytics to anticipate periods of 
high demand and adjust staffing accordingly, 
ensuring the practice is neither over- nor 
understaffed.

5 Focus on Staff Well-being 
 and Retention

• Reduce Turnover: 
High staff turnover is costly due to recruitment 
and training expenses. Invest in staff well-
being and professional development to retain 
experienced staff, which also improves patient 
satisfaction and loyalty.
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•• 1. Maximize Capitation Revenue

• Increase Enrolled Patient Numbers: Actively work to grow the number of enrolled patients, especially targeting populations that may 
benefit from PHO funding, such as low-income or high-health-needs communities.

• Engage Patients in Preventive Care: Focus on preventive services (e.g., vaccinations, screenings, and chronic disease management) 
that align with PHO-funded programs, which can attract additional funding.



•• 1. Maximize Capitation Revenue
• Increase Enrolled Patient Numbers: Actively work to grow the number of enrolled patients, especially targeting populations that may 

benefit from PHO funding, such as low-income or high-health-needs communities.
• Engage Patients in Preventive Care: Focus on preventive services (e.g., vaccinations, screenings, and chronic disease management) 

that align with PHO-funded programs, which can attract additional funding.

Income 2021 2022 2023
Revenue 278,910,724 513,773,302 352,219,734
Other income 79,416

Covid Testing / Vax 65,664,585 284,420,222 91,986,420

Adjust Income 213,325,555 229,353,080 260,233,314
Adj Increase 107.5% 113.5%

First Level Services to GPs 155,090,304 164,809,013 179,857,762
Increase 106.3% 109.1%

Expenses 2021 2022 2023
Clinical costs 247,205,777 476,243,394 304,055,083
Covid Testing/Vax 65,664,587 282,630,884 89,974,459
Adjust Clinical 181,541,190 193,612,510 214,080,624
Increase 106.6% 110.6%

First Level Services to GPs 153,146,162 157,362,271 170,909,208
Increase 102.8% 108.6%

Administration 31,472,715 36,128,022 46,359,767
Increase 114.8% 128.3%

Employee costs 17,519,660 20,891,303 27,748,189
Increase 119.2% 132.8%

% Adj clinical expenses/ Adj income 85.1% 84.4% 82.3%
% Admin expenses/Adj income 14.8% 15.8% 17.8%

Work with your PHO to get more funding for your practice 
population
1. Work with your PHO about how you can maximise Services to Improve Access, 

Careplus, and Health Promotion funding.

2. Some PHOs pay practices at higher rates for system level fundings, with some 
PHOs holding onto the funding for internal use.  PHOs are required to pay out 
50% of the system level measures funding to practices as a requirement of the 
PHO services agreement.  

3. Talk to your PHO on what financial contributions the PHO can make towards the 
overhead costs of the Health improvement practitioner and Health Coach roles 
that they place in your practice.  The PHO can be providing funding to support 
the costs of rooms etc.

4. Its pays to speak with your existing and other PHOs to get a feel for what best 
aligns with you practice aspirations.



•• 2. Optimize Billing and Fee Structures
• Private Services and Additional Fees: Offer additional fee-for-service options like repeat prescriptions, minor surgical procedures, skin 

checks, or specialized services that aren’t fully covered by government funding.
• Streamline Payment Processes: Ensure efficient billing and payment systems, reducing uncollected fees or delayed payments. Using 

automated reminders for unpaid invoices can help improve cash flow.



•• 3. Increase Operational Efficiency
• Reduce Administrative Costs: Use technology such as practice management software (PMS) to automate routine tasks like 

appointment scheduling, billing, and patient reminders. This reduces the need for additional administrative staff and improves workflow.
• Telehealth: Offer telehealth consultations to increase the volume of appointments without needing additional physical space or 

resources. It also allows for more flexible scheduling.

• Medtech is the first to deliver an integrated video/consultant 
telehealth platform with integrated devices
o Many practices do not have the resources to do this themselves

o Practices are losing business and patients to telehealth companies

• There is a need for this type of technology
o Doctor and Nurse shortage, work can be shared amongst healthcare 

workers

o Remote care is on the increase

o Patient access can be addressed

o It delivers to many sectors of the healthcare ecosystem



•• Medtech Connect has two components

Virtual Consultations in Evolution

Medtech Connect is an ALEX® integration so no 
apps or software updates are needed to get started, 
it’s just a PMS configuration. 

Integrated Digital Devices

Integrated, easy-to-use monitoring devices automatically 
upload readings to the patient record in Evolution from 
the Medtech Connect app on any standard smart device.



•• 4. Improve Patient Retention and Engagement
• Patient Loyalty Programs: Encourage patient loyalty with membership schemes or bundled care packages that include a set number of 

consultations or services for a fixed price.
• Patient Education and Self-Service: Invest in patient portals where patients can book appointments, check test results, and 

communicate with the practice. This not only enhances patient satisfaction but also reduces administrative workload.



•• 5. Use Data to Drive Decisions
• Data-Driven Insights: Use data analytics from your PMS to track appointment no-shows, patient retention, or underutilized services. 

This data can help you adjust scheduling, staffing, and service offerings to maximize efficiency and revenue.

https://medtechglobal.com/nz/medtech-and-datacraft-analytics-transform-drinfo/

https://medtechglobal.com/nz/medtech-and-datacraft-analytics-transform-drinfo/


••

• Reduce Turnover: High staff turnover is costly due to recruitment and training expenses. Invest in staff well-being and professional 
development to retain experienced staff, which also improves patient satisfaction and loyalty.

6. Focus on Staff Well-being and Retention

Foster a Positive Workplace Culture

• Encourage Open Communication: 
Create an environment where staff feel comfortable sharing their 
ideas, concerns, or suggestions. Regular meetings or feedback 
sessions can help everyone feel valued and heard.

• Celebrate Successes: 
Recognize both individual and team achievements. Whether it’s a 
small milestone, like resolving an issue, or a larger one, such as 
hitting a target, celebrating these wins boosts morale and teamwork.

• Support Work-Life Balance: 
Encourage staff to take breaks and manage their workloads to avoid 
burnout. Flexible working hours or remote work options (when 
possible) can also improve job satisfaction..

1 Invest in Professional Development

• Ongoing Training and Learning: 
Provide opportunities for staff to attend workshops, courses, or 
training sessions that improve their skills or advance their careers. 
This benefits the practice and helps staff feel more competent and 
valued.

• Career Growth Pathways: 
Offer clear paths for career advancement, especially for nurses, 
receptionists, or administrative staff. Knowing there is room for 
growth can increase long-term job satisfaction.

2



••

• Reduce Turnover: High staff turnover is costly due to recruitment and training expenses. Invest in staff well-being and professional 
development to retain experienced staff, which also improves patient satisfaction and loyalty.

6. Focus on Staff Well-being and Retention

Prioritize Staff Well-being and Mental Health

• Provide Support for Mental Health: 
Ensure there are resources available for staff who might be 
struggling with stress or mental health issues. Offering access to 
Employee Assistance Programs (EAPs) or mental health days can 
show that the practice values its employees' well-being.

• Create a Supportive Team Environment: 
Encourage teamwork and mutual support among staff. Organize 
team-building activities or regular check-ins to strengthen 
relationships and help staff feel supported by their colleagues.

3 Enhance Workplace Physical Environment

• Improve Workspace Design: 
Ensure that the physical workspace is comfortable, well-organized, 
and conducive to productivity. Simple changes like better lighting, 
ergonomic furniture, or decluttering common areas can improve the 
atmosphere.

• Create Relaxation Spaces: 
Having a designated area where staff can take breaks or unwind 
during busy shifts can significantly reduce stress levels. A 
comfortable and quiet space for lunch breaks or short rest periods 
makes a big difference to staff well-being.
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•• 9 Pieces of Unconventional Wisdom for Medtech

1. Success comes from being who you are, not despite who you are.

2. You don’t belong everywhere.

3. Hiring digital natives will not automatically solve a business’ transformation problems.

4. Customer insights trump technology to uncover innovations.

5. Solutions come from asking questions, not giving answers.

6. Listen more, talk less.

7. Surround yourself with people who complement you.

8. Qualitative insights may be better inputs to decisions than numerical data.

9. Established businesses aren’t complete dinosaurs.

https://builtin.com/articles/9-pieces-unconventional-wisdom
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•• Key challenges for Medtech?
• Medtech’s mantra is to enable our customers (healthcare practices) to provide Healthier Care to their 

customers (the patients)

• Healthier Care is the ability of the practice as a whole (practice managers, reception staff, nurses and 
doctors) to provide each and every patient with an exceptional care experience and streamlined journey 
into and throughout the episode of care.  

• We do this by:
• Enabling efficient and appropriate pathways into the practice at time of patient need
• Enabling administrative efficiencies to allow staff to focus on the patient, not the paperwork
• Enabling efficient and appropriate transfer of patient care to streamline the referral to, and discharge from, other 

healthcare providers
• Removing the “white noise” from the “system” to allow for greater focus on the things that matter

• Like a lot of businesses in healthcare delivery we are facing a number of key challenges that are 
impacting overall customer experience and satisfaction.

• We are very much reminded by our users that we are in the business of helping 
practices be practices, doctors be doctors.



••
• We are going to leverage the deep product knowledge of the Product Delivery Team to significantly 

enhance the capabilities and performance of the Customer Support Team. 
• By bridging the knowledge gap between our teams, we will be fostering a collaborative environment that 

promotes continuous learning, innovation, and a seamless customer experience.

What are we going to do about it?

Cross Functional 
Pods:

Faster issue 
resolution and more 
accurate information 
provided to 
customers, leading 
to immediate 
improvements in 
customer 
satisfaction.

Enhanced 
Escalation 
Process: 

Quicker resolution of 
complex issues, 
reducing customer 
wait times and 
frustration.

Shadowing 
Sessions:
 

Rapid transfer of 
deep product 
knowledge to the 
support team, 
enhancing their 
understanding of the 
product and 
improving their 
ability to support 
customers 
effectively.

Skills and 
Knowledge 
Assessment:

Identify gaps in 
knowledge and skills 
that directly impact 
customer 
satisfaction, allowing 
tailoring of a training 
plan/schedule to 
address these 
areas.

Customer Success 
Check Ins:
 

Enhanced customer 
loyalty and 
satisfaction through 
proactive 
engagement.

Customer 
Follow-ups:

Customers feel 
valued and cared 
for, leading to 
increased 
satisfaction and 
loyalty.

Personalised 
Onsite 
Follow-ups:

Strengthened 
customer 
relationships, 
proactive resolution 
of underlying issues, 
increased customer 
satisfaction, and 
valuable insights for 
potential product 
improvements.



•• Avoid conventional thinking

“ When everyone conforms to the norm — creativity and innovation die. Society becomes 
stagnant and people become unhappy. When conventional thinking dominates, society 
cannot make the progress it needs to make. Society needs unconventional individuals to try 
new ideas and come up with ways of doing things that nobody has ever thought of before.

Remember, unconventional thinkers see reality for what it really is, and they take action. So 
don't be afraid to try new things and challenge the status quo —you may be surprised by 
what you can accomplish.”

Are You Unconventional Enough in Your Thinking? - Phil McKinney - Innovation Mentor and Coach

https://www.philmckinney.com/are-you-unconventional-enough-in-your-thinking/
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