THE RECEPTIONIST ROLE AT NMK

POSITION PURPOSE

You are responsible for administration, reception tasks and assisting the Clinic
Manager with day to day activities.

You manage the administrative roles that maximise the results achievable by the
other members of the company, by effectively, efficiently and cheerfully making the
patient’s transition through No More Knots as outstanding as possible.

You simultaneously cater to the needs of the Massage Therapists and Clinic
Managers’ on a day to day basis. With the flexibility to handle both the most
challenging and most simple tasks extremely well.

You are the first point of contact for any New Patient, and always naturally exude
warmth and vitality and most everything that we value as a team and company.

GENERAL OBLIGATIONS

In addition to your specific duties, you are required to always act in the Company’s best
interest and to refrain from acting or being seen to act in conflict with those interests.
You must use your best endeavours to protect and promote the Company’s reputation
and to perform the duties assigned to you from time to time to the best of your
abilities and knowledge.



PRINCIPLE ACCOUNTABILITIES

A Receptionist is responsible for implementing No More Knots’ policies and
procedures. Principal accountabilities include, but are not limited to:

Patients:
1.Creet anyone through the doors of No More Knots with a smile and a helpful
attitude.
2.Establish friendly rapport with patients.
3.Responsible for the comfort and outstanding service of the patient from the time
they enter our property to the time that they leave with the exception of when
they are with the therapist during consultation.
4 Carefully follow procedures for therapist notification of patient arrival and
general care whilst attending the clinic.
5.Respond to therapist requests throughout the day.
6.Handle all inbound and outbound phone calls and emails in the appropriate
manner that encompasses our team values.

Clinic Environment:
1.Ensure cubicle presentation is kept neat and tidy throughout the day.
2.Ensure all areas of the clinic including staff rooms, bathrooms, reception areas
and other treatment rooms are clean and sanitised.

Daily Office Duties:
1.Answering the phone and handling customer enquiries

2.Warmly greeting clients on arrival at the clinic

3.Accurately making appointments for clients with all therapists

4. Processing payments for appointments

5.Collect mail

6.Banking/Till Reconciliation

7.0rdering Stock

8.Completing set tasks by Clinic Manager or Therapists

9.Ensuring the clinic is clean and presentable
10.Email liaising with inbound and outbound queries from internal and external

customers

You will be required to be flexible in this position and must be prepared to undertake
such other administrative, clerical or management tasks as may be assigned to you by
the Company from time to time. Such work may be outside the area of your normal
duties but not outside the scope of your skills and abilities.

Apart from the specific matters noted above, you are required to apply yourself to the
position in a professional and responsible fashion at all times and to attend to all
associated administrative responsibilities that arise from time to time in relation to the
position.



COMMUNICATION WITH THE TEAM

START TIME

Deputy is the online scheduling program that we use to manage all reception shifts
across each clinic. You are expected to commit to your availability and your assigned
shifts. You are expected to be on time for every shift. Ensure sufficient time to prepare,
conduct a hand over with your team mate, and commence work at the correct time in
a stress-free way. If you are expected to be late, you must contact your manager to
advise.

EMAILS

Due to the nature of the business, there may not be opportunity for a manager to pass
on important communication to you in person. Therefore, No More Knots relies heavily
on email for important communication to and from receptionists; for example,
regarding availability and timesheets. It is essential that all No More Knots
receptionists have a personal email account which is checked frequently.

It is expected that receptionists will respond to all emails sent by No More Knots within
48 hours of receiving them (with the exception of weekends or during periods of
annual leave).

Each clinic has a direct email accessable to reception. It is your responsibility on a shift
to be managing the ingoing and outgoing messages in this inbox. All communication
from management relating to a task to be completed will be directed to these emails.
It is your responsibility to check and follow up on all tasks relating to your shift or you
specifically.



PERSONAL FOLDERS

Each receptionist will be set up with an Outlook Folder. Your Outlook folder is to be
used only to store individual work related items. For example, if your manager has
emailed you to request a task be completed or you would like to keep a copy of the
wording of an email as a template, these things may be stored in your NMK Outlook
folder.

It is your responsibility to check these folders for new messages at the start of each
shift as other receptionists may move an email that is specifically for you to your
personal folder. Under no circumstances should client related emails be kept in your
personal Outlook folder.

WHAT'S APP GROUP

There is a No More Knots What's App group chat created for team communication, such
as in regards to rosters and shift changes. Managers will regularly post in this group so
its a good idea to make sure you are apart of it.

COMPUTERS

No More Knots has multiple computers that are easily accessible to the team, and some
of which are specific computers designed for reception use only. Under no
circumstances are the reception computers to be used by therapists, even if they are
unoccupied.

You must not use any computer owned or provided by the Company, for any purpose
other than to carry out your duties. You must not use any disks or other computer
media which are not the Company's property and you must not undertake any private
or other activity by using such disks on any the Company equipment. One purpose of
this requirement is to ensure that no viruses are introduced into the Company’s
systems. Another is to ensure that the Company is not involved in any breach of
copyright or other similar legal right which belongs to someone else.

PHONES

No More Knots has multiple handsets for managing incoming and outgoing calls to the
clinic.

The clinic phone should be used for all work related calls only. If a client needs to make
a local phone call from our land line, it is at no charge.

You are not permitted to be on or use personal phones or other devices during work
time, unless specifically required and have manager approval. Phones are to be kept on
silent and with your belongings in the designated areas so as not to cause disruption.
You are free to access your devices while on a rest or meal break provided you are away
from the main desk and in the designated break areas.

These policies are in place to maintain professional standards in the reception area.



UNIFORM

You are the first point of contact for clients at NMK. For this reason, it is
important we make a great first impression for our clients as soon as they enter
the clinic. One of the many ways this can be achieved is through our
presentation. It is expected that you arrive to work looking well put together
and in the correct uniform.

SHIRT: No More Knots provides each receptionist with a black polo shirt that must
be worn every shift. If you loose your shirt or it needs replacing you will be
responsible for purchasing one directly through Head Office. The cost of the uniform
shirt is $35

No More Knots also provides you with a name badge which is expected to be worn
pinned to the polo for each shift.

BOTTOMS: You are able to wear any bottoms as long as they are black, and work
appropriate. These can be black dress pants, a black skirt, leggings or black shorts
(they must be tailored and knee length).

SHOES: Shoes must also be black and closed in. Open toe shoes are not appropriate.
Ballet flats, or black runners can be worn depending on the rest of the uniform
choice.

WINTER: During the colder months, a black cardigan or black blazer may be worn
over the NMK polo shirt. Sports jackets/jumpers are not permitted nor are
jumpers/jackets that are not black.

ACCESSORIES/HAIR: The option of nail polish, jewellery and makeup is entirely up

to you. Hair can be styled however you wish, as long as it looks neat and
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PROFESSIONALISM

ATTITUDE
Always strive to be the best version of yourself, and put your best foot forward every
day!

We need to be bright, warm and friendly with everyone, team members and clients
alike. We all have bad days but you are responsible for leaving negative thoughts
and attitude at the door and putting on a strong face in the work place. Your mood
will affect others around you and your performance in your role. Think and reflect on
the energy you are bringing with you into work, and how you are presenting to the
world. Remember, you are the face of our business!

PERSONAL BELONGINGS

Personal belongings of all staff and contractors are to be kept out of public view and
in the tea room or other designated areas. If possible valuable items or large
amounts of money should not be brought into work. No More Knots ownership or
management is not responsible for any personal valuables that are brought on to
the premises.

CONVERSATION

Maintaining a reputation as being a professional is dependent upon behaviour and
actions, including when dealing with other teams members, management, therapists
and clients. Levels and topics of conversation must stay appropriate to the
workplace environment. Negative language of any sort, or conversations that in any
way denigrate the company or any other No More Knots employee or subcontractor
are strictly forbidden. Any issues that arise regarding any aspect of the workplace
must be raised through the appropriate channels as soon as is practicable.



PAYS, ROSTERS AND
TIMEOFF REQUESTS

ROSTERS

Rosters are set for the month ahead in advance. If you
have any queries or concerns about the roster you must
contact management immediately. You are responsible
for sending in accurate availability by the due date when
requested by the manager.

PAYS

Pays are processed fortnightly on Thursdays. Your pay is
calculated based on your rostered hours in Deputy.

On the Wednesday prior to payday, you will receive a
draft timesheet to review and confirm that the hours
recorded in Deputy accurately reflect the hours you
worked during the pay period. It is your responsibility to
notify your manager of any shift changes and ensure
these updates are correctly reflected in Deputy.

TIMEOFF REQUESTS

Any time off requests or unavailability need to be
entered into deputy and an email sent to management.
It is preferred that we receive any requests in advance to
ensure it doesn’t disrupt rosters and scheduling for
fellow administration staff. If the roster has already been
published and your availability changes, it is expected
that you will help find a solution for your allocated
shifts. You must always notify management of any
changes as soon as possible.

SICK LEAVE

If you are unwell and feel you will be unable to attend a
shift, you must call and advise management as soon as
possible. It is also appreciated that you assist in
attempting to cover your shift by reaching out out to the
rest of the team via the group What's App. Ideally you
are giving as much notice as you can if you feel like you
may be unable to work an upcoming shift so there is
time to make alternative arrangements. We understand
that illness can strike unexpectedly, but do not wait
until the last minute to advise you are unable to work.




TIMESHEETS

The standard pay cycle runs Thursday through to Wednesday, and everyone is
paid on a fortnightly basis on the Thursday.

DEPUTY

Our rostering program, Deputy, is responsible for setting out everyone’s shifts. It is
the program that our PAYROLL Team will use to calculate your pay.

You should regularly be checking your shifts on the Deputy app and notifying your
manager of any changes immediately.

Changes to shifts include:
Starting or arriving late
Finishing a shift early
Finishing a shift late *If you are required to stay back on a shift you should be
notifying your manager at that time*
Taking a 30min break (if entitled to)

IF YOU ARE CASUAL: As a casual employee, you are not entitled to annual leave
and therefore do not need to submit leave requests through Deputy or Xero.
However, if you are planning a holiday or anticipate needing an extended
period off (e.g. university exams), we kindly ask that you notify Management as
early as possibleto assist with roster planning and forecasting.

IF YOU ARE PART-TIME OR FULL-TIME: Firstly, you must gain approval for your
requested leave from your immediate Manager. Once approved, add this leave
into Deputy. You will also need to submit a leave request through Xero.

APPROVAL FOR LEAVE THROUGH XERO: Please ensure you select the person who
handles rostering as the approver (currently Natasha June 2025)




SUBMITTING A REQUEST FOR
TIMEQFF

It is important that you consider any time that you wish to take off well in

advance so we have enough notice to be able to coordinate the remaining

roster to cover your absence. All timeoff requests for the month should be
submitted at the very latest when that round of availability is due.

EMAIL YOUR REQUEST THROUGH

You must submit your request for time-off in writing to your manager. They may
wish to arrange a time to chat to discuss the request or confirm with you via email.
It is important that you submit your request well in advance. While we encourage
everyone enjoying a holiday or time away, we are unable to accommodate multiple
requests for time-off at the same time. If we do not have enough availability from
the administration team we will be unable to support the demands of the business.
This is particularly important to consider during peak holiday seasons like Easter or
Christmas.

FOR PART-TIME AND FULL-TIME EMPLOYEES: Your leave request must be
approved in writing. Please ensure you follow-up and discuss your leave requests
with a manager before booking time off.

SUBMIT YOUR REQUEST THROUGH
DEPUTY

Once you have emailed through your request you will need to submit a leave request
through our scheduling app;: Deputy.

We do this so we will be alerted when creating rosters of any conflicts with
scheduling and unavailability. It makes creating the next month of rosters a much
smoother process.




USING THE APP

To submit a leave request through Deputy, open up the app on your phone.

2:45

« Search

2:47

< No More Knots
Cancel Add Leave

Sat, 28 Sep 2019 From
Sat, 28 Sep 2019 - Thu, 01 Apr 2021

1 day To
Thu, 26 Sep 2019 Sat, 10 Apr 2021
Thu, 26 Sep 2019
Total
1 day

B Upcoming Shifts

Wed, 25 Sep 2019
Wed, 25 Sep 2019 pprovec
B Available Shifts 1 day (Unspecified)

Commen
Timesheets Noosa

TIME OFF

B Leave

B Unavailability

TASKS

© My Tasks

@ Assigned Tasks

1. Go to the home page, 2. Here you will be able 3. Enter the date range

and select 'Leave’. to view a record of any for your leave and reason
leave requests that you for the request in the
have made. Click the '+’ ‘comments' section.
sign in the top right- Make sure that the
hand corner to add a 'Leave Type' is set to
new one. (Unspecified). Then

select 'Done' in the top
right-hand corner when
you are finished.



BREAKS

Under the Health Professionals and Support Services Award [MA000027],
depending on the length of your shift, workers are entitled to a rest and or
meal break.

A rest break is a 10 minute paid break that counts as time worked.

A meal break is a 30 - 60 minute unpaid break that doesn't count as time worked.

An employee gets the following number of breaks, depending on the hours they
work.

NUMBER OF REST MEAL
HOURS WORKED BREAKS BREAKS
LESS THAN 0 0

4 HOURS
4 -5 1 0

HOURS
5-8 1 ]

HOURS
8+ HOURS 2 1

When taking a break, you are expected to:

1.Look at the diary and determine when it is appropriate to step away from the
desk. As we have treatments running all throughout the day there are not always
set break times in the schedule. Alternate with your team mate if there are two of
you working together on a shift, or discuss with the manager on duty to help out
if needed.

2.Notify your team mates and manager on duty if you are stepping away to have a
break.

3.1f you are by yourself in clinic, ask a manager to divert the phones to another
clinic for you, or put the phones on DND if this is not possible.

4. I1f you are due a 'Meal break' and you must make sure that it is recorded and
included on your timesheet.

Information on this page is taken directly from the Fair Work Ombudsman
(https://www.fairwork.gov.au/)




10 RULES FOR GREAT CUSTOMER
SERVICE

IN YOUR DEALINGS WITH
CUSTOMERS, BE THE ONE
TO INITIATE
HONEST, RESPECTFUL
AND THOUGHTFUL
COMMUNICATION.
BECAUSE TO THEM, YOU

NOT ONLY e
REPRESENT NO MORE =
KNOTS... 3

YOU ARE NO MORE
KNOTS!

1.COMMIT TO QUALITY SERVICE

Create a positive experience for our customers and go above and beyond customer
expectations.

2. KNOW YOUR PRODUCTS

This helps win our customer’s trust and confidence.

3. KNOW YOUR CUSTOMERS

Tailor your service approach to their needs and personality.



4. TREAT PEOPLE WITH COURTESY

Every contact with a customer leaves and impression. Use phrases like “Welcome to
No More Knots”, “Thank you for your patience”, “You're welcome”, “Lovely to meet
you”, “Have a great day”, “We look forward to seeing you again soon”

5. NEVER ARGUE WITH A CUSTOMER

Be solution focused rather than problem focused!

6. DON'T LEAVE CUSTOMERS HANGING

All communication with a customer needs to be handled with a sense of urgency

7. ALWAYS PROVIDE WHAT YOU PROMISED

Failure to do this is a sure way to lose credibility with our customers. If you can’t
make good on your promise, apologise and offer something in return

8. FOCUS ON MAKING CUSTOMERS, NOT SALES

Focus on the quality of your interactions with customers

9. ASSUME THAT CUSTOMERS ARE TELLING THE TRUTH

The majority of customers don’t like to complain; in fact, they will go out of their
way to avoid it

10 MAKE IT EASY TO BUY

Make the process, simple, fast, efficient and user-friendly




APPOINTMENT REMINDER CALLS

Confirmation calls are made daily for the next day's appointments which have
not already been confirmed. Ideally, at the start of every day we would like to
see that the full schedule has been confirmed so we can safely assume
everyone’s attendance.

WHEN TO MAKE THE REMINDER CALLS

Reminder calls should be made any time between the hours of 10am - 12pm. All
clients who have booked in advance should have received at least one version of our
confirmation message already. These messages are automatically sent out by
MINDBODY to the clients 2 days prior to their appointment, and could be via text or
email depending on what they have opted to receive. You can view a client’s
subscription choice in the CLIENT INFO. section of their profile.

Reminder calls are to chase confirmation from clients who have not responded to
these automated messages.

DECIDING WHO NEEDS A REMINDER CALL

Look at the next day's diary and select to show the status mode of the

appointments.

Any appointment that is unconfirmed AND created before the present date will
need to be called.

For example: It is Friday the 15th of Jan and you are making confirmation calls for Saturday
the 16th. If you found an unconfirmed appointment that was created/booked on Friday the
15th, we would NOT need to call that client. If it was created at any earlier date and still not
confirmed they will need to be contacted.

Click on any appointment that is
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WHO DON'T WE NEED TO CONTACT TO CONFIRM?

If an appointment appears 'light purple' in the status screen and there are no notes
regarding an confirmation calls that have been made then it is likely this
appointment has been 'pre-confirmed' by the client via them responding correctly
to one of the system confirmation messages. You could also check who last
modified the appointment and/or search for their number in Messenger Al to
confirm this. Provided they do not need to be contacted for any other reason (HF
issues, appointment timing, ect.) we can make a note on the appointment:

NNTC - PRECONFIRMED - YOUR INTIALS

If an appointment has been booked within 24hrs (for example, the appointment
was booked on Friday 15th for Saturday 16th) and there is no other reason that we
need to contact them, we can automatically mark the appointment as confirmed.
We would write a note on the appointment:

NNTC - booked DATE - YOUR INITIALS

WHO DON'T WE NEED TO CALL TO CONFIRM?

If an appointment has been booked the day before for the next day (for example,
the appointment was booked on Thursday 14th for Saturday 16th) then we DO need
to confirm with them directly, but we can skip the phone call. In these cases, just
send the first confirm text directly to the client (see template for this). This is
because our system automated messages go out 2-days prior, and so the booking in
this instance has only just missed out on getting that message. We would write a
note on the appointment:

Sent 1st confirm txt DATE - YOUR INITIALS

In this instance, follow up with the remainder of the confirmation process as
required.



CONFIRM CALL SCRIPTING

When reminding a client of their appointment and confirming their attendance,
it is important to make sure that we clearly recite all details of the appointment
to them.

This includes:

¢ Date

e Clinic location

e Time of the appoitment
e Therapists name

If the client answers the phone call...

Hi (Client's Name), this is (Your Name) calling from No More Knots (Clinic
Location). How are you today?

I am just calling to confirm your appointment for tomorrow (Day and Date).
We have you booked in for a (Type and Length of Appointment) at our (Clinic
Location) with (Therapist's Name) at (Appointment Time). Will you still be
attending?

When they answer positively...

"That's great! Thank you very much for confirming, we look forward to seeing
you tomorrow, (client's name).

If the client responds negatively and needs to cancel...

"I'm sorry to hear that. | can cancel that one for you now. Would you like to
reschedule with me now over the phone?

If you have to leave a voice message...

"Hi (Client's Name), this is (Your Name) calling from No More Knots (Clinic
Location).

I am just calling to confirm your appointment for tomorrow (Day and Date).
We have you booked in for a (Type and Length of Appointment) at our (Clinic
Location) with (Therapist's Name) at (Appointment Time). If you could please
give us a call back on (Clinic Number) to confirm your attendance that would

be greatly appreciated.
Thank you. "



*Sometimes a client will have a restriction on their voicemail, requiring all
messages left to be only 10seconds in length. If this occurs please say...

"Please call No More Knots on (Clinic Number) to confirm your appointment for
tomorrow. Thank you"

*ALWAYS FOLLOW UP VOICEMAILS UP WITH AN SMS*

SMS FOLLOW UP

After leaving the voicemail, use Messenger Al to send the following text:

SCRIPTING FOR 1st SMS

Hi (Client Name),

Please call No More Knots (CLINIC NAME) on (Clinic Number) to confirm your
(TIME) appointment for tomorrow with (Therapist's Name). You can also reply to
this text message with “C”" to confirm!

Kind regards,

NMK Reception

If the client responds to your message via Al:
Thank you so much for confirming. We look forward to seeing you in the clinic!

ROUND 2 OF CONFIRMATIONS (EOD)

During the PRE-CLOSE phase of the day (usually between 4-5pm, depending on the
close time for the evening), we will need to attempt to contact the client again if
they have still not confirmed their appointment.

Send another message using Messenger Al for anyone who still has not contacted us
regarding their appointment. This is especially important for anyone with a history
of MALCs.

SCRIPTING FOR 2ND SMS:

Please call No More Knots (CLINIC NAME) on (Clinic Number) to confirm your
appointment for tomorrow. If you contact us outside of business hours, please be
sure to leave a message. Any no-shows or cancellations within 4 business hours will
incur a fee.

Kind regards,

NMK Reception




CONTACTING UNCONFIRMED CLIENTS THE
MORNING OF

If a client fails to contact us regarding their appointment (including voicemails) we
will need to attempt to reach them once more. Therapist's understandably become
nervous of clients (particularly with a history) who are unconfirmed, and if they have
people on the cancellation list requesting to see them. Send another message the
morning of.

SCRIPTING FOR 3RD SMS (FINAL FOLLOW UP):

Please call No More Knots directly on (Clinic Number) to confirm your appointment
for today. If you know that you are unable to attend it is important that you call as
soon as possible to reschedule. Any no-shows or cancellations within 4 business
hours notice will incur a fee.

CONFIRMATION CALLS - SATURDAYS ONLY

Saturday confirmation calls will work slightly differently as we have a shorter
business hours on the weekend, and are currently closed on Sundays. On Saturday
we will try to confirm as many of the appointments for Monday that we can, but do
not need to do all of the standard confirm call messages that we normally would as
our Monday clients will only be receiving the system automated messages that
morning!

On Saturdays, make our reminder calls between 12pm - 1pm for those that need it.
They should have received the automated message around 9am that morning, and
so have now had a couple hours to respond to it. For those that haven't and are still
unconfirmed. call as normal and leave a message on voicemail if required. DO NOT
FOLLOW UP WITH THE FIRST SMS TEMPLATE.

Instead, use your voicemail to encourage them to respond the automated message.
When they do, the bot with be able to confirm this automatically for us.

Around 2pm send an EOD confirm message to follow up anyone we are still waiting
on. This will be slightly different to the one sent Monday - Friday as we are closed
Sundays.

SCRIPTING FOR 2ND SMS (SATURDAYS):

Please call No More Knots (CLINIC NAME) on (Clinic Number) to confirm your
appointment for Monday. Our clinics are closed on Sundays, so if you contact us
outside business hours, please leave a message. Any no-shows or cancellations

within 4 business hours will incur a fee.
Kind regards,
NMK Reception

Unconfirmed appointments will need to be followed up as normal Monday morning
with our day-of message.



WHY DO WE CONFIRM APPOINTMENTS?

It is important that we confirm all appointments so we can be assured as much as
possible that the clients will be attending. Any unconfirmed appointments carry a
higher risk of that client cancelling last minute, or not showing up to the clinic.
These become opportunities for our other clients, our therapist team, and the
business as a whole.

*In the instance that a client calls back, annoyed with the amount of contact we
made:

We can understand that you may be frustrated by this;, however, this is the
policy that we follow to ensure that we can confirm attendance from all our
clients, or have plenty of notice to reschedule their appointment.

| can see that you receive the original confirmation text message/or email on
(DATE) for this appointment. These are sent out 2 days prior to your
appointment automatically from our system. If you follow the prompt and reply
with a ‘C’ it will confirm your appointment directly in our system and we won't
need to follow up with you at all.
*If the client has not opted to receive our text message it is a good idea to
encourage them to*




CONFIRMATION NOTES - QUICK GUIDE

NNTC - pre-confirmed - INITIALS

Meaning = 'No Need To Call - Pre-confirmed'
This is used when we do not need to make a confirmation call to the client, as they
have confirmed their own appointment via one of the system automated messages
(either SMS or email).

NNTC - booked DATE - INITIALS

Meaning = 'No Need To Call - booked today'
This is used when we do not need to make a confirmation call to the client, as they
have booked the appointment today for tomorrow (appointments booked within a
24hr window). This can be used for both appointments booked manually over the

phone or online by the client.
For example: Today is Friday 10th May and you are confirming appointments for Saturday
11th. Appointments booked on the 10th may for tomorrow will be confirmed with this note.

Sent 1st confirm txt DATE - INITIALS

Meaning = 'Manually sent the first confirm text message'

This is used when the client has just booked outside the 24hr window so we aren’t
assuming confirmation, but has booked too soon to have received the automated
system confirmation message. We only need to call to chase if a client has ignored
our first attempt via text/email.

For example: Today is Friday 10th May and you are confirming appointments for
Saturday lith. Appointments booked on Thursday 9th may for tomorrow will need
to be manually sent a confirm message.

Called & confirmed @ TIME & DATE - INITIALS

Meaning = 'Called and confirmed with the client over the phone'
This is used when we have reached the client directly over the phone and verbally
confirmed their appointment.

LMOVM & sent txt re. confirm @ TIME & DATE - INITIALS

Meaning = 'Left message on voice mail and follow up text sent regarding
confirming appointment'’
This is used when we have reached out to the client and only been able to leave a
voicemail. We always send a follow up text as well in order to prompt a quicker
response in case they have not answered because they don't recognise out number.

*ALWAYS SIGN OFF ANY NOTE YOU MAKE WITH YOUR INITIALS*




EOD confirm txt sent @ TIME & DATE - INITIALS

Meaning = 'End of day confirm follow up text sent'
This is used when have still not heard back from the client and were required to
send the second follow up message of the day (refer to text templates).
This note will go above the previous confirmation note in the appointment notes so
it reads in order of last effort made to first effort made.

Final confirm txt sent @ TIME & DATE - INITIALS

Meaning = 'Final confirm text sent'
This is used when have still not heard back from the client and were required to

send the third /final follow up message the next morning/morning of the
appointment. (refer to text templates).

This note will go above the previous confirmation note in the appointment notes so
it reads in order of last effort made to first effort made.

Cl. called to confirm @ TIME & DATE - INITIALS

Meaning = 'Client called back and confirmed appointment'
This is used when the client calls back after receiving one of our efforts to contact
them and confirm their appointment verbally with us over the phone.
This note will go above the previous confirmation note in the appointment notes so
it reads in order of last effort made to first effort made.

Cl. confirmed via bot - INITIALS

Meaning = 'Client confirmed via the bot

This is used when the client responds to our messages via the Al system and
confirms their appointment.

This note will go above the previous confirmation note in the appointment notes so
it reads in order of last effort made to first effort made.

*ALWAYS SIGN OFF ANY NOTE YOU MAKE WITH YOUR INITIALS*




It is important that we record how and when a client confirms their appointment in
the event that they late cancel or miss their appointment. We want to be well
informed of all the efforts made to advise client’s of their appointment, and that
this can be easily identified simply via looking at the appointment notes on the
booking.

Imagine the following scenario:

Today is the 10th May. You call a client 5mins into their appointment as they have
not arrived. The client says they’'ve forgotten about it. The notes on the
appointment read:

Cl. called to confirm @ 3.12pm on 09.05.24
LMOVM & sent text re. confirm @ llam on 09.05.24

This means that they received our automated message 2 days prior, a voice mail
and follow up text yesterday at 1lam, and then the client actually called back later
in the afternoon and verbally confirmed over the phone.

Based on this information, and our efforts to contact them, we could be very
confident in charging a missed appointment fee on the spot.

If the above notes had been absent from the appointment, then you would not be
confident in the moment for how reception the previous day had handled
reminding this client of their appointment and it would require further
investigation before we could say that it would be fair for a fee to be charged.



CONFIRM CALL SUMMARY

Monday - Friday

e BOT/system automated message set to go out in the AM 2 days before
appointment

e 10am - 12pm - First round of confirm process (Call / LMOVM & Send first follow up
text message)

e 2pm - 5pm *Depending on close time of clinic (please don't do this too early!)* -
Send EOD confirm text

e Next morning - send final confirm message. (make sure to check BOT/voicemails
& email first)

Saturday Confirm Process for Monday

e 12pm - First round of confirm process (Call / LMOVM) * DO NOT FOLLOW UP
VOICEMAILS WITH FIRST TEXT. BOT'S CONFIRM MESSAGE SHOULD BE THE LAST
THING ACTIVE IN THE CHAT AND THEY CAN RESPOND TO THIS* (they would have
only received this that morning)

e 2pm - Send EOD confirm text for Monday

e Monday morning - send final confirm message. (make sure to check
BOT/voicemails & email first)

IMPORTANT - CLIENT FORM CHECKS DURING CONFIRMATION PROCESS
Please be mindful with our form checks and sending emails/texts to the client. If
this has not gone out in advance of the confirm messages, please wait until the

client confirms the appointment to send this. If the bot tries to send it's
confirmation message and then we override it with a form text then we will disrupt
the client’s ability to confirm/cancel their appointment themselves.

UNCONFIRMED APPOINTMENTS WITH A MALC
HISTORY

Any unconfirmed appointment carries a risk that the client may no-show or late
cancel. Even more so if the client has a history of MALCs.

As per our appointment policy, unconfirmed appointments may be cancelled. It is
very important that we follow all steps of our confirmation call process and MALC
procedures accurately on every occasion, so if we are in a situation where we feel it
is reasonable to cancel a client’s appointment, we are confident with our messaging
and feel comfortable to do so.



FIRST TIME APPOINTMENTS UNCONFIRMED

If we are having a tough time reaching a client to confirm their appointment but
there is no history of no-shows/late cancellations, we will give them the benefit of
the doubt on this occasion that they will arrive.

When they do come in for the appointment you will need to have a conversation
with them about this:

e Check in and make sure everything is okay “___ We were having a tough time
reaching you to confirm this appointment, did you receive all our messages
okay?” We may need to confirm their phone number and email if they didn’t
receive our efforts.

e Try and get a reason out of them for not responding

e Encourage them to respond the the automated message

e Advise them that we do chase confirmation, and unconfirmed appointments are
at risk of being cancelled to avoid disappointment (on both sides).

*If and when this conversation is necessary, add a note in the NOTE section of
the client’s file to confirm that they have been verbally made aware of this.*

NOTE EXAMPLE: 17.04.24 - Client did not confirm appt. Confirm with client on
arrival that they had received all our messages. Did not have a reason for not
responding. Advised of the confirm process and made aware that in future we may
cancel unconfirmed appointments- EM

UNCONFIRMED APPOINTMENTS (MALC HISTORY)

If we are having a tough time reaching a client to confirm their appointment and
they have a history of no-showing/late cancelling (especially if the very last visit was
a no-show!) we can take steps to cancel their appointment if we do not think they
will attend AND we have other clients on our cancellation list who want that
appointment spot.

THE MORNING OF

Instead of sending the final day-of confirm message, call the client one last time. If
you do not reach them directly, leave a voicemail and send the following text if
necessary:

Script for phone call
“Hi ___, this is ___ from No More Knots. We have been trying to reach you in order
to confirm your appointment for today. As we have not heard back from you and
received confirmation, we have CANCELLED this appointment, as per our
appointment policy. Please give us a call on (CLINIC NUMBER) when you are ready
to reschedule.”

Script for text message
YOUR APPOINTMENT HAS BEEN CANCELLED
Hi (CLIENT NAME), We have made several efforts to contact you in order to confirm
attendance for your treatment today. As we have not heard back from you, your
appointment has been CANCELLED, as per our appointment policy. Please give us
a call on (CLINIC NUMBER) when you are ready to reschedule. - Kind Regards, NMK
Reception



Consult with your clinic manager around this process if you feel it may be required.
You may need to do this in the evening the day before if the appointment is an early
morning session. The point of this is to cancel the appointment just outside of
4BUSINESS hours notice so it is not considered a late cancellation.

We will only takes steps to do this if the client has a recent, proven history of being
unreliable (MALC’s), and we are confident the appointment can be filled by another
client.

If you do follow this process, follow the CANCELLED APPOINTMENT procedure
(do not Early Cancel).




PHONE PROCEDURES

The phones are the same throughout all clinics. Our current Phone Provider is
Smart Business Systems (SBS). If you have any issues with the Phone set up,
please contact them.

To dial out
Lift the receiver and dial the number.

To answer a call, either:

e Lift the receiver to connect to the caller.

e Press the line key that has the flashing green indicator if using a phone from a
manager's office or tea room.

Internal calls

Lift the receiver and press the line key of the person (Manager's office) or location
(Tearoom, another clinic's reception) you would like to contact which can be found
on the phone home screen.

To place a call on hold
Press the hold key or select hold during a call. The hold button will only display
when you are on an active phone call.

To retrieve a call from hold
Press the flashing red button to reconnect with the caller on hold.

Transferring a call

e Press the TRANSFER key or select the transfer option available during an active
call.

e Select the line you would like the call to transfer to, then select the transfer key
again to complete the transfer.




PLACING A CALL ON HOLD

The action of placing someone on hold is really quite easy. You simply press the hold key or
select the hold option available in an active call.

Hold Button on Dial Board

SBS SYSTEMS 1300 798 717

Hold & Resume Button in an Active Call

To retrieve the call, select the hold button again to resume the call. Alternatively, you can
select the resume option available in an active call. When multiple calls are on hold, select
the line key you would like to retrieve to reconnect with caller, it will be flashing.

Whilst the actions are easy, the conversation surrounding the need to place someone on hold
can sometimes be a little tricky!

Always ask. A nice way to say this is ‘Do you mind if | place you on hold for one moment? |
won't be long’. NEVER use the words, ‘do you mind if | chuck you on hold’, or ‘throw you on
hold’. Our clients are not something to be thrown around, even if it is figuratively!

When returning to the call. Always thank the client for holding! ‘Thank you for holding, how
can | help?’ And then return to the conversation you were previously having.




TRANSFERRING A CALL

Transferring is a function that allows phone calls to be transferred internally to different
offices or clinics. This allows reception to transfer a caller to a manager or alternative clinic
promptly

Hold Button on Dial Board

SBS SYSTEMS 1300 798 717

Hold & Resume Button in an Active Call

To retrieve the call, select the hold button again to resume the call. Alternatively, you can
select the resume option available in an active call. When multiple calls are on hold, select
the line key you would like to retrieve to reconnect with caller, it will be flashing.

Whilst the actions are easy, the conversation surrounding the need to place someone on hold
can sometimes be a little tricky!

Always ask. A nice way to say this is ‘Do you mind if | place you on hold for one moment? |
won't be long’. NEVER use the words, ‘do you mind if | chuck you on hold’, or ‘throw you on
hold’. Our clients are not something to be thrown around, even if it is figuratively!

When returning to the call. Always thank the client for holding! ‘Thank you for holding, how
can | help?’ And then return to the conversation you were previously having.




PAGING/MAKING ANNOUNCEMENTS

We have previously used the paging option on the phones to announce client
arrivals to therapists who are already in treatment. This is sometimes called
‘announcing the client’. Although we no longer use the paging option to announce
clients, it is important to understand how and when to use this function.

Greenslopes reception is the only location that has a pager option. To make an
announcement, select the pager line key. You will hear 1 distinctive ding and then
you may make your announcement in a loud, clear voice. It is important though that
you don’t yell! Clients do not want to be interrupted throughout their treatment by
someone yelling every 10 minutes!

The announcement should be clear and concise. Repeat the announcement twice,
before ending the announcement by clicking the 'X' button to avoid a clucky sound
from putting the receiver down.

PAGER LINE KEY
END CALL BUTTON




MESSENGER Al

MESSENGER Al is our SMS system and is an extended feature of MINDBODY. It
includes a BOT which acts as a virtual receptionist and can message directly
with clients. is directly integrated with our phone systems as well, so when
clients call the clinic we can listen to any voicemails straight from this system
on the computer - not on the phone.

MAIN DASHBOARD

Log in to MESSENGER Al - each clinic will have a unique login.

LOCATION:
Each clinic has its own unique inbox,
depending on the location the client SEARCH:
has connected with Want to see the chat history for a
===  particular client? Click on the
. SEARCH feature and enter the
wdee (B t.—c'; 5 phone number.
Message "
Dashboard:
Select this icon -
to bring you
back to the
chats
(This is the
current view
mode)
INBOX FEATURES:

Select LIVE CHATS to view the current chats open. These chats are
for us to engage with. The BOT will not respond to the client in the
LIVE CHAT.

Select MY QUEUE to view chats the BOT has flagged for us to
engage with. The BOT will flag chats for our attention if it believes it
is not able to help the client, or has not received a response in a
certain time frame. You will need to move these chats to the LIVE
CHAT section.

TODAYS CHATS are all active chats for today. You may wish to view
this the check on any chats currently going on with the BOT.

ARCHIVED is the history of all previous chats. We recommend just
using the search feature if you are looking for a specific chat.



CHECKING A VOICEMAIL - MESSENGER Al

Anyone who calls the clinic and gets to our voicemail will be prompted to leave a message. When a
client leaves us a message, our virtual receptionist KNOTTY (the BOT) will attempt to decipher it and
respond to them. These chats will show up in the inbox for the clinic that they called. Depending on
whether or not the BOT was successful in it's interaction with the client, the chat may either be in

TODAYS CHATS or in the MY QUEUE box.

To check and listen to the original voicemail, click on the phone icon underneath the message icon

on the far left-hand side.

Voicemail
Dashboard: PLAY RECORDING: RESOLVE THE VOICEMAIL:
Select this Select this button to play the After you have finished
icon to take audio recording of the dealing with the voicemail,
you to view all voicemail. It will play directly click the MARKED AS
v0|cerpa|l through the computer so just RESOLVED button to remove it
recordings. make sure you don’t do this on from the list.
(This is the a device connected to the
current view clinic PA system!

mode)



LIVE CHATS

LIVE CHAT function is where we will directly engage with clients. You can take over a chat a chat from
the BOT by selecting START LIVE CHAT, which will bring it to this section of the inbox. Here, you can
also start a new conversation with a client.

The BOT will ignore any chat that is sitting in the LIVE CHAT section of the inbox. Only we can
respond to these messages. This means it is important that once we are done engaging with a chat,
we will need to resolve it, to remove it from this part of the inbox. We also want to be careful about
resolving any chats too early - If you send a message to a client that you want a response to it is best
to leave it in the IIVE CHAT section. If you resolve it, the BOT will attempt to respond to the client’s
follow up, which could potentially result in some confusion for the client.

As a general rule, leave a chat in the LIVE CHAT section for the day before resolving it UNLESS we
need to keep following up with the client.

= e Chas . \
New Conversation o

ENTER CONTACT NUMBER
- HERE:

i START A NEW CHAT You can enter multiple phone
numbers and send a bulk text.

WRITE YOUR MESSAGE HERE:
Don’t forget we have a
template document for the
common messages sent to
clients.



Click on any chat in the LIVE CHAT section and click the MARK AS RESOLVED button to remove from
the list. This chat will be ARCHIVED.

™ Live Chots a

raamber i 3730 B281 Kind Regords, NME TARINGA T720 2281
s ok
e B

MY QUEUE OR TODAY’'S CHATS

You will want to keep an eye on the MY QUEUE & TODAYS CHATS section of the inbox throughout
the day to see if there are any chay ts that we may need to take over. It is important to remember that
the BOT is programed to handly certain situations and outcomes; however, it does rely on the system
picking up on specific key words in the client’s messages. It works very well for most, straight forward
requests, but it is not perfect!

If the client fails to respond to the BOT's standard prompts, the message should be flagged in the MY
QUEUE section. This is the systems way of telling us that it doesn’t believe it is helping the client
successfully and suggests that we take over. However; it may not always recognised that it has been
unsuccessful which is why it is also recommended to check the TODAYS CHATS section.

If you find a chat that you would like to take over on, simply click the START LIVE CHAT button. This
conversation will be automatically moved to the LIVE CHAT section of the inbox.

-
\

Which lecation ane you leaking to bosk of? &

New Client 136046499

B Today's Chats [+]

= S Dt

Which *remedial massoge would you bke?

= S Options:




TOWELS

The towels that we use are designed specifically
for our clinic and to be environmentally friendly.
They are not as thick as regular towels and
therefore we can fit more into the washing
machine, cutting down on the number of loads
that are required. They are also faster to dry
which decreases the amount of electricity used
per load.

We have 3 different towel types:

e Large orange towel - These are for covering
and drapping the client. Therapists generally
use 1 - 2 of these per treatment.

e Large black towel - These are used as the top
cover on the base of the massage beds. These
are changed between every client.

e Small black towel - These are used as the top
cover on the face crest of the massage beds.
These are changed between every client.

FOLDING TOWELS

Folding towels is an art form! Its important that our towels are folded neatly both for
ease of storage and presentation for clients.

ORANGE TOWELS

Start holding the towel with the short edge along the top. Fold in half along the short
edge matching the corners together. Repeat again along the same edge.




Fold the towel in half along the long edge, hidding all exposed edges and matching
up all the corners. From here, fold the towel into thirds, again making sure the
exposed edges are on the inside.

BASE TOWELS

Fold the towel in half along the long edge with the shiny side of the fabric together,
matching up the corners and edges as much as possible. Repeat again along the
same edge.



Fold the towel in half along the long edge, hidding all exposed edges and matching
up all the corners. From here, fold the towel into thirds, again making sure the
exposed edges are on the inside.

FACE TOWELS

Start by folding the towel in half along the long edge, keeping the shiny side
together. Then fold it into thirds, just like with the larger black towel, keeping the
corners and edges matched up.



THERAPIST CATEGORIES

The categories of our therapists are determined by a variety of factors, but
predominantly focuses on qualifications and industry experience. Below is a
general break down of our three main levels.

REMEDIAL MASSAGE THERAPIST

They have:

e A minimum Remedial Diploma level qualification

e Approved for health fund rebates

e 100 - 2000 hours hands on industry experience

e« Have partaken in 2-10 NMK renown workshops/tutorials

e Are dedicated to their ongoing professional development within the industry

They provide:

« Essentials in physical assessment

e Very effective hands on remedial/sports/soft tissue treatment
e Stretching advice to assist in between treatments

e Treatment planning advice and care

SENIOR REMEDIAL THERAPIST OR SENIOR MYOTHERAPIST

They have:

e A minimum Remedial or Myotherapy Diploma level qualification

e Approved for health fund rebates

Have between 1-10 years industry experience

Have partaken in 10-50 industry tutorials/workshops

Established industry referral networks to assist with your ongoing wellbeing

They provide:
e Strong to advanced levels of assessment
« Advanced level of hands on remedial/sports/soft tissue treatment
» Effective treatment for acute & chronic conditions
o Effective & varied stretching/exercise advice
» |ldentification of causes of varied conditions
e May have additional skills such as cupping/dry needling & lymphatic drainage
e Have often worked with elite & international




ADVANCED REMEDIAL THERAPIST OR
ADVANCED MYOTHERAPIST

They have:
e A Degree in Health Science with a minimum of 1 year industry experience OR

Diploma level qualification in Remedial Therapies with a minimum of 4 years
industry experience

Extensive further short courses and professional development of an advanced and
technical nature

Attendance of 15-50+ industry workshops/tutorials

They provide:

Advanced level of assessment with additional skills in special testing for complex
conditions

Specialise in dealing with acute and chronic conditions related to the
musculoskeletal system

Expert levels of hands on remedial/sports/soft tissue treatment

Advanced level of stretching & rehab exercise advice

Ability to identify causes of complex conditions and injuries




SERVICES

REMEDIAL MASSAGE

What is remedial massage?

Remedial massage is a targeted, assessment-based approach to manual therapy. It is
a treatment that focuses on the parts of the body that require attention in order to
effectively treat a specific pain, condition or injury and restore function to the body.

A remedial treatment will firstly start with a health history check and assessment,
including a review of the muscles & other structures involved in the area of
complaint. Once the therapist understands the issues causing the pain, they will
then perform a targeted manual treatment of the area. A remedial treatment is
performed with a specific goal in mind which means that it will often be done over
a series of sessions, where the therapist is constantly assessing the state of the client
and noting any improvements or deterioration. This allows them to adjust their
treatment and give their client the best possible chance of recovery.

As part of a remedial treatment, therapists will use a variety of different techniques
in order to achieve an outcome for the client including; Swedish/relaxation, deep
tissue therapy, trigger point therapy, muscle energy techniques, stretches and more.



Who will benefit from remedial massage?:
Everyone!

If you feel physical pain or discomfort in your body, it's likely being caused by
dysfunction (such as tightness, misalignment, overuse or incorrect postural habits)
within your musculoskeletal system, and remedial therapy can help you with this.

Some of the more common conditions remedial massage can assist with include:
e Headaches and neck pain.

e Hip and leg pain.

e Pain between the shoulder blades.

e Lower back pain.

e Running pain (shin splints, ITB tightness).

e Tendonitis.

e Chronic inflammation.

e« DOMS (delayed onset muscle soreness from exercise).

What should a client expect in a remedial massage treatment?
Initial appointments are 1 hour in duration (minimum) and will include:
e Brief assessment

e Hands on treatment.

¢« Recommendations for home care, such as stretches (if applicable).

Subsequent appointments may be shorter (30mins or 45mins), however the majority
of clients feel that the best results are achieved after 60 minutes of remedial
treatment.




MYOTHERAPY

What is myotherapy?

Myotherapy is a comprehensive and integrative approach to the assessment and
treatment of your pain and dysfunction to identify the cause of your musculoskeletal
conditions. It began as an extension of Remedial Massage but has emerged to treat
more complex conditions and incorporates a deeper understanding of the human
body, anatomy and physiology into its practice.

Clinical Myotherapists are primary practitioners and are trained in a wide range of
orthopaedic, neurologic and functional testing to gain a thorough understanding of
a client’s physical state.

The current minimum qualification is an Advanced Diploma in Myotherapy, however,
some Myotherapists complete higher education with a Bachelor of Health Science
(Clinical Myotherapy).

What should a client expect in a myotherapy treatment?

Initial MYO appointments are 60 minutes in duration and will include:

o« Assessment - to determine the cause of your pain or discomfort, and how/why it
has developed

e Hands on treatment - may include deep tissue massage, Myofascial Release, Dry
Needling, Trigger Point Therapy, Neuromuscular Techniques (less painful or less
invasive)

e Exercise Advice - Exercises that are SPECIFIC to you, your lifestyle and your
condition

e Home Care Advice - How to manage your body to further reduce your pain or
discomfort

From your MYO appointment, you will be provided with comprehensive answers and
an understanding about how your injury/dysfunction came about, how to avoid
reoccurrence and you will also gain access to trusted practitioners from our
extensive referral network.



LYMPHATIC DRAINAGE

What is lymphatic drainage?

Lymphatic massage, also known as manual lymphatic drainage, is a specialised form
of manual therapy to support the body’'s lymphatic system. It is particularly
beneficial for treating conditions like lymphedema, where lymph fluid accumulates
in certain areas.

The goal of lymphatic massage is to stimulate the flow of lymphatic fluid, which
helps reduce swelling and congestion.

Who can benefit from lymphatic drainage?

Lymphatic massage can be highly beneficial for clients experiencing a build-up of
lymphatic fluid, which could be a result from various medical conditions, including
but not limited to.

e Cancer and cancer treatments

e Certain types of vascular surgery

e Lipectomy

e Infections or trauma affecting the lymphatic system
e Deep vein thrombosis (DVT)

Lymphatic massage can alleviate discomfort and swelling associated with these
types of conditions by promoting better fluid drainage.

BOOKING A CLIENT IN FOR LDM

When a client enquires about lymphatic drainage massage, it is important to
ensure they are booked in with one of our practitioners who specialise in this
technique. Refer to the Therapist Skills Checklist.

Book them in as a regular remedial appointment with a therapist who provides
this style of treatment. There is no separate CONSENT FORM for LDM, just ensure
there is a current copy of our standard CONSENT FORM on file.



PREGNANCY MASSAGE

What is preghancy massage?

Pregnancy massage is a version of remedial massage that is adapted to suit the
specific needs of expectant mothers.

A woman’'s body undergoes many physical changes during pregnancy, some of which
can cause pain and discomfort. Remedial massage can help to eliminate and relieve
symptoms and complaints associated with the positive physiological effects of
pregnancy.

At No More Knots, mums-to-be may take advantage of specially designed pregnancy
massage beds which allow for safe front-lying treatment. Pregnancy treatments may
also be conducted side-lying, or in a seated massage chair if the client prefers.

Can remedial massage induce labour?

Remedial/Pregnancy Massage is unhable to bring on or encourage labour; however,
keeping the body relaxed and the muscles healthy in the lead up to labour is
beneficial.

Can remedial massage cause miscarriage?

There are no direct links between massage and miscarriage. All of our therapists are
trained to perform health history checks and identify any risk factors that may be
relevant to you and your pregnancy prior to commencing any treatment.

Who should get a preghancy massage?

Anybody going through pregnancy! It is a great way to relieve those aches and pains
your body is no doubt experiencing throughout pregnancy. It is beneficial in
improving sleep and restoring energy levels. A relaxed and refreshed, stress free
mum-to-be helps provide an optimal environment for your developing baby.

Who shouldn't get a pregnancy massage?
Those deemed high risk by their primary care provider or with a history of
miscarriage.




MYOFASCIAL DRY NEEDLING

What is Dry Needling?

Myofascial Dry Needling (MDN) is a form of treatment available to aid dysfunctions
of the musculoskeletal system. During this therapy, super-fine filament needles are
inserted into the skin to directly affect the myofascia (muscles and fascia), with the
aim of altering dysfunction that has developed. For example, dry needling is
commonly used to deactivate hyperirritable areas in skeletal muscle known as
trigger points or ‘knots’. Dry needling can help to restore healthy function to the
affected tissues, helping you to feel better.

Is it the same as Acupuncture?

The only similarities are the needles used. Dry Needling follows principles of
“Western medicine” whereas Acupuncture follows principles of “Chinese Medicine
and Eastern Medicine.” (We insert needles to target “trigger points” as opposed to
meridians/energy points)

Does it hurt?

Surprisingly not as much as people may think, most of our clients actually find it
less painful than traditional trigger pointing. The needles are a lot smaller than
those used for injections and generally don't hurt when they are inserted. The same
referral pain that would be felt through trigger pointing (when therapists use their
thumbs) may still be experienced.

Who should get needled?

Needling is an invasive technique, and for this reason our therapists will decide if
needling is a suitable option for your complaint. Therapists will communicate and
decide on this in the assessment. 99% of clients are fine to experience dry needling.

BOOKING A CLIENT IN FOR NEEDLING

When a client enquires about dry needling or requests an appointment
including this service, it is important to advise them that it is up to the therapist
discretion as to whether they will receive this during treatment. Make sure to
book them in with a therapist who is qualified to provide dry needling and let
them know that the therapist will be aware that they would like it considered as
part of their treatment. The therapist will need to assess at the time of
consultation as to whether it is an appropriate and safe technique to use
considering their complaint.

Book them in as a regular remedial appointment with a therapist qualified for
needling and make a note on the appointment that the client would like dry
needling. Client’'s will also need to complete a DRY NEEDLING CONSENT FORM.



CUPPING

What is cupping?

Cupping is a gentle and effective technique that aims to restore function, movement
and flexibility to the soft tissue that connects the body’'s muscles, cartilage,
ligaments and tendons.

Derived from traditional Chinese medicine, cupping uses either heat or suction to
create a vacuum effect in a glass or plastic cup, which is placed on the skin. The
vacuum acts to gently lift the skin and underlying tissues, to break up cross linkages
between the tissue layers that limit our flexibility. Cupping also promotes the
hydration of these tissues to help prevent further cross linkages from forming.

It is not uncommon for clients to occasionally have residual marks, similar to
bruising, from cupping, on the surface of their skin, but these are usually painless
and will clear within 2 to 7 days. Cupping is a highly effective technigue which you
will find very gentle and highly enjoyable. Cupping is known to help activate the
lymphatic system, promote blood circulation, and is extremely useful for deep tissue
repair.

Who should get cupped?

Anybody wanting to feel and move better. There are some instances where cupping
therapy will be contraindicated, but the therapist will determine this as part of the
initial assessment.

Cupping is generally employed as a complimentary technique during remedial or
myotherapy treatments rather than as stand-alone treatment.

Although cupping is suitable for the majority of clients, we ask that clients mention
their desire to have cupping included in the treatment at the time of booking, to
ensure the availability of equipment.

BOOKING A CLIENT IN FOR CUPPING

As a complimentary technique, not all therapists are trained or comfortable with
using cups as part of their treatment style. Unlike dry needling, cupping is not
something a therapists needs to be qualified in after completing their diploma
in order to use them, but often they have not had a lot of experience or chosen
not to use them as a technique. It is important to double check the current
'Skills Checklist' to make sure that you are booking a client who has requested
cupping with a suitable therapist. Client’s will also need to complete a CUPPING
CONSENT FORM.



PRIGES

The prices for our services are determined by the level of therapist seen and
the duration of the treatment. The session time includes assessment and hands
on treatment, as well as time for getting on and off the table and any follow-up

or final consultation.
A 1hr treatment does not equal Thr of hands on treatment.
Remedial, myotherapy and pregnancy massage are all priced the same and
there is no additional cost for dry needling or cupping.

SNR/SMYO ADV/AMYO

30MIN $76 $81 $88
45MIN $99 $105 $115
1HR $n7 $124 $135
90MIN $175 $186 $202
*2HR $234 $248 $270

Our standard consultations are Thr in length. It is strongly advised that all initial
clients have Thr scheduled for their first visit to allow the necessary time for a first
time assessment and health/client history check, as well as hands on time.

30min and 45min sessions are suitable for subsequent treatments, but most clients
and therapists find that the best results are achieved after 60 minutes of remedial
treatment. 90mins are great if the client has multiple or quite complex complaints
to be addressed. It is ideal though that the client has already had a 1hr initial
treatment and the therapist has recommended this longer session time for their
follow up treatment. 2hr appointments are possible if recommended and approved
by the treating therapist. This service length is not advertised on our website.
*There is an additional $5.50 surcharge added to all appointments on a
weekend or public holiday. The above price list reflects our standard Monday

to Friday prices*




CLIENT FORMS

Client forms are an important part of our record keeping procedures, and are a

legal requirement for our industry. The forms we have designed at NMK follow

the guidelines set by our associations in order to meet the standard required
for Australian Private Health funds.

Accurate competition and maintenance of these records is critical in protecting
both our therapists, and ensuring that our clients receive safe and effective
treatment.

CLIENT FORMS are required for every client that does not have a previous form on
file at our clinics (eg. initial clients). These must be completed and signed in order
to proceed with treatment.

UPDATED CONSENT FORMS are required every 2 years, if the client has a previous
signed form on file. These forms ask the client if any of their details/circumstances
have changed since their last form and cover off on the same main questions that
our CLIENT FORM does.

PREGNANCY FORMS are required to be completed once per pregnancy. They ask
similar health history questions to our CLIENT FORMS but are tailored specifically to
capture medical information relevant to pregnancy.

TREATMENT SPECIFIC CONSENT FORMS are required for certain treatment
techniques that may be used within a Myotherapy or Remedial massage treatment.
This is due to either the way the treatment is performed or the potential risks
associated with the treatment which might differ to a standard treatment. We
currently have specific consent forms for the following treatment techniques:

e CUPPING THERAPY

e DRY NEEDLING

e INTRA ORAL MASSAGE
e AYURVEDIC MASSAGE

Clients are required to read and sign one of these forms before receiving the
technique as part of their treatment. They only need to do this once.

Each of our different consent forms are available in paper form, and digitally in
MINDBODY. It is important that you are familiar with each form so you can answer
any questions a client may have in completing it.



SENDING DIGITAL CLIENT FORMS

Where possible it is preferred to try and collect a completed client form prior
to treatment. This helps our therapists prepare for treatment, and saves the
client time on their arrival.

If you need to send a digital copy of any of our consent forms to a client, you will do
this through their client profile in MINDBODY.

1.Co to the DOCUMENTS section of the clients profile.

2.Scroll down to see the CLIENT FORMS section.

3.Select SEND CLIENT FORMS

4.Select the forms you want to send, then click SUBMIT. This will send the client an
email with a link to complete an online copy of the form.
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ENTERING CLIENT FORMS

If a client does not complete the online form, they will need to complete one in
clinic prior to the beginning of their appointment.

It is important to CHECK that every form has been SICNED.

NoMsteKnels  CLIENT FORM

Wl straightan thisgs st

[ P

No Mete Kool UPDATED CONSENT FORI}O‘I

CONTACT NO-...

PLEASE UPDATE ANY OF THE FIELDS BELOW THAT HAVE CHANBED SINCE YOUR LAST

SIGNATURE (ASK RECEPTION IF UNSURE). LEAYVING A FIELD
Lzl CHANOES WAVE oCcuRRED ]
s NEW - EMERGENCY CONTAGT
ALK WAME.__ cONWACTMO-_________________
COMTACT MO
HOW DID YOU HEAR ABOUT US? NEW ADORESS
SHMACE DRING PAST- o STREET. . . . SUBLURE. = POSTCODE:
ANOTHER CLENT [RLTT
berayibe D NEW - HEALTHFUND
GIFT CERTRICATE o PLEASE LIST:
COOCLE SEARCH: a
PRSPPI Cren DOVHAVE AN OF THESE APPLIED T0 YO P {plasse sicle]
2 i NEW - OCCURATION
OTHER (plaase spacy]. ithvitis Biood Clots PLEASELIT
As of o d S for fricersed .
8 it of cur sewrvice be you, we mill seed you et aredier el oadachin My ared. Haarl e abiy Donditions
Tomanders & igh Infac sryepd NEW - HEALTH CONDITIONS/PREVIOUS INAURES
Ploasa " hod ol cormerunication: Joint Replscemant  Kidnay Conditions.
B e Loas of Bslance Meck Spinal Injury: PLEASELIST:
MOBLE TEXT T Murrbrass  Owtecperia/Outecperosis -
O Fow 0 Teaonr Cyeussmar Eass Surpares Erogrart o mamy wesks)
Reosnt Accicentirngury  Shingies.
PREFERFED PRESSURE ooy Discrders  Shin Discrders. NEW - MEDICATIONS
CENTLE MEDRLM RN b ]
2 . o o OTHER CONDTIGNSIFURTHER RFO: PLEASE LIST:
LEVEL OF CONVERSATION i
0 wow [ sepam [ v
AEVOU ON ANV MEDICATIONS (phesss specfy) NEW - REGULAR ALLIED HEALTH PRACTITIONERS
WHAT ARE YOUR TREATMENT GOALS + REASONS PLEASE LT
FORVISTRNG?

TREATMENT I T e
HOW OFTEN WOULD VO LIKE TO GET TREATMENT? PYVSI0] CHIG| POCATEIST | OSTED | DTHER FLEASE LIST ANY OTHER MEW RELEVANT CHAMGES BELOW
0 wesay O wowmHLY FEASEN
[t [ ORLY WHENUREDMEEDED Az
PLEASE SCAN OR

00U PARTAKE N REGULAR EXERCISE? AN OTHER ISSUES YOU FEEL YOUR THERAPIST SHOULD CODE FOR

] S [Phasass wpascify s balow) Ow e e e - FRIVAGY POLICY
5 sy e balow)

SIGNATURE REQUIRED
1

have read and understood the appointment policy, privacy policy and give consent
for No More Knots to assess and treat within th peofar dial ge therapist or myoth i

p

e . Data: N\

you're under the age of 18, your parent/guardian rmust also signand

your mew chient feem. | ] Yes. Fenthe parentiguardian

. Signature: Date: /. O




To enter client information into MindBody, go to the client’'s account and select the
CLIENT INFO tab.

YELLOW ALERTS will contain whether we have received consent for treatment
including treatment specific consent.

In the YELLOW ALERTS box, you can use the following as a template:

YELLOW ALERT TEMPLATE
SIGNED CONSENT LAST RECEIVED: (DATE ON FORM) - (YOUR INITIALS) |
HF: (HEALTH FUND ON FORM OR “nil" if none)

Alerts Active Alerts .
"

SIGNED CONSEMT LAST RECEIVED: 04/09/2025 - Z1|
HF: Bupa

MED PRESS | MED CONVO | U

1 d

MEDICAL HISTORYI
Sleep disorder, Endo
MEDICATIONS| —

RED ALERTS will contain information for therapists or any important information for
reception (e.g. needing a downstairs room, specified contact preferences, MALC
History, oil allergies, etc).

In the RED ALERTS box, you can use the following as a template, inputting the
corresponding information from the client’'s completed form.

RED ALERT TEMPLATE
PRESS | CONVO |
MEDICAL HISTORY]|

MEDICATIONS]

OTHER RECENT
TX/INVESTIGATION|

TREATMENT GOALS|



OPENING A CLINIC

When you are the first person to arrive at a clinic you will need to unlock the
front door, deactivate alarms, turn on lights and aircon. Sometimes a therapist
or management will arrive at the clinic before you do, so they may have already

completed the above.

DOORS: If you are first to arrive at a clinic you will need to unlock the front door.
Keys are located in lock boxes at different locations at each clinic. A code is
required to unlock each lock box (management will provide). It is important to
put/lock key back in the lock box once you have unlocked and opened the front
door.

ALARMS: Once you have unlocked the front door, you will need to deactivate the
alarms immediately (management will provide you with alarm code for each clinic).

LIGHTS & AIRCON: Once you have deactivated alarms, turn on lights and aircon
around the main areas of the clinic.

You will then proceed with the rest of your opening tasks, as per the DAILY TASK
SHEETS.

CLOSING A GLINIC

If you are the last receptionist to leave for the day, at the end of your shift
you are responsible for closing up the clinic.

LIGHTS/AIRCON: Turn off unused aircons and lights.

COMPUTER: Shut down the reception computer/ones that are not in use.
DOOR: You must also lock the front door as you leave and return the key to the
lock box.

Clients and therapists will still be able to leave the clinic once you have
locked the door, however it ensures that no one can enter the clinic once the
receptionist has left for the day. You do not need to set the alarms. The last
therapist to leave the clinic will do this when they leave.



EOD CASH UP

At the close of every shift you will need to conduct the 'EOD Cash Up' process
which includes settling the terminals and making sure that we are balanced in
MindBody.

Firstly, check the 'Status' mode of the MindBody diary and make sure that payment
has been taken and processed for all appointments. This includes Late Cancels and
Missed Appointments. All relevant appointment types should be blue. If you have
missed anything, you will need to go back and retail them.

Now you will need to complete a 'Pre-Settle' to make sure that we are balanced.

COMPLETING A 'PRE-SETTLE'

Separate your receipts into Credit/EFTPOS and HICAPS piles to prepare for cash up.

On the HICAPS machine, select 'Settlement' --> NAB --> "Pre-Settlement’

On the 'Pre-settle' receipt there will be a total value for eftpos/credit transactions.
We want to make sure that the total value on these receipts match what we have
recorded in MINDBODY.

**Do not complete a Settlement until you are actually ready to settle for the
day. By pressing 'Settlement’, the terminal will process and finalise all
transactions it has made for the day, and set itself up for a new day.**

In MindBody
Go to INSIGHTS --> REPORTS --> “Cash Drawer” Report

-t

ul reports that help you make informed business improvements. Lise these reports 1o research sabes
Wack popular services. identify big spenders, and much mare

Saved
Search Results Saved

Cash Dvawer



Make sure the current date is selected for the start and end dates, and select the
relevant clinic that you are working at. Hit 'GO!" to generate the report.

Reports » Cash Drawer e« (G [ReT——

@ Dates a Filters @ Options Q Generate

= R [ S £3gged clients anly (0] =
alan time Any Time
Lacation Geeenslopes w

]
= Entered by Allteam members W
Ay Time v

Quick Dates

P mEE N

This report will show you the names and amounts for every transaction that has
been recorded on the date and clinic location that you have chosen.

Scroll to the bottom of the report where you can view the totals.

G dtotal P t Method Cash Check Credit HICAPS EFTPOS Credit Card AMEX Direct Debit  SpaFinder Wellness Card  Other Total
randtotal Fayment Method  ¢p.00 $0.00 $0.00 $802.20 $70.70 $1,598.25 $21.00 $0.00 $0.00 $0.00 $2,492.15

to check to see if you are balanced, you will need to make sure the total
eftpos/credit amount on your 'Pre-settle' receipts match the total recorded for
Eftpos and Credit Card in MindBody.

**Remember, Greeny has up to 2 terminals you will need to add up, while
Taringa and Newmarket only have one**

To put it simply:
Pre-settle total/s = MindBody EFTPOS/Credit Card total

You will also want to check that the cash amount recorded matches the cash
payments you have taken that day, and your HICAPS amount matches the HICAPS
transaction report on the terminal.

ON THE TERMINAL
Go to SETTLEMENT --> HICAPS --> TODAYS TOTALS --> ALL PROVIDERS --> PRINT




The HICAPS settlement receipts are divided into the total rebates processed per
fund for each provider.

Highlight the total amount at the bottom of each
provider section. You'll need to add all of these total's
together to get your expected HICAPS total.

To check to see if you are balanced, you will need to
make sure the total HICAPS settlement amount matches
the total recorded for HICAPS in MindBody.

Make amendments to any errors with the sales that you
find.

Once you have balanced your CASH, CC/EFTPOS, and
HICAPS amounts you are done and can proceed with
closing out the sales for the day and printing your EOD
report.

COMPLETING A 'CLOSE-OUT'

Once we have made sure that we are balanced for the day we can proceed with
the final close out.

You can now settle the terminals so we can print of our 'Settlement receipts'.

On the HICAPS machine, select 'Settlement' --> NAB --> Settlement

Let the terminal print of the receipt and select 'YES' when prompted to print off
the full TXN listing. Fold these receipts neatly and set aside with our other divided
receipts.

Print of the full TXN listing for today’'s HICAPS totals (if you don’'t already have a
current copy). Fold these receipts neatly and set aside with our other divided
receipts.




In MindBody
Click on the reports option available at the top of the screen. Search and select

the “Daily closeout” Report.

Reports — T

Powarfil raports that help you make informed business improvemants. Use these reports 1o research sales.
trends, track popular services, identify big spenders, and much mom

% Search Results Saed
Faviorile Raports
Dhaily Closeout ¥
[ ="
o e Frod gt bagws much cash should be m yow cash regader

Saims

Make sure the correct date is selected, as well as the appropriate clinic location.
Then select 'Close Data'.

Reports » Dally Closeout @ T PP TS—.

Start date: (12002021 | 4 2] » End dalec (12032001 | a4 [T Use Daterange | () | Allteam members v |

Include Subcategosies ||
Y <¢Q <M <D | ¥2 eQasMaeDa | 4365 <90 430 <7

Calendar Months Te-Date Roling Averages

Include Prepaid Gt Card Sa4s | View Closed Data | Close Data 5

in the '$1' cash box you will need to enter in the total amount of cash from both
the till plus whatever was received that day in cash payments.

Close Out Data @
Location| Greensdopes » | Chosed by: Reception Reporting
Lost close date 1703202 Close date 1m0zzoz1 | T | Proview Closs Amourts
(31 s 3 =3 L
e s st: 5300 LR HU
e 2% 5208 Omer: §

For example: If $105 was received that day in cash payments, and we have a till
balanced at $600 then you would write 705 in the $1 box ($600 + $105). If no cash
payments were received then you would write $600.

Once done, select 'Preview Close Amounts'.




Where it says 'amount to keep in drawer' enter the total amount left in the Till
after the cash payments that were received have been removed. This is the pre-set
amount that you are always wanting to balance the till at.

Scroll to the bottom and hit 'Close Out' when you are done. This will save our
close procedure in MindBody. Once completed, you can close MindBody.

Tips paid out: 50,00
Other tips: $0.00
Total cash expected in drawer: £300.00

$300.00

Actual cash counted in drawer:
Ower/Short amoun
Chequellnveice Payment sales:
Actual cheque amount:
Owver/Short amount

$300.00
2 il
50,00/

$0.00

HICAPS
HICAPS sales: S802.20
EFTPOS sales: §T0.70
Credit Card

$2,031.25

Credit Card sales:

AMEX sales: 521.00

Staple each separate stack of receipts (CREDIT/EFTPOS//HICAPS) and the folded
‘Settlement receipts' NEATLY to the front of a blank bit of paper. Hole punch the
page if necessary to put in our Monthly EOD Folder.

Staple the stacks with 1 - 2 staples
2 | 7 in the middle so it is possible to
s(c\ii’] flick through them and view
the details of the receipts.

Edlgn fud - AL

Write the date and your initials,
along with the status of the EOD
report. if we are balanced, write
'‘Balanced'

If we are not balanced write
'Unbalanced' with a brief note of

why.

L

F 0 r **Be sure to email management
s for any reason that the report
may be unbalanced**

Once completed, file this in the
appropriate EOD folder.




WHAT TO DO IF YOUR 'PRE-SETTLE' DOESN'T
BALANCE

If your settlement receipts do not match the amounts you have reported in
MINDBODY we will need to try and find the incorrect payment and amend this.

COMMON CAUSES FOR ERRORS:
1.Transaction / purchase was made through the terminal but not processed
through MINDBODY
2.Transaction / purchase was assigned to the incorrect clinic location in MINDBODY
3.The incorrect payment method was assigned in MINDBODY
4.The incorrect amounts were assigned in MINDBODY

You should do multiple Pre-settlements throughout the day. If you complete a pre-
settlement halfway through your day and find that everything was balanced, and
then conduct another pre-settlement at the end of the day but discover an issue;
you can be certain that all payments that were processed before the first pre-
settlement are correct. You may only need to review the transactions that followed.

If you find that you are NOT balanced, you firstly need to determine:
1.1s the issue with Health fund payments, or card payments, or Both? This may give
you a clue as to what the issue may most likely be.
2.Have you reported more or less in MINDBODY than what the settlement receipts
are saying?
a.lf you have reported LESS in MINDBODY then the issue may likely be that
something has not been retailed, or has not been retailed to the correct clinic
b.If you are reporting MORE in MINDBODY then you may have your amounts
mixed up, or have assigned an incorrect payment type to one of the
transactions.

Once you have worked out the AMOUNT you are missing or have not accounted for
correctly, AND which payment method has been affected, you will need to check all

receipts for that method against what we have entered via the cash drawer report.

When you have identified the incorrect entry, you will then need to amend it.



AMENDING PAYMENT ENTRIES

METHOD 1: AMENDING THE ORIGINAL SALE

If you need to change:

e The sale date

e The sale location

e The payment method used (unless ACCOUNT was used in the original sale)
e Or add notes to the receipt (such as the Therapist's provider information
Then you can just do a quick edit of the sale.

To do this:
1.Go to the client’s profile
2.G to the PURCHASE section
3.Select the sale ID of the incorrect purchase
4.Select EDIT SALE

From here you can apply the above edits to the sale.

Edit Sale
Sale ID 476103
Client: Emma Murdoch
Change Client:

Lookup clientby | anfieids | | | | search

Sale Date: 170212028 | [T
Location: Taringa w
Rep | Not Assigned |
Payment Method 1 | nicaps v
Notes: [Monica La ANTA 22867 |
Payment Method 2 | eFTPOS/Credit Card v
Notes: |
Sale ltems

Description Price
1hr Remedial Massage (RMT) $51.50
Weekend/PH Surcharge $2.75

Update Sale

You cannot make changes to the purchase amounts, amount of payment
methods, or payment method if account was used with this method.




METHOD 2: RE-ASSIGN PAYMENT

When you need to make a change to:
1.The amount allocated for each payment method
2.The number of different payment methods used
3.Change the payment method if ACCOUNT was used

Then you will use the 're-assign Payment Method'.

You are not able to VOID any payments that are attached to a service. With this
method, we will be swapping a correct payment with the incorrect on in order to
separate it from the service so it can be voided. You do not need to delete the
appointment to make any of these changes.

1.Go to the RETAIL SCREEN/POINT OF SALE with the client’s profile

2.Create a brand new sale for the service with the correct payment methods /
amounts. Save.

3.Go to the ACCOUNT DETAILS section in the client’s profile. You should see the
service you just completed under AVAILABLE FOR USE

4. Find the line for the treatment in question. Go along the line and find the
ACTIONS column. Click on the 3 dots and click SHOW VISITS.

5.Find the dropdown box under REASSIGCN PAYMENT. Select the option that
appears displaying the correct sale you sold. Confirm this change.

6.Co back to ACCOUNT DETAILS. You should see green credit sitting as an available
pricing option. This should now be the incorrect sale that we just swapped out.
Now that it is not attached to the treatment, we can void it.

7.Go back to ACCOUNT DETAILS the incorrect sale should now be under AVAILABLE
FOR USE.

8.Click the 3 dots under the ACTIONS column. RETURN/VOID. Confirm VOID.

This method will only work if the service and therapist has not changed. If you need
to make changes to the service or therapist that was booked, you will need to
remove the appointment from the diary and rebook it correctly.



METHOD 3: DELETING THE APPOINTMENT

Only use this method if we actually need to make a change to the service that the
client is booked under.

For example, the appointment was charged and processed at an hour but then
was shortened to 45mins, or a standard appointment was retailed and it
actually needed to be myotherapy or pregnancy ect.

It is super important when we do this that we copy out any SOAP note that a
therapist has begun or finished so we can paste it back into the new appointment
that we create. Therapists won't be too happy with us if we delete all their work!

If you need to use this method:

1.Copy out the therapist's SOAP note into a word document

2.Delete the original appointment

3.Go to the client’'s 'Account Details' in their profile and void the payment
4.Book the correct service type in under the client’'s name - Don’t forget that you
can opt out of sending the client booking confirmations when we do this!
.Retail the appointment
6.Paste back in the SOAP note correctly

ul



DEALING WITH A DISGRUNTLED
CLIENT

This is always a situation which needs to be handled with great care. Always remember when
you do a favour for a client they may tell 1 or 2 people, when you handle a situation not to their
liking and they turn out extremely unhappy they will tell on average 10 people!

When speaking to a disgruntled customer it is important to remember to remain calm and
passive, don’'t retaliate and fuel the conversation. Listen to what they have to say as often
disgruntled customers just want to be heard. Wait until they have finished, and respond
confidently, but with empathy.

Here are some important phrases to say in situations that may arise

IF SOMEONE CAN'T GET IN TO SEE THEIR REGULAR THERAPIST

"I can understand your frustration | know it is hard to get into see (particular therapist) but
we have other therapists on board to ensure that we can get you in for a massage. They have
the same qualifications as (therapist). What we can do is book you in with them and look for
an appointment with (preferred therapist) and put you on the cancellation list so that if
anything does become available we can get you in with them."

IF SOMEONE HAS COME TO THE WRONG CLINIC

"Your appointment is at the (clinic) clinic today, were you told this yesterday when
(receptionist) did your reminder call?"
"Did you recieve your reminder notifications? These should also notify you of the location your
appointment is booked at”
"Are you familiar with the (clinic) clinic?"
"I will call the (elinic) immediately and let them know that you are on your way!"

IF SOMEONE HAS COME TO THE WRONG APPOINTMENT

"We have you booked in for (the appt time/date) Did you get your reminder yesterday? Do you
have your appointment card or reminder notifications?"
**Try and reschedule them for the soonest possible time that suits them if need be**

IF SOMEONE ARRIVES THINKING THEY HAVE AN APPOINTMENT BUT NOTHING IS BOOKED

" don't seem to have you booked in for an appointment. Did you do this online or over the
phone with one of our team (check that this is not an error on our end!) Did you receive an
appointment confirmation when you made your booking? You should always receive a
confirmation from us when a booking has been made, and we do encourage clients to call us if
they don't receive one.

*Try and reschedule them for the soonest possible time that suits them**




WHEN DEALING WITH A DISGRUNTLED CLIENT, TRY TO
REMEMBER:

1. Body Language
Ensure that your body language stays positive. Try to remain relaxed an open and ensure you
don’t take on defensive gestures for example, folding your arms, frowning or rolling your eyes.

2. Listen

Listen to what the client is saying, don’t be distracted or uninterested. Give them your full
attention. The client is taking the time to discuss an issue that has upset them and they deserve
your time and attention.

3, Check for Understanding
Show that you have heard what they said by repeating, rephrasing and clarifying. Show genuine
care and understanding

4, Be Positive
Don’'t become defensive and don’'t take anything they say personally.

5. Empathise without sides
Empathise with their situation but do not berate or belittle the business, or staff member
involved in the incident whilst doing so.

6. Their desired resolution
To ensure you are not throwing offers at the client that they really don’t want, always ask the
client what they would like to see happen.

7. Explain your Actions
Tell the customer what you are going to do to follow this up

8. Anything Else?
Always ask the client if there is anything else you can do to help them.

IF YOU CAN'T REACH A SOLUTION ON THE SPOT

If you have done all you can for the client and they are still not happy, you must refer
them to a manager.

If there is a manager in the clinic, let the client know that you will get in contact with
them. If you can, take yourself to the manager to explain the situation, that would be
ideal circumstance. If not, remove yourself from the client’'s presence and call the
manager from another room. Explain to the manager what the concern is and what
you have tried to do to rectify it.

If there is not a manager in the clinic at the time, please take the time to record all
details involving the concern and email them directly to ensure that a manager can
follow it up when they are in the clinic next.




DEALING WITH A CLIENT
COMPLAINT

In your position as the first point of contact for our business, you will often be the first to hear
and handle a client complaint. Clients who have had a less than satisfactory experience at our
business with often be uncomfortable to say something in person and may turn to email or call
us later, after the fact. In either case, it is your job to be kind and assure the client we will do
all we can to resolve the issue.

IF A CLIENT EMAILS WITH A COMPLAINT AND/OR POOR FEEDBACK ON AN EXPERIENCE THEY
HAVE HAD:

Respond promptly, saying that we are disappointed to hear that they have had such an
experience with us. Assure them that you have passed this on to the appropriate manager to
review and they will be in contact with them as soon as possible to discuss further.

IF A CLIENT CALLS WITH A COMPLAINT AND/OR POOR FEEDBACK ON AN EXPERIENCE THEY
HAVE HAD:

Remain calm and passive, don't retaliate and fuel the conversation. Listen to what they have to
say and respond with kindness and empathy. Often the client will calm down after they feel they
are being heard. Take notes in as much detail as possible, and ask questions for further
information if appropriate. Assure the client that you have made notes of their feedback, thank
them for the time they took to call through and explain their experience, and assure them that
you will pass the information along to the appropriate manager to review and they will be in
contact with them as soon as possible to discuss further. Let them know that as a client they are
a priority to us and we want to do what we can to make them feel better about their experience.

IF A CLIENT COMPLAINS IN PERSON:

Treat the situation the same as if they were on the phone. Listen. Take notes. Respond with
kindness and empathy. if a manager is onsite, see if they are available to speak with the client in
person. If a manager is not available, assure the client that you will pass the information along to
the appropriate manager to review and they will be in contact with them as soon as possible to
discuss further.




LATE CANCELLATION AND MISSED
APPOINTMENT POLICY

The cancellation of appointments can be frustrating and have a large effect on both the clinic
and therapists if not controlled. Our appointment policy is designed to encourage clients to
either attend their appointment or give adequate notice ahead of time.

Our appointment policy is available in clinic, on our website, and our client consent forms. It
states:

APPOINTMENT POLICY

If you need to postpone or cancel your appointment, we require at least 4 BUSINESS HOURS NOTICE.

)
<
(D)

) <

o, If you cancel or postpone your appointment within 4 business hours you will be charged 25% of the total appointment cost.
f If you do not show to your appointment you will be charged 50% of the total appointment cost.

L\»; If you are late to your appointment, you are still liable to pay the full cost for the appointment time that was reserved.

" If you regularly do not show to your appointment, you may be asked to pay a non-refundable deposit for future bookings

before they are accepted. Failure to pay appointment deposits will result in your appointment being cancelled

We understand that sometimes life gets in the way and you may be unable to attend your appointment. No matter how soon or far away your
appointment is, if you are aware that you may be unable to attend please call us to reschedule.

**CONFIRMATION MESSAGES ARE SENT 2-DAYS PRIOR TO APPOINTMENTS, AND UNCONFIRMED APPOINTMENTS ARE CONTACTED DIRECTLY VIA
PHONE THE DAY BEFORE. UNCONFIRMED APPOINTMENTS ON THE DAY ARE AT RISK OF BEING CANCELLED**

Reception and therapists have the authority to waive the cancellation fee if they believe the
client has a valid reason. We ask that you consider all aspects of the client’'s need to
cancel/reschedule their appointment, and determine whether or not it is appropriate for a fee
to be charged.

If a therapist would like to request waiving the fee for their client, it is up to the therapist to
come to reception directly ahead of time to discuss this.

Enforcing our appointment policy isn't solely about fee collection; it's about nurturing
positive relationships with our clients and emphasizing the importance of mutual respect
for our business and our team's time.




LATE CANCELLATIONS

Late cancellations are when we receive notice within 4 BUSINESS hours of an appointment
that the client wishes to cancel. This includes moving the appointment to later on the same
day if the original appointment is within our 4hr window.

Phone Scripting_ Help
Listen to the client as they give an explanation for needing to cancel. Be empathetic & kind
no matter what! As the client is talking, check their profile notes and visit history to see if there
is a history of previous cancellations and missed appointments.

If a client does not originally offer an explanation for needing to late cancel, you could say:

“‘I'm happy to assist you with changing your appointment if that's required; however, as this is
within our appointment policy, | do need to ask the particular reason for this change. Are you
able to share the reason you are unable to make your original appointment today?”

We have had situations where a client has called to cancel with no particular reason, and upon
being reminded of our appointment policy have chosen to keep the original appointment so it's
always worth having this discussion!

Once you have enough information regarding their reason for cancelling, we can make a
decision around whether or not it is appropriate to charge in this instance.

While as a general rule it is important to remind clients of our cancellation policy in the event
of a late cancellation, please be mindful that that there may be situations where it's not
appropriate to do so.

For example: A client calls us to cancel their partners appointment as they have gone into
labour and they are on their way to the hospital. You can just thank them for the call and
wish them well!

Charging Fees
IF IT IS AN INITIAL CLIENT
Regardless of the reason, if it is an initial client and their first time late cancelling, we will give
them a warning / reminder of our appointment policy. This is because we do not have an
established relationship with the client yet, and what to encourage the opportunity for them to
come back to the clinic!

Once you have rescheduled their appointment, you could say:

“As this would have been your first visit to our clinic we are happy to waive the fee for you on
this occasion, but | do need to take this opportunity to advise you of our appointment policy.
We normally require a minimum of 4 BUSINESS hours notice to make any changes to
appointments or there is a fee of 25%. We just ask in future that you attempt to give us as much
notice as possible next time you may need to reschedule.”




IF IT IS AN EXISTING CLIENT

If an existing client calls to cancel within our appointment policy, the decision to charge the
fee will be determined by the circumstances around the cancellation. Even if it is their first
time, we can charge if the situation warrants it.

If you are charging the client, always attempt to collect the fee over the phone. Unless the
client is a VIP with weekly bookings and volunteering to pay the fee, it is very unlikely that they
will remember and make any effort to pay this if it is just put on their account “for them to pay
at their next visit”. From an accounts perspective, we also do not want an on-going list of clients
with outstanding balances in our system as this makes it look like we have significant debt
outstanding that needs to be collected.

If needing to collect a fee, you could say:
“Considering the circumstances, there is a fee for your late cancellation today. Are you able to
fix this up with me over the phone now?”

If the client is upset in any way about your decision, you could say:

“‘ understand that you are upset by this decision; however, our appointment policy is in place to
ensure our team’s time is respected. Had we had more sufficient notice to make a change to
your appointment, we would have been able to offer your spot to one of our other clients."

We do not expect you to fight clients to pay for fees! Make sure that you always stay polite and
respectful with your tone and manner when communicating with a disgruntled client. It is
really easy to get rattled when someone gets aggressive with their words and language, but do
your best not to take it personally!

Remember, enforcing our policy is about ensuring that the clients we look after are respectful
of our team’s time! Make sure you are confident that the circumstances warrant the fee
charged, and if a client is refusing to pay that's fine! We do not want to encourage clients to
return to our clinic if they do not value our services or our team.

If a conversation is escalating at any point, you could say:

‘| appreciate that you are not in agreement with the policy that | am following with you. | think
its best if you and | leave this conversation here, and I'm going to pass all this information
along to my manager and they will be in contact with you to discuss this further. Is there an
appropriate time for them to call you today/tomorrow?




PROCESSING A LATE CANCELLATION IN MINDBODY

Regardless of whether or not we are charging a fee, you will always record a late cancellation in
MINDBODY for reporting purposes, and for an accurate visit record on the client’'s profile.

Step 1. CHANGE THE APPOINTMENT TO A LATE CANCELLATION
We do not cancel appointments that have been late cancelled, as we want to keep a
this occurrence. Instead, we change the service type of the appointment to a LATE

CANCELLATION which will show up as a 15min session.
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As 1hr is our standard appointment time, the following late cancellation services are calculated
at 25% of the cost of our Thr appointments:

LATE CANCELLATION: GMT

LATE CANCELLATION: RMT

LATE CANCELLATION: SNR

LATE CANCELLATION: ADV

If the original appointment is longer or shorter than 1hr, you will need to change the service to
LATE CANCELLATION: CUSTOM AMOUNT and calculate the cost manually.

*THE DEFAULT BOOKING TIME OF OUR MALC SERVICES IS 15MINS FOR REPORTING
PURPOSES. PLEASE ENSURE THAT THIS BOOKING TIME REMAINS AS A 15MIN BLOCK. DO
NOT EXTEND OR SHORTEN THIS*




Step 2. MOVE THE APPOINTMENT FROM THE THERAPIST'S DIARY TO THE CANCELLATION
COLUMN

We want to remove the appointment from the therapist’'s diary to free the appointment space
up for another booking. We also want to see all our MALC appointments under our cancellation
column for reporting purposes. Where possible, move the appointment across to line up with
the start time of the original appointment. You may need to open up availability on the diary to
do this.
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Step 3. WRITE YOUR MALC NOTE ON THE APPOINTMENT
We keep a record of when the late cancel took place, who with, reason, charge, ect. This should
all be recorded on the appointment so all of this can be seen from the diary directly.
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LATE CANCEL NOTE TEMPLATE:

**Late cxl w/ THERAPIST NAME @ TIME OF ORIGINAL APPT on DATE - WHAT
HAPPENED/WHEN & HOW THE CLIENT CONTACTED TO ADVISE. WHAT WERE THE REASONS
GIVEN. DID THEY REBOOK? WAS THE FEE CHARGED OR WAIVED? WHY? ANY ADDITIONAL

FOLLOW UP REQUIRED?** RECEPTION INITIALS & DATE




Step 4. COPY THE MALC NOTES TO THE CLIENT’S FILE
We want to keep a record of the full MALC history and events in the client’s file. Copy your

completed MALC note into the ‘NOTES’ section of the ‘CLIENT INFO." page. Always copy the
most recent note at the top.
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Step 5. RETAIL THE APPOINTMENT

All MALC appointments must be retailed. Once retailed, the late cancellation will show up in

the client’s visit history. Click on the appointment and follow the retail process, just like you
would with a standard appointment.
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If we are charging a the fee and have successfully collected payment over the phone, you will
process this as an EFTPOS/CREDIT CARD payment (See above image).

If we have been unable to collect the fee at the time of the call, you would retail this using
ACCOUNT so the fee is recorded as a negative balance. Ensure there are adequate notes
supplied in the MALC note and running email advising on when we are expecting payment from
the client and additional follow up required on our end. You need to ensure all steps you have

actioned are very clear from your notes, and that you set the rest of the team up for success in
handling future conversations with this client.




If we are waiving the fee, you will discount the price of the appointment to match the fee
charged in order to zero out the fee amount (see below). Alternatively, you could also zero out

the price.
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Once the item has been added to the cart, use CREDIT JOURNAL as the payment method. In the
notes write “Fee waived due to circumstances - YOUR INITIALS & DATE”
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It is expected that if you are handling the late cancellation, that you would complete all
steps in this process. Try to avoid leaving steps for someone else to pick up later!




MISSED APPOINTMENTS

Missed appointments are considered more serious as we have received little to no-notice of a
client being unable to attend their appointment. Any notice from <10mins before the start of
the appointment time, up to and including into the appointment itself is considered a missed
appointment. For example, if a client has an appointment at 12pm and calls at 11:55am, this is
considered a missed appointment, not a late cancellation, as we advise that clients arrive
early to their appointment in order to ensure adequate time for parking, check in, updating
forms etc.

WHAT TO DO WHEN A CLIENT HAS NOT ARRIVED FOR AN APPOINTMENT DURING THE DAY
Give the client a call approximately 5mins into the appointment start time. If it goes to
voicemail, please leave a message and follow up with a text.

SCRIPT FOR VOICEMAIL:

“Hi____,it's____ from NMK. I'm just calling to see if everything is okay as we had you booked
in for an appointment with (therapist) at (time/location) today. We just want to make sure you
are still on your way, so if you could please give us a call back and let us know that would be
greatly appreciated. We hope to hear from you soon!”

SCRIPT FOR TEXT:

Hi___, No More Knots here! We had you scheduled in today for a treatment with (THERAPIST)
at (TIME), and were just checking you were still making your way into clinic? Please give us a
call on (Clinic Phone Number) when you get this message. - Kind regards, NMK Reception
Team.

Touch base with the therapist and let them know what efforts you have made. Wait another
10mins, (approximately 15mins into the appointment start time). If we have not received a call
back from the client, send the following text message:

SCRIPT FOR SECOND TEXT MESSAGE:

Hi___. As it is now (CURRENT TIME) and we have not heard back from you we are considering
this session today a missed appointment. We do hope everything is okay! Please give us a call
on (Clinic Phone Number) when you get this message in order to reschedule. - Kind regards,
NMK Reception Team.

Once you have sent this, we are now free to try and fill what we can remaining of that
appointment time. Check in with the therapist! They may wish to see if their next client can
come in earlier, or they may wish to duck out of clinic and/or have a longer break :)

CHARGING A MISSED APPOINTMENT FEE
With the exception of an initial appointment’s first MALC, we will always assume we are
charging on a missed appointment until we hear back from the client and are advised of a good
enough reason to waive the fee.

If the client does call back and any stage in the process above or throughout the day, you will

handle these conversations in a similar manner to a late cancellation.

e Listen to the client’s explanation

o Offer to reschedule / rebook if appropriate

e Enforce / collect the fee over the phone (if appropriate) or advise that based on the
circumstances we are happy to waive the fee

If we are enforcing a fee but the client doesn’t agree to pay, follow similar steps for how you

would handle this with an unhappy late cancellation fee and get support from management.

We will not accept future bookings from clients who miss appointments, and are not

respectful of our appointment policy.




MISSED APPOINTMENT EMAIL

By the end of the day, if a client is not called us back we will send them an email. We want to
give them an opportunity to return our voicemail and original text messages, so send an email
during our PRE-CLOSE phase of the day - around the time when we action our 2nd stage of
confirm messages.

SCRIPT FOR EMAIL - INITIAL CLIENT (WAIVING FEE):
Hi [CLIENT NAME],

We hope all is well with you? We missed seeing you today [DATE] at our [CLINIC LOCATION]
Clinic for your treatment with [THERAPIST]. We did... *[INSERT SPECIFICS AROUND
APPOINTMENT AND THE EFFORTS WE HAD MADE TO CONTACT THEM]* We did also attempt
to contact you when you did not arrive today. We hope everything is okay!?

*EXAMPLE: We had confirmed this appointment with you over the phone yesterday / We did
have you confirmed for this appointment as you had responded to our automatic messages. /
We made several attempts to contact you in the lead up to this appointment in order to
confirm this with you./ *

As this would have been your first visit to our clinic, we are happy to waive the fee on this

occasion. As a courtesy, we also wanted to remind you of our cancellation policy.

e If you need to postpone or cancel your appointment, we require at least 4 BUSINESS HOURS
NOTICE.

e If you cancel or postpone your appointment within 4 business hours you will be charged 25%
of the total appointment cost.

e If you do not show to your appointment you will be charged 50% of the total appointment
cost.

e If you are late to your appointment, you are still liable to pay the full cost for the
appointment time that was reserved.

e If you regularly do not show to your appointment, you may be asked to pay a non-refundable
deposit for future bookings before they are accepted. Failure to pay appointment deposits
will result in your appointment being cancelled

We understand that sometimes life gets in the way and you may be unable to attend your
appointment. No matter how soon or far away your appointment is, if you are aware that you
may be unable to attend please call us to reschedule. We really value our therapist team, their
time & all of our clients, so we hope you understand we have to have a cancellation policy to
respect this.

If you have any questions or concerns, please give our team a call on [CLINIC PHONE NUMBER].
We look forward to speaking with you soon!

Kind regards,
INSERT EMAIL SIGNATURE



SCRIPT FOR EMAIL - FEE IS BEING CHARGED:
Hi [CLIENT NAME],

We hope all is well with you? We missed seeing you [Today / Yesterday], [DATE], at our
[CLINIC LOCATION] Clinic for your treatment with [THERAPIST]. We did... *[INSERT SPECIFICS
AROUND APPOINTMENT AND THE EFFORTS WE HAD MADE TO CONTACT THEM]* We did also
attempt to contact you when you did not arrive today. We hope everything is okay!?

*EXAMPLE: We had confirmed this appointment with you over the phone yesterday / We did
have you confirmed for this appointment as you had responded to our automatic messages. /
We made several attempts to contact you in the lead up to this appointment in order to
confirm this with you./ *

As we did not receive any notice from you that you were going to be unable to attend this

appointment, there will be a fee of [FEE AMOUNT] which we would appreciate your assistance

in fixing up at your earliest convenience. You can do this by contacting the clinic and making

payment over the phone.

As a courtesy, we also wanted to remind you of our cancellation policy.

e If you need to postpone or cancel your appointment, we require at least 4 BUSINESS HOURS
NOTICE.

e If you cancel or postpone your appointment within 4 business hours you will be charged 25%
of the total appointment cost.

e If you do not show to your appointment you will be charged 50% of the total appointment
cost.

e If you are late to your appointment, you are still liable to pay the full cost for the
appointment time that was reserved.

e If you regularly do not show to your appointment, you may be asked to pay a non-refundable
deposit for future bookings before they are accepted. Failure to pay appointment deposits
will result in your appointment being cancelled

We understand that sometimes life gets in the way and you may be unable to attend your
appointment. No matter how soon or far away your appointment is, if you are aware that you
may be unable to attend please call us to reschedule. We really value our therapist team, their
time & all of our clients, so we hope you understand we have to have a cancellation policy to
respect this.

If you have any questions or concerns, please give our team a call on [CLINIC PHONE NUMBER].
We look forward to speaking with you soon!

Kind regards,
INSERT EMAIL SIGNATURE



FINAL CLIENT FOLLOW UP

The next business day, if we have still not had any response from the client will will give
one last courtesy call to check in. If you get voicemail, leave a message. At this point, if
we have still not had a response from the client or an opportunity to speak with them
over the phone we would leave this here and do not need to continue chasing. The fee
can remain on the account for now and will be flagged if the client makes an attempt to
book an appointment in the future.

SCRIPT FOR FINAL VOICEMAIL:

““Hi ____, it's ____ from NMK. I'm following up one more time in regards to the
appointment you missed with us yesterday. We have yet to hear back from you and
wanted to make sure everything was okay. Please give us a call back when you can. We
hope to hear from you soon”

THERE ARE SOME SLIGHT AMENDMENTS TO THIS PROCESS IF IT IS THE LAST CLIENT FOR
THE THERAPIST OR THE LAST CLIENT OF THE DAY.

WHAT TO DO WHEN A CLIENT HAS NOT ARRIVED AND IS A THERAPIST’'S LAST CLIENT
OF THE DAY (NOT EOD DAY)

Give the client a call approximately 5mins into the appointment start time. If it goes to
voicemail, please leave a message and follow up with a text.

SCRIPT FOR VOICEMAIL:

““Hi ____, it's ____ from NMK. I'm just calling to see if everything is okay as we had you
booked in for an appointment with (therapist) at (time/location) today. We just want to
make sure you are still on your way? You are (therapist)'s last appointment of the day so
if you could please give us a call back as soon as you can and let us know that would be

greatly appreciated. We hope to hear from you soon!”

SCRIPT FOR TEXT:

Hi ___, No More Knots here! We had you scheduled in today for a treatment with
(THERAPIST) at (TIME), and were just checking you were still making your way into
clinic? You are (therapist)'s last appointment of the day so please give us a call on

(Clinic Phone Number) when you get this message. - Kind regards, NMK Reception Team.

Touch base with the therapist and let them know what efforts you have made. Wait
another TOmins, At approximately 15mins into the appointment, if we have not received a
call back from the client, send the following text message:

SCRIPT FOR SECOND TEXT MESSAGE:

Hi ___. As it is now (CURRENT TIME) and we have not heard back from you we are
considering this session today a missed appointment. We do hope everything is okay.
Please give us a call on (Clinic Phone Number) when you get this message in order to

reschedule. - Kind regards, NMK Reception Team.

Once you have sent this the therapist is free to leave the clinic. Follow the rest of the
missed appointment process as normal.




WHAT TO DO WHEN A CLIENT AT THE END OF THE DAY HAS NOT ARRIVED (CLOSE OF
BUSINESS)

Give the client a call approximately 5mins into the appointment start time. If it goes to
voicemail, please leave a message and follow up with a text.

SCRIPT FOR VOICEMAIL:
e __,it's ____from NMK. I'm just calling to see if everything is okay as we had you
booked in for an appointment with (therapist) at (time/location) today. We just want to
make sure you are still on your way? You are in our final round of appointments for this
evening and the clinic will be closing in the next 10mins. If you could please give us a
call back as soon as you can and let us know that would be greatly appreciated. We
hope to hear from you soon!”

Ll f

SCRIPT FOR TEXT:
___, No More Knots here! We had you scheduled in today for a treatment with
(THERAPIST) at (TIME), and were just checking you were still making your way into
clinic? You are in our final round of appointments for this evening and the clinic will be
closing in the next 10mins. Please give us a call on (Clinic Phone Number) when you get
this message. - Kind regards, NMK Reception Team.

Hi

Touch base with the therapist and let them know what efforts you have made. Wait

another 10mins (this will now be close of business). If we have not received a call back
from the client, send the following text message:

SCRIPT FOR SECOND TEXT MESSAGE:
__. The clinic is now closed for the evening and as we have not heard back from you,
we are considering this session today a missed appointment. We do hope everything is
okay. If you do call us now outside of business hours, please be sure to leave a message.
We will follow up again tomorrow in order to reschedule. - Kind regards, NMK Reception
Team.

Hi _

Once you have sent this the therapist is free to leave the clinic and you can finish up the
last of your close procedures as normal. For missed appointments that occur at the end of

the day, the MALC email will be sent AFTER the FINAL CLIENT FOLLOW UP the next
business day.

*Missed appointments that occur at the end of the day will impact your ability to finish
on the original rostered finish time. When this happens, please make sure to check in
with your manager so we can ensure your shift finish is reflected correctly.*




PROCESSING A MISSED APPOINTMENT IN MINDBODY

Regardless of whether or not we are charging a fee, you will always record a missed
appointment in MINDBODY for reporting purposes, and for an accurate visit record on the
client’s profile.

Step 1. CHANGE THE APPOINTMENT TO A MISSED APPOINTMENT
After you have made the steps to contact the client and confirmed that this is a missed

appointment, change the service type of the appointment to a MISSED APPOINTMENT. This will
show up as a 15min session.
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As 1hr is our standard appointment time the following late cancellation services are calculated
at 50% of the cost of our Thr appointments:

MISSED APPOINTMENT
MISSED APPOINTMENT
MISSED APPOINTMENT

MISSED APPOINTMENT:

: GMT
: RMT
: SNR
ADV

If the original appointment is longer or shorter than 1hr, you will need to change the service to
MISSED APPOINTMENT: CUSTOM AMOUNT and calculate the cost manually.

*THE DEFAULT BOOKING TIME OF OUR MALC SERVICES IS 15MINS FOR REPORTING PURPOSES.
PLEASE ENSURE THAT THIS BOOKING TIME REMAINS AS A 15MIN BLOCK. DO NOT EXTEND OR
SHORTEN THIS*




Step 2. MOVE THE APPOINTMENT FROM THE THERAPIST'S DIARY TO THE CANCELLATION
COLUMN

We want to remove the appointment from the therapist’'s diary to free the appointment space
up for another booking. We also want to see all our MALC appointments under our cancellation
column for reporting purposes. Where possible, move the appointment across to line up with
the start time of the original appointment. You may need to open up availability on the diary to
do this.

Tash to meet with Khice

Step 3. EDIT YOUR APPOINTMENT NOTES TO REFLECT OUR MALC NOTE FORMAT
Keep a record of the steps taken throughout the process. This should all be recorded on the
appointment so all of this can be seen from the diary directly.
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MISSED APPOINTMENT NOTE TEMPLATE:

**Missed Appt. w/ THERAPIST NAME @ TIME OF ORIGINAL APPT on DATE - WHAT HAPPENED?
WHAT EFFORTS TO CONTACT WERE MADE? ARE WE CHARGING OR WAIVING THE FEE? ANY
ADDITIONAL FOLLOW UP REQUIRED?** RECEPTION INITIALS & DATE

EXAMPLE: **Missed Appt. w/ Nathan @ 9am on 17.04.24 - Called client 5mins into appt. NO
ANSWER - LMOVM & sent Ist text. Waited until 9:15am and sent 2nd text message advising of
MA.** EM 16.04.24




Step 5. RETAIL THE APPOINTMENT

All MALC appointments must be retailed. Once retailed, the missed appointment will show up

in the client’s visit history. Click on the appointment and follow the retail process, just like you
would with a standard appointment.

. More ~
Point of Sale -
Opirn Tickels | riew bebnl - Lockup
SL-EEP[NG BEAUTY Assion G Card Current series: None
=g Assign
TICKET san v | [18042004 ": Save Ticket | | Pt Tecket | Add Hem Pay for another client s
Bam naa ey Beza

Diactnart Toial
¥ ADY 1Thr Missed Appointment Fee 1 $61.00 0.00%, $0.00 $61.00

Hem Hame Select llem -

PROUOTION CODE Apply

Payment Inlo
SELECT A PAYMENT METHOD
Cash CC (Key

¥t

} Direct Debét Credit Journal Trade HICAPS EFTPOSCredit Card Pay Deduction AMEX Prepaid Gift Card

X [s100 Ascount

| T —
Complate the Sale

Save No Receipt Save Print Receipl Sae Prind Gifl Recedpl Save Create Invoice

If we are charging a the fee and but haven't heard back from the client yet, you would retail

this using ACCOUNT so the fee is recorded as a negative balance. This is the most likely scenario
you would follow. (see above image).

If we know we are not charging for this missed appointment, then you would cancel out the
cost of the fee and retail using CREDIT JOURNAL as the payment method. (see below image).

Point of Sale

Mote
Open Tick#S | Hew tcket - Lookup
S'I.IEEPING BEAUTY Assign GiR Card Curront sories: Nang
] Assign
TICKET pes w | [160azoze | ]| SaweTicket | | PrimTicket | (&
T rame ooy Frice Dimoount Tl
% ADV 1hr Missed Appaintmant Foe 1 $61.00  100.00%, $61.00 $0.00

e Namse | — Seiect mem

FROMOTION CODE Apply
Payment Info

SELECT A PAYMENT METHOD
Credit Jourmal Trade Pay Deduction

X (06 Cresit Journal
Fae Warved - EM 1704 24

Complete the Sale

Save Ho Receipt | | Save Print Receipt | | Save Print Gift Recaipt | | Save Croate Mivoss




Step 5. SEND MALC EMAIL AND ENSURE MALC NOTES

ARE UP TO DATE.

Update your MALC note to include:

e Decision made with FEE at this stage
¢ MALC email sent?

e Further follow up needed

Make sure this is copies to the NOTE section of the
client’s file and included in the MALC report in the

running email.

Example (see image Right):

Client Sleeping Beauty

Phone 00

Email accounts@nomoreknots.com..,
Team G Cancellation

Service = Missed Appointment: ADV

1.7 G Cancellation requested

Starttime |2:00 AM Length |15 min
Endtime  915AM
Motes **Missed Appt. w/ Nathan @ amon

**Missed Appt. w/ Nathan @ 9am on 17.04.24 - Called

client 5mins into appt. NO ANSWER - LMOVM & sent Ist
text. Waited until 9:15am and sent 2nd text message
advising of MA. Fee charged to account and MALC email
sent. Final follow up to be completed tomorrow**EM

17.04.24

1704 24 - Called client Smins into
appt. NO ANSWER - LMOWM & sent
1st text. Waited until 3:15am and sent
2nd text message advising of MA_ Fee
charged to account and MALC email
sent. Final follows up to be completed
tomorrow™EM 17.04.24

e

Step 6. FINAL FOLLOW UP THE NEXT DAY - UPDATE NOTES
When completing the final follow up call, you will need to update the client file based on the

outcome. (see below example)

Client Info ©

Sleeping Beauty & &

1D 100011410

> Mindbody account

No More Knots profile
First vis® Augent 20, 2013 | Last vish Asgul 13, 2018

~ Edit name * Photo
Prospect
Company

* Referred by

D Assign 100891410 RalsastTipe

Prefix v Member status (Non-Member

First name Skeping
Lasi mame Beauty
Middls name

Hickname * Client Indexes

- Contact Frovate Heath Fund
i, Pepaes Fi Vit

Dy Heeding Congent

Email sxenb@remenkaats com| (]

Example (Above):

— Colagsa al |+ Expand all 7 Save view

~ Notes @

hisksed Appt wi B

iathan & Sam on 1704 24 - Caded cient Smins into appt. RO ANEWER
& ent 5t fext. Wadtesd untl 8 15am and sent 2nd texd mes: =

53¢ advinig of ML
Fee charged 10 account and MALC emad sent. Final fa8ow up 0 b compleled
lomanow=EM 17.04 24

UPGATE 18 04 24 - Calied ehent 12 esmplebs Snal fsbine up 3 9 308 LMOVM. Clients
onieq prafie Bt been sapnded and vl eaed 19 pay for fee Betins sy fuhee
appaniment can be reserved ™

~ Alerts fy
A, Asent
ﬁ TEAMALERT
na “FEE ON ACCOUNT MUST BE PAID BEFORE HEW BOOKINGS CAN 6E
" ACCERTED™ (35 of 16,04 24 - ven motes)

wa

UPDATE 18.04.24 - Called client to complete final follow up @ 9:30am. LMOVM. Clients profile
has been suspended and will need to pay for fee before any future appointment can be

reserved.**

In situations like the above example where we have not been able to reach the client directly,
we would also suspend the client’s profile to inhibit their ability to book an appointment,

and add a note to the top of the red alert section.

**FEE ON ACCOUNT MUST BE PAID BEFORE NEW BOOKINGS CAN BE ACCEPTED** (AS OF

DATE - SEE NOTES)




Alternative Example

Client Info @

Sleeping Beauty & &

1D 100011410

» Mindbody account

Mo More Knots profile Deactivate “ Mare v
Firnt visit August 20, 2018 | Last visit August 23, 2018

- Collapse all '+ Expand all v Save view

v Phot * Notes
Prospect o B "Missed Appl w! Hathan @ Sam on 17 04 24.. Caed chenl Smins inin appt. N0 AHSWER
Company C tafarmed by - LMOVM & sent st bexd Waded unt 3-15am and send 2nd lexl message advising of MA
pany 1 Fee charged to account and MALC emad sent. Final follow up b3 be compieted

D Assign 180011410 Rutorral Type Anchee chent tomermenEN 17 0424

ssigr 20011410 UPDATE 18,04.24 - Caied cheet fo complete fnal follow wp (8 9 Wam.Spoke directy with

) chent and coected tee over the phene. Clent was very pokogets and Ras rebooked for

Prefix M Member) et vtk - EM 15,0424
First nama Seepng

Example (Above):

UPDATE 18.04.24 - Called client to complete final follow up @ 9:30am. Spoke directly with

client and collected fee over the phone. Client was very apologetic and has rebooked for
next week - EM

COLLECTING PAYMENT FOR A MISSED APPOINTMENT FEE
If at any stage in this process we are successful in collecting payment for the missed
appointment fee over the phone you will need to make sure we apply that payment correctly.

If you had not yet retailed the original missed appointment with ACCOUNT, you could do this
now just using EFTPOS/CREDIT CARD.

If the original appointment is already retailed under ACCOUNT (i.e there is now a negative
amount on the client’s account) we will apply a payment to zero this out.

1.Go to the retail screen under the client’'s profile, and select the option for ACCOUNT
PAYMENT, which can be found under the selection for PAYMENTS/GIFTCARDS

Point of Sale

More v

i Add new client Wadk-In Sale
Opren Tickets |t sehen -

Lookup.
SGL!EEF'ING BEAUTY Assig Gif Card Current series:  None
=il Asaign

BB Account balance:-561.040

TICKET Greneiopes w | 18042024 | (i) ) Add lrem it

i

— N ltems Saleched — Iem Name | Aseount Payment o 50 00 w

Price O w100
Credit @ 1.00)
Subiotal 561.00
Disceunt 5000 [p.00 Amourd +

] | et paid for MALC: See over the phone - EM 17.04.24
Total $61.00 Add [bem

2. Enter the corresponding amount to the payment made into the ‘PRICE’ section. Then add a
note to showcase what this payment is.

Example above: Client paid for MALC fee over the phone - EM 17.04.24

3. Add the item to the cart, and process the payment using ‘'EFTPOS/CREDIT CARD’'. Once
retailed, the client’s negative balance should disappear.




SUSPENDING A CLIENT'S ACCOUNT
In the event that a client misses an appointment and does not get back to us in our final
follow up, we will suspend their account.
To do this:
1.Go to the CLIENT INFO. section of their profile.
2.Under ‘'MEMBER STATUS' select the tick box for 'SUSPEND CLIENT BOOKING'.

Client Info @

Sleeping Beauty & &

ID 100011410

> Mindbody account

No More Knots profile Deactivats “ More ~
F Augest 20, 2016 | Lant 3 2018
- Collapse all '+ Expand all v Save view
* Edit nama » Photo L3 ﬁ::-\n
Prospect == . A
Compary 0 Referred by = Alerts g
0 Assign 00911410 Referral Type Anomer chent ~ Ay At

jember status (Non-Member]

Prafix
A\ TEAMALERT

*FEE OH ACCOUNT MUST BE PAID BEFORE NEW BOOKINGS CAN BE =
ACCEPTED™ {as of 16 0474 - see notes) |

Auta Pays imit
Guspend ciamt booking g
P gt

First name Sieegang
Last nams Beauty

Middle name
Pause end date

(1

Nicknama

If the client was to call and book an appointment, when a spot on the diary is selected the
following alert would pop up on the screen. We would also be able to see the Negative
Balance and Red Alert attached to the file.

SLEEFING BEAUTY

Ak Client Suspended

Suspend From Daie:
Suspend To Date:

Dismiss

In this instance, we would want to secure a phone payment for the fee before proceeding
with booking and confirming an appointment.

Once received, we could then amend the client’s profile by removing the suspension and the
note in the red alert section.




SUMMARY OF STEPS

LATE CANCELLATION

1. Client calls to cancel appointment

2. Based on the circumstances make a decision regarding whether or not there
will be a fee charged

3. Offer to reschedule the appointment

4. Advise/remind of appointment policy and collect fee over the phone.

5. Change the service of the appointment to a LATE CANCELLATION (15mins)

6. Move appointment to sit under the Cancellation Column, starting at the same
time as the original appointment

7. Write up your MALC note on the appointment.

8. Retail the appointment in MINDBODY

9. Copy the MALC note to the NOTE section in the client profile

10. Add all details to the MALC Report in the Running Email

MISSED APPOINTMENT

1. Call client 5mins into the appointment to check on whereabouts. If you don’'t
reach them, leave message on voicemail and send 1st text. Make a note on the
appointment and advise therapist of what is happening.

2. If no response from client, follow up with 2nd text TOmins later (approximately
15mins into the start of the appointment). Update the therapist.

3. Change the service of the appointment to a MISSED APPOINTMENT (15mins)

4. Move appointment to sit under the Cancellation Column, starting at the same
time as the original appointment

5. Write up your MALC note on the appointment.

6. Retail the appointment

7. Give clients an opportunity to respond and call us back. As part of the pre-close
stage of your day (When you would do your EOD confirm follow up) send the MALC
email to the client.

8. Update MALC notes on the appointment and copy the MALC note to the NOTE
section in the client profile

9. Add all details to the MALC Report in the Running Email.

10. Final follow up to be completed the next day.

EXCEPTION:
If missed appointment is a final client of the day, MALC email will be sent after
FINAL FOLLOW UP the next day :)



CLINIC CANCELLED APPOINTMENTS

Clinic cancelled appointments are recorded when we are forced to cancel an appointment on
a client last minute. This is to flag clients easily on the diary that might require additional
follow up from a therapist OR that may reach out to the clinic after we have taken action and
removed their original appointment from the diary. In these circumstances, we want to record
client and appointment information, in a similar way to how we handle MALC appointments.

WHEN TO USE A CANCELLED APPOINTMENT

1. A therapist calls in sick or requests last minute time off on the same day. If we have
been unable to reschedule the client in that moment, we would change the appointment to
a CANCELLED APPOINTMENT. You could also make this change already if you have LMOVM
and sent text to the client, but have not yet heard back. We can move these appointments to
our cancellation column, and block off the clients diary as normal with SICK or TIMEOFF
block-outs. i.e. appointments at any time still left on the therapist's schedule would mean
that they have not been contacted directly yet. If you have successfully spoken to the client
on the initial phone call and reschedule to another day or therapist, then you do not need to
use CANCELLED APPOINTMENT.

2.We have made the decision to cancel an appointment on the client as they have not
confirmed (SEE APPOINTMENT REMINDER POLICY). If we have made the decision for
whatever reason to cancel this appointment for the client because we have not heard from
them directly yet, then we would use this process to record the situation in-case the client
turns up or calls back.

**This appointment service is for last minute cancellations by the clinic only. You would
not use this if you were looking at rescheduling appointments that have several
days/weeks notice**

PROCESSING A CLINIC CANCELLED APPOINTMENT

Clinic cancelled appointments do not incur any fee for the client; however, we will still retail
them in MINDBODY for reporting purposes, and for an accurate visit record on the client’s
profile.

Step 1. CHANGE THE APPOINTMENT TO A CANCELLED APPOINTMENT
Change the service type of the appointment to a CANCELLED APPOINTMENT which will show up

as a 15min session.
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Step 2. MOVE THE APPOINTMENT FROM THE THERAPIST’'S DIARY TO THE CANCELLATION

COLUMN

We want to remove the appointment from the therapist's diary to free the appointment space
up for whatever we are putting in it's place (SICK/TIMEOFF or another client). Where possible,
move the appointment across to line up with the start time of the original appointment. You

may need to open up availability on the diary to do this.




Step 3. WRITE YOUR NOTE ON THE APPOINTMENT
We keep a record of when, who with, reason, ect. This should all be recorded on the
appointment so all of this can be seen from the diary directly.

- | CANCELLED APPOINTMENT il
300 PM - ) el
9:00 AM 5mi
9215 AM 400 PM
o [ ) |
A + E:0D PM
T:00 PM
ch 4
J
er 1D Select provider ID £:00 FM

CANCELLED APPOINTMENT NOTE TEMPLATE:

*CANCELLED APPOINTMENT w/ THERAPIST NAME @ TIME OF ORIGINAL APPT on DATE -
WHAT HAPPENED/WHEN & HOW THE CLIENT CONTACTED TO ADVISE. ANY ADDITIONAL
FOLLOW UP REQUIRED?** RECEPTION INITIALS & DATE

EXAMPLE:

*CANCELLED APPOINTMENT w/ Nathan @ 9am on 17th May - Therapist called in sick for today
at 8am. LMOVM & sent text to client @ 8:15am advising that appointment had been cancelled
due to this and to please call back when ready so we could assist in rescheduling.”™ EM 17.05.24

Step 4. RETAIL THE APPOINTMENT

All cancelled appointments must be retailed. Once retailed, it will show up in the client’s visit
history. Click on the appointment and follow the retail process, just like you would with a
standard appointment.

A clinic cancelled appointment will not incur a fee for the client. It will show up as a $0 item,
and you will process the payment using CREDIT JOURNAL.

**Unlike a MALC appointment and note, you do not need to add this to the client’s profile
directly or to the running email. These appointments do not require additional follow up
from us, unless prompted. **



CLIENT RECALLS

Our client recall process is an initiative designed to help encourage and remind clients who
had cancelled an appointment during the week before to schedule their next one if they have
not already done so at the time. We will look at clients who cancelled in just the week prior
who were also were meant to attend in that week.

We are not looking at clients who have cancelled an appointment for weeks/months ahead, as
these clients are likely to have had a significant reason for doing so.

COLLECTING THE CLIENT LIST

1.Go to 'CLIENTS’, and in the ‘Client Directory’ we need to create our ‘Tag Group’ to collect the
accurate data. Click the [Clear] button next to ‘Tagged clients only’ to start fresh.

oz . .

i v Client Directory
B crasses .
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£, Chetkin Reset Saarch

Client type:
Client info: | 2 Retabonships w| | Allocations w | | ANchents w | | Amy gender w | | ANnon-members & members w S =
lients i

> Paintar sak
() Chents wi an abert ) Clients wi' 8 stafl alert ] Suspendad chents ) Chients wi' & current membership ) Cliants without a referral

oy msigns v

Age:[. v|Te[- ~

%] Marketing £ Sales Info: | any contact log stass v | Profile creation date: ] ) [awswesstns v ] i) [ anProsect stages
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Search cliont by | 21 scis - My Lacaben = | search | | AddHew cient | el s gy

2. Under ‘Client type:” Select ‘All client Types, then click the yellow tag icon to tag the new
group.
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3. Under ‘Client type:” Select ‘Fake Clients for scheduling’, then click the red tag icon to remove
these clients from the tag group. *Watch for the number of the tag group to drop. For some
reason, you will often need to click the red icon twice*

Client Directory
® Saved
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Resel Search
Cliant typa:
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Click on a client's name below io view their information.
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4. Go to ‘Insights’ --> ‘Reports, and find the report ‘Cancellations’
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5. Run the report looking at cancellations that occurred only the week before. For example, if
you were doing this on Monday 17th June, you would look at the date range from the 10th
June to the 16th June. Select a range for your ‘Start date’ & ‘End date’. You can also choose to
look at individual clinic location. Select ‘Generate’ then, download the report to excel.

Reporis » Cancellations Jr Add o tavorites

Date Range: Star una:: 1mentd ) | G5 Em‘ldm:@ = w w | | Allsachers w|lam v | [ aew am ~ | Restone: | indiidual reecrds
Clentiar @) Al () 3 Sort BY: | Cancelled Date  w
(D>




6. Open the report in Excel and enable editing of the document. You may wish to save it
somewhere. We need to filter this data to get rid of what we don’'t need.

“ Haorme Insert Page Layout Farmulas Data Review Views Help ‘;_3 Tell me what you want to do

ﬁ_j [‘% Cut .(ilhbl"l - ”1] - A A == = &~ ‘El,} Wrap Text lGenemI - L?:_l I_:;‘ MNormal
T Ca . | | =] | ) [#]
Paste L; F.:.:i.-.: oainter | B T U~ Ex B Av | === EE EMegetiCentr - | $- % * | % 3 sifﬂd,:tf?f:'- Fg:;:‘_“ Calculation
Clipboard ] Font ] Alignment ] Number =l
L1z il - Fe
| A | B | C D | E | F | G H | | | 3 | K
1 | Cancel Date/Time - | Cancelled By - | Date * Time | ~|Type - | Location - | Therapist = Client - | Meth| = Add-{ -
2 | 15/06/2024 11:19:52 AM  _Bowtie API 18/06/2024 11:15am  *Remedial Mass Taringa Dyllan [RMT) Carmel Butler early Nz
3 | 16/06/2024 10:41:41 AM  _Bowtie API 18/06/2024 900 am *Remedial Mass Greenslopes Marco [ADV) Anthony Postlethwaite early No
4 | 16/06/2024 9:34:02 AM _Bowtie API 18/06/2024 11:1Sam *Remedial Mass Greenslopes Aurelie (ADV) Sandi Canuto early No
5 | 16/06/2024 9:03.30 AM  _Bowtie API 18/06/2024 3:15pm *Remedial Mass Newmarket  Gorden [RMT) Kate Macdermid early No
6 | 15/06/2024 3:23:44PM  _Bowtie APl 19/06/2024 10:15am  Myotherapy Greenslopes  Nathan [(AMYO) Dale Brady early No
7 | 15/06/2024 2:55:48 PM India White 15/06/2024 3:45pm  ZBREAKZ Taringa Marco [ADV) BREAK BREAK early Ne
8 | 15/06/2024 2-54:03 PM Keana Thomson 15/06/2024 3:00 pm FEES Greenslopes Cassandra (SNR) Marina Couchman early Yes
9 | 15/06/2024 2-52:47 PM Keana Thomson 27/04/2024 8:00am Initial Remedi Greenslopes  Christine (SNR) Marina Couchman early No
10 | AS/N&/N24 3-53-47 PM Keana Thamsnn 2TINANE AND am FFFS Greenslones  Christine (SNR) Marina Courhman amrhe Yeg

a) Highlight the headings in Row 1 and select the option to filter.
You can use the shortcut CTRL + SHIFT + L

b) Select the drop down for Column E (Type), De-select all options, and only select
options that are NOT an actual appointment type, such as breaks, fees, missed
appointments, tentative...

c) Delete all the rows for this data. Then select the drop down for Column E (Type)
again and re-select all remaining options

d) Select the drop down for Column C (Date), De-select all options, and only select
options that are NOT within our desired date range. For example: if we are looking at
cancellations over the week 10th June - 16th June, then we only want our data to
show appointments within that date range.

e) Delete all the rows for this data. Then select the drop down for Column C (Date)
again and re-select all remaining options

We should now only be left with the clients that we want to look at.

WHO DO WE NEED TO MESSAGE?

We now need to go through our list and check these clients to see who has not made a future
booking. We do not need to text/recall everybody on our list!

You will need to look out for:

e Appointments that were early cancelled due to admin changes (appointment was deleted
but this was not actually for a client cancellation)

e Appointments that were early cancelled due to a short-term reschedule (i.e. cancellation list
is showing an appointment cancelled on the 10th, but when checking the client profile, their
last visit was the 13th. We do not need to contact these clients.

e Clients who have a future booking already :)




CHECK EXAMPLES

1. ADMIN AMENDMENTS

In this example, there was likely a reason for admin needing to change/delete the original
appointment on the day. We can see this as the report shows an early cancellation on the
15.06.24 @ 10:15am, yet the visit history of the client shows that they were last in clinic on the
15.06.24 @ 10:15am.

Date * | Time |~ | Type ~ | Location | = | Therapist - | Client -
15/06/2024 | 10:15 am | *Remedial Mass | Newmarket | Jaime (SMR) Eve Gath
Client Home  Clent Indo Contactlogs  Schedule Visits Purchases  Account Details SOAP Notes

Cllent Home @

Client Search Add Hew Chenl
B8 Eve Gath
Age: 21 years § months
Laat Visit: 15/06/2024 10;15 am - "Remedial Massage [ ihrRemedialMassage (SNR)

This is not considered a true appointment cancellation; therefore, we do not need to
message this client.

2. CLIENT HAS ALREADY BEEN IN CLINIC SINCE THE CANCELLATION

In this example, the appointment listed in our report is not the last visit for the client. We can
see this as the report shows an early cancellation on the 15.06.24 @ 11.30am, yet the visit history
of the client shows that they were last in clinic on the 18.05.24 @ 11.30am.

Date - | Time |~ |Type + | Location | = | Therapist - | Client -
15/06/2024 | 11:30am | *Remedial Mass | Newmarket | laime (SNR) Michelle Doidge
CBant Homa Chant Info Contact =) Schaduls Visits Purchases Account Datalls
Client Home @
Chent Search Add Hew Client |

Michelle Doidge
Age: 50 years 8 months
Spouse: Shane Doidoe Age: 60 years 10 months

Last Visit: 18/05/2024 11:30 am - FEES | Weekend /PH Surcharge

This client has already rescheduled and had their appointment; therefore, we do not need
to message them.

3. FUTURE APPOINTMENT ALREADY SCHEDULED
If a client already has a future visit scheduled, we do not need to contact them.

Chent Home  Clhent Info Contactlogs  Scheduls  Visits Purchass Accound Dotails  SOAP Note:

Client Home ©
Client Seasch Add Hew Client
Natalie Wright
Age: 52 years & months

Last Visit: 23/05/2024 2:45 pm - “Remedial Massage | 1hr Remedial Massage (RMT) MNext Booking:21/06/2024 1:00 pm - “Remedial Massage | 1hr Remedial Massage (RMT)




4. NO FUTURE VISITS SCHEDULED
If a client does not have a future visit scheduled AND the last visit on their profile is prior to the
early cancelled appointment then we will send them a message :)

ChentHome Chentlnfo Contacilogs  Schedule  Visits  Purchases  Account Detaile  SOAF Notes

Client Home @
Chient Search Add Now Client

Amanda Davenport
Age: 30 years & months

Last Visit: 16/03/2024 12:30 pm - "“Remedial Massage [ 1hr Remedial Massage (ADV)

TEXT TO CLIENTS - SCRIPT

Hi [Client's Name],

We missed seeing you last week! Our diary is filling up fast, so we'd love to reschedule at your
convenience.

You can book your next appointment directly at www.nomoreknots.com.au or feel free to call
us at [clinic number].

We're looking forward to welcoming you back to the clinic soon!

WHY DONT WE JUST TEXT EVERYONE ON THE LIST?
WHY CHECKING THE CLIENTS PROFILE IS IMPORTANT!

Remember, the purpose of this process is to catch anyone who cancelled their
appointment in a recent timeframe, but may have been too busy at the
moment to reschedule their appointment. This is to help with immediate client
retention. We don’t want to text clients in our list who have just shuffled an
appointment around, or those who have already gone to the effort to
reschedule.

In this example, following the process above, out of the list of clients collected
for the Newmarket clinic, it is only appropriate to message 6 /24 of them.

—— = S = e

[=3] - F

F A ] = =] E E G H
1 | Dste Tane Trpe Lacation Therapist Chient

2 | 150062024 1005 am *Remstdinl Mass \Hewenarket dnirme [ShR) Eve Gath

3 | 15061034 1i30am *Remradinl Mags Hewenarkat dmirme |ShiR) Michelle Doidpe
4 | 1500672024 10:45 & *Resrtdinl Magi Wewerbrknt Nizele [RMT) Hstalia Wright

5 | 2406/2024 400 pm “*Resrsedinl Mags Newenarket Adirinnne [AMYD) Talirjn Hopg

6 | LR34 1315 pm *Resedinl Mags Newenarket Mlata (SNR) Iulia Lindnar

T | 140062024 45 8 "RiFidinl Maii Wewrbrknt Inckis [SNR) LBuren Batk

8 | IS062024 2205 g *Risidinl Maii Hvefibrket Mats (S48) Leuiie Bighell

9 | i4/062004 1030 am TResdinl Magt Wpwennrint Migele [RMT) Anres Huxley

0 | E306/I034 1035 am Initinl Remedi Hewenarket Adrinnne [AMYD) Teni Donaldzon
11 | 14/06/2024 0:45 8 *Resedinl Mass Havenarket swckie [SNR) Jenna Hoopsr

12 | 320062024 230 pm Initinl Remedi \Hewenarket Adriarse [AMYD) Sarah Aghoroft
13 23062004 Bo0pm *Resadinl Mags Newenarket Gesdan [RMT) Rebart Shallcrags
4 | 13062024 200 g *Rifidinl Maii Hevaribrhet Adriande [AWYD] Loura Erngt

15 | 210062024 345 "Restdinl Magi Revenarket Adrianae [AMVE) Jenny Mekarel
6 | 240672034 1030 am *Resredinl Mags Kavenprket Nigale [BMT) Ozamnp Beckmann
T 13062034 330 pm Mhycsherapy Hewenarket Adrianne [AMYD) Jo Crieilly

18 | AH062024 45 *Risidinl Maii Wbkt dbckis [SNR) S Heibsan
19 | LL062024 4:30pm *Remsedinl Mass \Hewenarket Emma [BMT) Zat Flemning
0 | 1306004 145 am *Reerdinl Mags Hewenarket dmcin [SHR) Hicala Leahy
21 | 13/06/2024 45 g *Risidinl Maii aT)
22 | LL062024 1230 am *Restdial Magi \Weevrribrket Gordan |RMT) Phil Henestssy
23 | IYDEa0048 330pm *Resradinl Mags Kavenprket Bruce [RMT) Kelly Figchar
24| 11061034 845 am *Remredinl Mags Hewenarket Adrianne [AMYD) Brocke Mowittke
35 | 12/06/2024 12:45 pn Mystherapy Newsnarket Adrianne [AMVD) Angtln Giles

2| —



http://www.nomoreknots.com.au/

CONTINGENGY PLANS

Locations of items such as fire extinguishers, black out boxes, spare laptops, ect. will be
different at each clinic location. it is your responsibility to familarise yourself with the location
of all emergency and contingency items so you can easily access them when necessary.

IN CASE OF A BLACK OUT OR POWER OUTAGE

1.Don’t panic! Firstly, identify what power has been disconnected. Is it clinic wide or only
affecting certain areas? It could be a matter of checking the clinic switch boards to see if
something has been triggered and just needs to be reset. If you have identified the issue is
wide spread and not able to be solved in-house, proceed with the next steps.

2.Advise a manager of the issue.

3.Grab the spare laptop or clinic device, and login and get MINDBODY diary up ASAP. The
main reception computers run off the main power so you will lose access to these in an
outage. *If you do have to use any personal data for the business, NMK will reimburse you
for the cost.

4.CGet CC payment slips ready & review diary to make sure you know who is coming in/out in
the next 5-15min so you can be prepared.

5.Cet a manager to login to our phone system to manually divert the phones to another clinic
location (phones don't work when power goes out & we don’'t want to lose phone calls)

6.Phone/text/email other clinic locations to let them know their phones are about to get
busier

7.Get a manager or other receptionist to knock on treatment room doors and explain we have
a power outage & typically it will be back up within 30-60min.

8.Cet a manager to do a SMS to the therapists know about outage, be prepared to use phone
for checking diary & music in rooms, etc.

9.Get either a manager or another receptionist to call Energex on 136262 to report and get an
update on the outage.

Be mindful of safety risks in a power outage. There is emergency lighting available in the clinic
‘Blackout Boxes’; however, if lighting is an issue, it may not be safe to proceed with the current
treatments until full lighting is restored. Our clinics operate with electric tables, so in a power
outage a therapist will not be able to adjust these. If there are not rooms with a bed available
at a suitable height for treatment, we may need to reschedule appointments for when full
power is restored. The safety and comfort of our clients and team is most important :)

** If you don’t have another receptionist or a manager around to help, find a therapist to
help with some of these steps if that’s possible**




INTERNET OUTAGE

1

.Identify whether it is a connection issue with the device or an issue that is not resolvable

currently in-house. You may be able to fix the issue by resetting the modem or reconnecting
the device to the internet. Check if there are other devices being affected by the issue; is it
just the one computer? Are phones and terminals also disconnected? Is there anything else
that is not functioning as it should be? If you have identified that there is definitely an
internet issue that is widely affecting the clinic and you have not been able to problem solve
it, proceed with the next steps.

.Advise a manager of the issue.
.View the MINDBODY diary on your own personal device or by hot-spotting a clinic device

with your data. */f you do have to use and personal data for the business, NMK will
reimburse you for the cost.

.Review the diary to make sure you know who is coming in/out in the next 5-15min so you can

be prepared. The terminals run via ETHERNET connection, so if the internet is out HICAPS
claiming is unlikely to go through without this connection. CASH can be accepted and
EFTPOS payments may still work on the TRINITY HICAPS terminal if the problem is an
isolated WIFI issue (these can operate with 4C). If you are able to take full payment, please
ensure to provide a full tax invoice with provider information for client’s who need to do a
manual claim with their health fund. If the terminal does not work collecting EFTPOS/CREDIT
card payments either, refer to the process below for what to do when the terminal does not
work.

.Get a manager to login to our phone system to manually divert the phones to another clinic

location (our phones run on internet connection & we don’t want to lose phone calls)

.Contact the other clinic locations to let them know their phones are about to get busier
.Get a manager to do a SMS to the therapists know about outage, be prepared to use phone

for checking diary & music in rooms, etc.

.Depending on the situation, we may need to contact Sentrian or the clinic internet provider

to help fix the issue.

HICAPS / EFTPOS TERMINAL NOT WORKING

1.

Identify the cause of the issue and check all cords and power. If the issue seems like a fault
with the terminal only (not power outage or internet issues) try initial problem-solving steps
to see if that helps:

a.Turning on/off

b.Unplugging and readjusting cords

c.Terminal heartbeat

d.Check how it is connected - the terminals should be operating on the clinic WIFI so you

may need to adjust this and reconnect if this is not displaying correctly.

.If you are not successful in fixing the issue, get CC payment slips ready for those who are not

able/don’t wish to pay with cash. These slips should collect the following information:
a. Client Name

b.Amount Due

c.Card Details (Card Number, Expiry Date & CVV)

d.Signature and Date

.Advise clients that due to issues with the terminal, we are unable to process health fund

rebates on the spot either, and we will issue a full tax invoice with provider information for
manual claiming once we have been able to process payment.

.Ensure that we have an accurate email on file to send through receipts.
.Contact HICAPS directly on 1300 650 852 to get assistance troubleshooting the terminal if

required.



ALTERNATIVE PAYMENT METHODS

CC SLIPS - This is the easiest method as we then have all the information that we need to
process the payment quickly through the terminal once we have been able to rectify the issue.
You will need to remember to send the client a full tax invoice with provider details for manual
claiming with their health fund once we have been able to process the payment.

Shred the slips once payment has been processed.

No Mete Knets

= We'll straighten things out —

Name: Amount Due: §

Card Number: __

ExpDate: / CWV:

I hereby authorize No More Knots {currently trading under SAMFORD LIFESTYLE CO PTY LTD, ABN: 86 659 466 609) to proceed with
processing the payment upon the restoration of terminal functionality. | acknowledge that these details provided will solely be
accessed by o designated No More Knots administrative representative for the purpose of effecting the specified payment, and will
not be retained or decumented elsewhere. | understand that these details will be promptly destroyed following the successful

completion of the payment transaction.

Authorised Signature: Date:__/__/

BANK TRANSFER - If a client is unable to pay for treatment with card or cash, we can accept a
bank transfer. Bank Details can be found securely in safe or till and can be provided to the
client to make the payment on the spot.

Client is required to send a screenshot of the approved transaction to the reception email once
made.

Please retail the appointment in MINDBODY using the payment method ACCOUNT, with the
note ‘Payment made via DD on DATE' - INITIALS.

Forward the email with proof of payment to the Accounts Manager via
accounts@nomoreknots.com.au including full client details (hame, phone number, treatment
details). The AM will balance out the client's account in MINDBODY once payment has been
confirmed in our account. This may take up to 1-2 Business Days to be received.

Once payment has been confirmed, AM will let reception know so they can forward through a
tax invoice with provider details for manual claiming to the client directly.



PHONE PAYMENT - If a client is unable to pay for treatment on the spot with any other means
(cash, bank transfer, providing card details), they can call us back later and make a payment
over the phone.

For example: A client comes out of treatment and has forgotten their phone and wallet at
home.

Advise that they can give us a ring and make payment over the phone when they get home. If
we haven’'t heard from them in a couple hours that we will call them directly. Ensure that we
check phone number and email on file for the client before they leave so we can follow up with
them if necessary. If you are unable to reach them by EOD for payment, please send through an
invoice directly to the client and advise management of the outstanding fee. This will need to
be monitored until we receive payment.

See steps for HOW TO TAKE A PAYMENT OVER THE PHONE
See template for service invoice. *Includes Late Fee if not paid within terms (7days).*

**You do not need to fill out a Promise to Pay slip for an example like this. Completion of
service means the client is liable to pay for services rendered; we don’t need a sighed
promise to pay slip to chase payment from a client**

PROMISE TO PAY SLIPS - Use these in the rare event that a client is not able to pay on the
spot for treatment by any means and is not in a position to rectify the situation by close of
business.

It is expected that a client is able to pay at the time of service, so we do not accept bookings
knowing in advance that the client is going to be unable to pay.

PROMISE TO PAY SLIP No Mote Knets

= We'll straighten things out —

Client Name: Today's Date: __/__/__

Client Address:

Client Ph: Client Email:

Service Received: Service Cost: $

I promise to pay No More Knots Massage Therapy (currently trading under SAMFORD LIFESTYLE CO PTY LTD, ABN: 86 659 466 609) _
the amount set above for services received on this date, within 3 BUSINESS DAYS. | understand the payment options presented to
me, and understand that failure to make payment via the agreed period will result in a late fee applied to my invoice.

Client Signature: Date:__/__/

**A COPY OF YOUR DRIVER’S LICENCE OR OTHER RELEVANT ID MUST BE PROVIDED**

Receptionist Name:

Receptionist Signature: Date: ! /




DAY OF A POSSIBLE STORM

1.Print a hard copy of the diary every couple of hours for that day and the following. if you
have time, export schedule at a glance report and put in order of either time or therapists
name with an area for notes/follow up.

2.Make sure the spare clinic device or laptop is charged in case we loose power. You may need
to be ready to use a personal device to hotspot for internet connection.

3.Prepare for alternative payment methods that may be required if we loose function of our
terminals

4.Check stock of batteries and little portable lights in case we need later in the day when it
gets dark

5.Remind therapists if we do lose power to have the massage tables at a good height for
treating clients

6.Send SMS to therapists asking them to read over notes early and make notes in case we lose
power, they will still be able to access MB on their phones if need be but not soap notes

7.Send SMS to all clients in coming 1-2-3 hours if it looks like the storm will hit soon saying
“Allow extra time for traffic due to possible storms”

8.Make sure that there is a spot for wet belongings and umbrellas out of the way. Use the wet
floor sign, and make sure you have a dry mop and towels to get rid of excess water on the
floor as required to prevent slip hazards.

9.Its our job to ensure everyone stays cool, calm and collected. Storms are part of life in Qld,
so we just need to all be prepared for them and know exactly what to do with as little drama
and interruption to business as possible



YOU ARE ALSO REQUIRED TO BE FAMILIAR WITH THE
EMERGENCY MANAGEMENT & FIRE EVACUATION PLANS
FOR EACH CLINIC. PLEASE FAMILIARISE YOURSELF WITH
THESE PROCEDURES REGULARLY, AND MAKE SURE THAT

YOU KNOW WHERE THESE PLANS ARE AVAILABLE.

THESE PROCEDURES INCLUDE:

FIRE SAFETY & EVACUATION
HAZARDOUS MATERIAL
BOMB THREAT
MEDICAL EMERGENCY
PERSONAL THREAT / ASSAULT EMERGENCY
ARMED ROBBERY

LOCK DOWN




PARKING

Limited onsite parking is available at each clinic location for clients only. All staff and
contractors if travelling in their own vehicle, must find suitable parking elsewhere. At all clinic
locations there is free street parking availale, easily accessable to the clinic.
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MINDBODY

MindBody is our complete, all-in-one, diary system and client database. It is an online
program which we use to create bookings, manage client data, process payments and much
more!

LOGGINING INTO MINDBODY

Each NMK Team member is set up with their own uniques staff login when they join NMK.

As a member of our admin team, you must ensure that you are logged in with your account
when you are working. Your log in details are set up as part of our RECEPTION permission
group, which will allow you to view particular features and functions in MINDBODY that our
practitioner team do not.

Any action that you make on an appointment with your account will also be DATE & TIME
stamped with your name. This will help us track actions in the system.
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No Mote Knots

T T -

e

Signin

Email ar username

bmma@nomnmknuts.oom.au

Password

e Show

Forgot your password?

This sign-in is for staff only.

Looking to book a service?

Make sure you are logging in via the staff portal - your account details will not work on the
client screen. It should look like this.




DIARY AT A GLANCE - SERVICE CATEGORY
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APPOINTMENT COLOUR GUIDE

COLOUR MEANING

1hr Initial Remedi...
i (] YusuflL

Initial Appointment
The client has not been to the clinic before

Existing client appointment
The client has been to the clinic before

Initial Pregnancy Massage
1hr Initial Pregna... The new client is booking in for their first

& @ < M Brocke L appointment as a pregnancy massage. You will
need to ask them to fill out a new client form

as well as a pregnancy form.

Pregnancy appointment
The client has been to the clinic before. Does
not necessarily mean they have had a
pregnancy massage before so it is always good
to ask the question.




STATUS COLOUR GUIDE

COLOUR MEANING

Unconfirmed Appointment
The client has not confirmed that they will be
attending their appointment. Ideally we do not
see any of this colour on the diary on the diary
of the appointment.

Confirmed Appointment
The client has either pre-confirmed their
appointment by responding to one of our
automated system messages, or we have
verbally confirmed that they will be attending
with them over the phone.

Marked as Arrived
The client has checked in at reception and we
have marked them as arrived in the system.

Checked-out Appointment
The client has paid for their appointment and
we have processed that payment in our system.
All appointments including missed
appointments or late cancellations should be
blue at the end of the day.




SYMBOL GUIDE

SYMBOL MEANING

Green Star
There is no visit history attached to this profile, so MB believes it
is a new client.

Gold Star
Client has requested this therapist for this appointment.

World/Globe
Client has booked this appointment online through our website.

N\

N

Orange Circle
Client has booked this appointment online through the
MindBody App.

A

Client Alert

Client has important notes written in their alerts on their profile.
These could be relating to health concerns or MALC offences.

Soap Notes
If this icon appears on an appointment, it means the therapist
has begun or completed the treatment note for that session.

Appointment Notes
If this icon appears on an appointment, it means that there are
notes attached relating to the specific appointment. This could
be notes about the clients complaint, booking requirements,
ect. The majority of appointments will have this symbol
displayed.




SYMBOL MEANING

Red Circle
Appointment has not been paid for/checked-out.

Calendar
[

This client has multiple appointments booked on the same day
at any clinic location. It is important to look out for these
occuring on real client's appointments.




BLOCK OUTS
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THERAPIST NOTICE TIME

It is important for reception to be respectful of the notice time provided by a therapist when
we are looking to book their Ist spot of the day. As all therapists are contractors, they do not
have to be at the clinic unless they are treating. Notice time only applies for when we are
looking to book the first appointment available for the current day. The notice time provided
is the alotted time a therapist requires in order to be ready and arrive at the clinic.

WHERE TO FIND A THERAPISTS NOTICE TIME

Therapists notice time can be found on their staff profile in MindBody, and on the team contact

list. This information, along with phone numbers and new team members should be updated
regularly and a copy kept printed at the reception desk for easy reference.

HOW TO USE A THERAPIST'S NOTICE TIME

For example: It is Wednesday 14th April, and a client calls up at 8am requesting an appointment
for this morning.

Today Wed 14 April 2021

Alex (SNR) ~  Amy (RMT) ~  Damien(ADV) ~ DanB(5NR) ~

Deboragh * | Fiona (SMYO) ~
(RMT)

While the white area on the diary shows all times that are available for treatment with a
therapist, since we are booking an appointment for the current day we will need to take into

account each therapist's notice time to ensure that they can make it to the clinic in time to see
the client.




For this example, lets say that the notice times for the above therapists who have morning
appointments available are:
Alex = 90mins

Amy = 2hrs
Damien = 2hrs
Dan B = 1hr

Referring to these notice times, we could offer a 10am appointment with Alex as the earliest
available time as an appointment at 9am would fall within his notice period of 90mins.

Alternatively, i could offer 11Tam with either Amy or Dan B as this falls outside of their notice
times. However; i would not be able to offer Damien's 10am time slot as this is entering his
minimum notice time of 2hrs.

NOTIFYING A THERAPIST

If we are responsible for booking a therapists first client of the day (on the day of treatment
only) then we must contact them to let us know. Firstly, attempt to call the therapist directly on
their mobile and leave a message if required. If you do not get to speak with the therapist
directly, it is important to follow up with a burst sms as well.

VOICEMAIL SCRIPTING
"Hi THERAPIST NAME,
It's YOUR NAME, calling from NMK. We have booked your Ist client of the day in at (time) and
just wanted to confirm your start time with you. If you can please call reception back to
confirm that would be great. Thanks!"

SMS SCRIPTING
Hi THERAPIST NAME,
Your start time today is (time) am/pm.
Please call reception to confirm
Kind regards,
NMK

We do not need to contact a therapist if their appointment is booked online by a client.
Appointments are available online 4hours or more from the time of the appointment. Therapists
are expected to check their schedule outside this 4hour window. Reception only becomes
responsible for managing these bookings and notifying therapists within the 4hour window as
only we are able to see and book these appointments in.

Similarly, we do not need to contact therapists if we book other appointments in their day that
occur after a preexisting appointment. The therapist will already be at the clinic so they do not
need to be notified or confirmed with.

KEY POINTS

1.Do not book an appointment for a therapist within their notice time period.
The therapist essentially becomes unavailable during this time!

2.1f you book the first appointment of the day for the therapist (outside of the
notice period) you must contact them and ensure that they will be at the
clinic in time to treat.




BOOKING AN APPOINTMENT

The following steps can be followed if you are booking an appointment for an existing client.

1) Click on the start time of where you want to book the appointment. You will see a green

line appear to mark the timeslot.
Remember, only the white space on the diary shows available appointment times.
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2) Go over to the search bar on the left hand side of the screen under 'Book Appointments'.
Search for the client's profile here. It is always best to use a mobile number as this should
be unique for every client. It is likely that we may have more than one client in our database
with the same name.

Book Appointrents
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3) Once you have found the client you are looking for, click on their name as it appears. We
will then need to select what type of appointment they are after. You can do this from the
search bar next to 'Service'. By clicking on the search bar a drop down list of all
appointment options applicable to that therapist will appear. You can also start typing in the
name of the appointment you are after to help narrow down your options.
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3) Once you selected the service you are after you you need to book the appointment in. Do
this by clicking the 'Book' button at the bottom of the page.

It is best to lock this is as quickly as possible, so you do not loose that timeslot to someone
else! At anytime, you may be competing for spots with clients online or with another
receptionist. We can avoid awkward situations and disappointment by completing steps 1-3
as soon as possible!

Once you have hit 'Book' you should see your appointment pop up in the diary.
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4) While you are booking the appointment, you would have had discussion with the client
around the following:

s Preference of day/time = the client may be limited by what days or time they can
attend the clinic

= - Preference of therapist = the client may have specifically requested a particular
therapist/s, or may have advised that they wish to only see a male/female therapist.
They may also advise that they wish to only see a particular level of therapist. This
could relate to cost or their reason for visit.

= - Reason for visit = the client will have a particular concern or area of the body they
want treated, or it may be for general maintanence.

Anything about the client or the appointment that is note-worthy should be written down in
the appointment notes. You can access this by clicking on the appointment, and typing them in
to the text box on the left handside next to 'Notes'.

Edit appointment
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BOOKING AN APPOINTMENT FOR A
NEW CLIENT

The following steps can be followed if you are booking an appointment for a new client.

1) Click on the start time of where you want to book the appointment. You will see a green
line appear to mark the timeslot.

Remember, only the white space on the diary shows available appointment times.

2) Instead of searching for the client, we will need to create a new profile. To do this, click on
'‘Add new client' at the bottom of the left hand side of the screen.

Book Appointments
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3) We then need to collect the following information from the client in order to create the
profile. Each of these have an asterisk next to the field and you will not be able to move on
to the next step if any of them are not filled in.

= First name

= Last name

= Mobile number

= Gender

s Referral type

o

Mlale




You will also need to ensure that text is ticked for all 'Subscription' settings. If we do not do
this step, then the client will not receive any confirmation notice of their appointment. We
have only collected their mobile number afterall.

Once you have completed all the above, you can click 'Add' at the bottom of the screen.
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4) MindBody will then show you any Duplicate profiles it believes it has found. Its a good
idea to take note of what pops up as it may be a duplicate profile (unlikely though if the
client has said they have not been before!). MindBody finds matches from similar names and
mobiles, so you may have multiple pop up and none of them be related at all.

Simply click 'Add' next to the new client's name.

Duplicate clients found
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5) You will then be able to select the service type for the appointment. This will need to be
"Initial". Then click 'Book' at the bottom of the page.
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6) Done!

You should now see the appointment on the diary. Remember to get through steps 1 -5 as

quickly as possible so you do not run the risk of loosing that spot to someone else. Then go
back and write any notes that you need to on the appointment.
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REBOOKING AN APPOINTMENT

This might be for someone who has come out of treatment and would like to rebook, or it
could be for a client that has called up to cancel an appointment but would like to reschedule
for another day.

1) Find and click on the original appointment. In the menu that appears, click 'Rebook’.

By doing this MindBody will automatically grab the client

& (%) information it needs to book the next appointment. You
5 Chackout . . . ;
will see the information show up on the left hand side of
G RETAIL the screen.
% Early Cancel L —
| Book Appointment
O Mark Confirmed
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2) Find where we are rebooking/rescheduling to and follow the normal steps to book an
appointment. All you should have to do is click on the diary, select a service type, and hit

'‘Book'
Baook Appointment

%00 AM

Client A di Mickey Mouse

Miges L 16:00 AM

Email A

Send a confirmation nmu
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—
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*DON'T FORGET! If you are rescheduling an appointment, you will need to go back and make
sure to cancel the original booking!*




CANCELLING AN APPOINTMENT

There are two ways to cancel an appointment, and how we action it depends on the notice
period. Our Cancellation Policy is 4 business hours. If a client notifies us that they wish to
cancel an appointment with more than 4 business hours notice, then it is considered an Early
Cancellation. If a client notifies us with less than 4 business hours notice to their appointment
that they wish to cancel, then it is considered a Late Cancellation.

IMPORTANT REMINDER:
With any cancellation, early or late, our first priority is to offer to reschedule the appointment!

EARLY CANCELLATION

If a client cancels with more than 4 business hours notice of their appointment...
1) Find and click on the appointment in the diary (Be sure to confirm that that is the correct

appointment! Even if the client has told you their full name and exactly when and where
their appointment is, confirm the last three digits of their mobile number just to be sure.)

2) Click 'Early Cancel' from the menu.

Ier@ You will then be prompted to confirm the cancellation.
) Checkout Click 'Complete Early Cancellation' and the appointment
& RETAL will dissapear from the diary.
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LATE CANCELLATION

If a client cancels with |ess than 4 business hours notice of their appointment...

1) Repeat step 1 from the 'Early Cancellation' process.

2) We want to keep a record of this appointment for reporting and fee's purposes, so instead
of selecting a cancellation option from the menu, we will change the service type of the
appointment to 'Late Cancellation'.

**See pg ... for more information on this process.**




MARKING A CLIENT AS CONFIRMED

It is important that we have clients confirming their appointments as this way we are assured
as much as possible that they will be attending. When we do recieve confirmation it is
important that we mark that appointment as confirmed this way we do not continue to chase
them. Ideally, if we were to look at the status mode of the day, we would see all prebooked
appointments displayed in a light purple colour.

HOW TO MARK AN APPOINTMENT AS CONFIRMED

1) Make the view of the diary 'Status Mode'

2) Click on the appointment you wish to confirm. It will currently be displayed in a green

3) Tick the box next to 'Mark Confirmed' and the colour of the appointment will change to a

colour.
light purple.
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WAYS AN APPOINTMENT CAN BE CONFIRMED

e A client correctly responds to the link in their confirmation email or text message. By
actioning one or other of these the appointment will automatically be marked as confirmed

in our system.

e A client answers or calls the clinic back n response to our Apppointment Confirmation
process (see pg ... ). If this happens you will need to action the above steps to mark the
appointment as confirmed.




MARKING A CLIENT AS ARRIVED

It is important that we mark each client as arrived in the diary when they check into the
clinic. By doing this it helps both us and the therapist team keep track during busy times.

HOW TO MARK AN APPOINTMENT AS ARRIVED

1) Make the view of the diary 'Status Mode'

2) Click on the appointment you wish to mark as arrived. It could currently be displayed in
either a green (if it is unconfirmed) or light purple (confirmed) colour.

3) Tick the box next to 'Mark Arrived' and the colour of the appointment will change to a
light purple.
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After we check in a client and mark them as arrived on the diary, we will need to make an
announcement to the therapist. (see pg ...)




PROMO CODES

There are a number of different promo codes that we use for various reasons to apply a
discount to the cost of a treatment. We use codes so we can then track how successful or
commonly used a promo is. Below is the list of our standard promotions and their
associated codes and meanings. Throughout the year, NMK may run a one-off promotion
for an event and a unique code will be created and provided when that occurs.

CODE TO ENTER WHEN TO USE

This is a $20 promotion that

BIRTHDAY A :

BIRTHDAY20 automatically gets emailed out to

DISCOUNT clients. Client must be subscribed to our
marketing emails.
NMK TRIBE This is a.15% di.scognt on services that a
TRIBEI15 client will receive if they present one of
MEMBER our TRIBE tags at reception.

This is a $20 discount on 1hr services that

a client MAY receive if we run this
BOOST automation. Designed to help BOOST slow
MARKETING BOOST20 days. This may present itself in Mindbody

with the note IMPORTANT: This client
boked with Frederick offer $20 off

This is a $10 promotion that a client MAY
receive via email if they haven't returned
12 WK RETURN 100FF or engaged with the clinic in 12 weeks.
The client must be subscribed to our
marketing emails to recevie. This
campaign is set up in MINDBODY to try
and re-engage “LOST" clients.

Please remember that these discounts are created as special PROMOTIONS. They are not
vouchers, and therefore are not subject to the same terms and conditions as a GIFT VOUCHER
would be.

For any NMK promotion, we are allowed to set the terms and conditions around the eligibility
and expiry of said offer. While we may choose to make exceptions under particular
circumstances, clients are not entitled to received the benefits of the promotion after it's

expiry.




HOW TO EDIT/CREATE A
PROMOTION

CREATING A PROMO CODE
In MINDBODY got to SETTINGS --> PRICING --> PROMO CODES

e 3 a oo @ o -

g Settings Bk

Create and manage pricing options for your Sevices.
Cormmunications & Marketing

&

Sraff Owganize Pricing
View and manage ol pricing options for your Business.

A,
]

Clients
Manage Sales *
rg. Search transsctions by client nome, sale date, or sale 1D
i *
Bliu Crante, control gnd track promo codes for discounts.
Services
g Account Payments
Retail »
A Wiew and manage axisting and croate new Account Paymants.
oo
Mindizody Add-ons
i ) Gift Cords ,
Classic Setup Set up and sell gift cards onling or in person with customizable eptions.
ey Memberships

Manage contracts to sutomate recurring billing for clients.

To view the details of an active promo code, select the option from the drop down
list. To see any discontinued/expired promo codes, make sure you tick the button to
include those options before viewing the list. To make a new code, click +ADD NEW

Promo Codes 0
® Add New

Select a promo code: | Swect v Show Discontinued/Expired? [




Promo Codes O

Promotion Name:
Promotion Code:
Discount Type:
Discount Amount:

Discount Autopays:
Activation Date:

Expiration Date:

Fill in all the fields on the screen to
click ADD.

L Percent v

0.00

@ No () Yes
NANDZ025
16032025

Max Number of Uses:  Uniimited

©

Days after Close Date: | Uniimiied ~ |

L7
Allow for Online Sales: [ |

Valid Dayi(s):

Promotion Applies To:

Sun: Mon:

All Product & Services (Optional - Define

Promotional Items)

Define Promotional Items

Type:

Salect

ErER

FA Tue: [ Wed: [ Thu [ Frii [ Sat [

Type

REPORTING ON PROMOTIONS

when offering a discount in line with a special offer or event, it's a good idea to

customise the promotion. When you're done,

create a promotion rather than just manually discounting the services, as we can run
a report based on the promo code used and view how successful the offer has been.

To report on a particular promotion, Go to INSIGHTS --> REPORTS --> Find the report

PROMOTIONS

oo

0 Home
E Classes
Appointments

2. Checkin

£ Clients

q) Paint of Sale

Insights

Repaorts

Analytics 20 Mew

Analytics

Client Acquisition

Retention Marketing

Reports

Ee—

Powarful reports that help you make informed business improvements. Usa thesa reports to research salas
trends, track popular senices, identity big spenders, and much more,

Cre
Saved
Favorite Reports
Promaotions View Report
b
[— b Which chonts usod your prOmBEon coNES wWhin Muking & pErchass.
Sales

Payment Processing

®

Virtual Wallness

Mare ~




Fill in the details for the report:

e Date Range = the range of sales you want to look at
e Location = the sale location

e Select the specific promotion you want to report on
HIT GENERATE.

Reports » Promotions Add ts favorites
‘Sllrt date: 1012026 | 7] End date: 14022028 | [T Location:| Greensicpes V| | Birthday Promo ~ | | Summary ¥
€Y <Q <M <D | Y2 Qe sMueDe | £365 <90 <30 <7
Calendar Months. To-Date Rolling Averages

Tagged clients only (100352): [ | Generate Eﬂk; =

Promation CQuantity Discount Total
Birthday Promao 14 £216.48 %1,016.00
14 £216.48 %1,016.00

A summary view (above) will give you just the totals. A detailed view of the report
will also show the list of clients.




DISCOUNT GROUPS

There are a number of different discount groups set up in MINDBODY in order to allocate such
as the NMK TEAM, RED DOG, and AMBASSADOR groups. These groups have been allocated set
discounts for being part of a particular agreement with the clinic. and to ensure that they
receive their benefits every time, we have created a membership style product within the
system. Once a client has been allocated to the discount group it will automatically calculate
any discounts to service or products owed every time. We can also run reports by looking only
at members of each particular group.

CREATNG A NEW DISCOUNT GROUP (OR EDITING AN
OLD ONE)

Go to MINDBODY --> SETTINGS --> CLIENTS --> MEMBERSHIP SETTINGS

g5 Settings a

a Cemmunications & Marketing

o

v

Q

=
Pricing S

Eb Make bulk changes to multiple client accounts simultaneously.
General

UU'U . Locate Duplicate Clients
Services . . . .y

‘;] Find and merge duplicate client profiles to avoid isswes.
Retail

lﬁ: Merge Duplicate Clients

i Add-
indbody Add-ons Merge duplicate client accounts and consolidate information.

Classic Setup
@ Unmask Merged Cliants
Linmask merged clients to restore thair individual profiles.

Select the current discount group from the drop down list to view the details. If you
want to make any changes, do this here and then click SAVE down the bottom of
the screen.

Select ADD NEW to create new one. Complete the fields, and hit SAVE.




Membership Settings ©

General Setup & Options  Class and course Options  Appointment Options ~ Membership Settings  Words and Phrases

MEMBERSHIP INFORMETION

Membership Name: NME Ambassador Active: [ Pricing Options & Memberships ]

Sart Order / Prigrity:

1
S $3858:82838383

MEMBERS ONLY DISCOUNT

Members Discount for Rt 15 | %
Members Discount for Services 0 | %
Myothempy
Online Booking Restricled to Our "Romedial Massage
Members Only: I"__’ Pragnarcy hMatsage
Z RECEFTION Z
Aliow Early Access Booking: ([ [ Sehedule Windaw is currently st to Ralling
Allow Priority Waitlisting: () O

If you are creating a new discount group, we will now need to create a matching
pricing option in order to “sell” this product to clients.

Go to SERVICES & PRODUCTS --> PRICING --> and select ADD PRICING OPTION

O0F Home W

B Classes

Rt this page @ Add pricing option

Pricing

Listed below are the various ways that clients can pay for services at your business. Use this

Appointments list to view and manage all your pricing options from a single spat.
L5, Checkln
Edit selecied ~ m Crganize Search Filter by w
o
& Clients Pricing Option Mame: Seasions Service Type  Service Category  Price Soid Online Pramated O
> Point of Sale T GOwin Aemedisl Massage (ADV) 1 Apporfments ‘Aeomedial Mass...  § 19500
s Insights v O] S0rmin Aemedial Massags (FIMT) 1 Appoiiments ‘RemediaiMiss...  § 168.00
] Marketing v B0rmin Remedisl Massags (FMT) 1 Appoitments.  Dewnstairs Rsom  §  148.00
& Services & Products A 00min Ramadial Massags [SNA) 1 Appoiiments  Dowrsiairs Rsom  § 17800
Classes . . . >
B0min Remedisl Massage (SNR) 1 Appoirniments  “Ramadial Mass. § 17800
Appointment Types
§0min Subsecuent Myothenagy.., 1 Appoiriments  Mycihempy § 19500
Courses
Retoil Products [ S0min Subsequent Myothampy.., 1 Appowrimants  Myothempy $ 17800
Pricing A y ™
Admin 1 Appointmants 2 BREAK Z § 000
Arrivals
ALV Thr Late Cancedlation Fee 1 Apportments  FEES § 3200

Controcts




Complete all fields.

Name your new pricing option in line with the name of the discount group to avoid
confusion.

Make the price $0.00 and select Discount Groups as the Revenue Category

Make sure you select the matching discount group from the Membership list.

Pricing option name « | Brisbane Run Squad
Type of service
Appt Type
Price < % | 000
] Sell online
Tax G5T
Expires 365 Menths v | after| the sale date i
Mumber of sessions ® Single session

O Multiple sessions
) Unlimited sessions

Is this an introductory offer? (_i: Mo
{limit of 1 per client) "

ey clients only
Yes, for new ahg existing clients

Revenue category & + | Discount Groups

~ Additional options

Doos i begome a member when they purchase this pricing

Membership i
dpticn? If so, selects membership below.

Brisbane Run Squad w | (optional)

Only allow clients 1o purchass
this in @ membership or
packane?

® Ne

If your discount group is providing a discount on any services, you will need to go
through the service list and make sure to apply this discount group to each
individual service that applies.

GCo to SERVICES & PRODUCTS --> APPOINTMENT TYPES --> work your way through
the list with all services that apply. You will need go to the ADVANCED SETUP
Option for each one.
Where there is the list for ‘/APPLY MEMBER DISCOUNTS’, make sure your new
discount group has been selected.

Restrict to members only (leave blank forne ) [ Trace

rastrictions) NMEK Team

VIP 10
VIP S

Apply member discounis (leave blank for no &) Trade

discounts) MMEK Team
VIR 10
VIR S

*If you ever find yourself retailing a service for a client with a discount group and
find that the assumed discount is not automatically calculating at the checkout
screen, the issue is likely that this step has not been completed for that particular
service.
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ADDING A CLIENT TO A PARTICULAR DISCOUNT GROUP

To add a client to a discount group, you will need to “SELL” the product to them.

Go to the POINT OF SALE SCREEN --> Select your client --> Under SERVICES -->
Select DISCOUNT GROUP --> Select the discount group you want to add --> Add the
item to the cart --> use CREDIT JOURNAL as the payment method and SAVE
CHECKOUT.

Point of Sale Morw v

Add pew cllart | Walk-dn Sale

‘Opon Tickels | e e w Lookup
SLEEPING BEAUTY s cin Gars Curront Moo
=l A Assign
Saiset o suid vep v | | Greoralopes | [180am0es | £330 ijl Add ltem Pay for another client
Select Service | Dacount Groues v
et S i

Brisbane Run Squad
Brisbane Run Squad Ambassadors
HME Ambassador Group

HME Team

RDTT Ambassader Group

Red Dog

Trade

VIR 10

VIP 5 | WK Friends

VIPZE




REPORTING WITH DISCOUNT GROUPS

If you ever want to run a report ONLY looking for data with particular group
members, you simply need to create a TAG GROUP just for them.

Go to the CLIENT DIRECTORY

1.Clear any current data

2.0pen up the ‘ALL NON-MEMBERS & MEMBERS’ drop down list and select the
group you want to focus on.

3.Click the YELLOW TAG BUTTON

4. Now go to REPORTS --> run any report that you like, making sure to tick the
button for RUN TAG GROUP ONLY. This will ensure that you only see any data
from that report, relevant to the members of your tag group.

Client Directory Moro v
™ Saved
~ Filters
Reset Search
Client info: | A1 Retasonships | | Allocations | | Al cliants w| | Arry gender + Al pan-mermbers & mambers

AN nan-mambers
A members

HMEK Ambasaadar

[) Clients wf an alert [ Clients w/astaffalert [ | Suspended clients [ Clients w' e s without a referral [ | Tapged clients only (0 [0

m
Red Dog

Age: [ w|Tol- w

Sales Info: | Any contact log status | Profile creation date: ) To S § status w | (E) | A1 Prospect stages
Brisbane Run Squad
First contact date: EgTe =] Expected close date: " Actusl close date: (g To
VIR 10
Client Indexes: | Al Private Heah Fund w | | AN Main Rexson For Visit w | | AN VP 25 Cupping Consent w | | Al tra-Orad Congont

Liability Waiver: = Ary siatus

Search client by | Al fisids w My Location v | Search Add New Cllent @n




RECURRING BOOKING

Recurring bookings are an easy way to schedule multiple of the same appointment over a

long period of time. This processes is used when setting the breaks in a therapist's ongoing

schedule. It can also be used if a client wanted to schedule the same type of appointment
with the same therapist on a reoccurring basis.

HOW TO MAKE A RECURRING BOOKING

Book Appointment =
Client A Ak Mickay Mousa s
Phone o0
Email 11:00 AM . .
1) Go through the steps of booking the first
1t"‘“""_ appointment as normal. Instead of clicking
Rebook a Past Visit i '‘Book' to book a single appointment, click on
'Book a recurring appointment' just above it.
jTentatmeap STAFF ® zwmlmn.nmm
300 PM
Service ° 1hrRemediziMassage{Senicr X e

Notes

300472001 12:43:15 PM in Qusnsiand
Privgoy Poliny | Ty of Servics | ©2021 MINDBODT

2) You will then see your options to set the day, frequency, and date range of the appointment.

Once you select all of these you can see the total available that match your filters by clicking
'Check for Unavailable Dates'.

Appointment Details

Client Mickey Mouse
Therapist Adrianne (MYQ)
Location Mewmarket
Start time 12:00 pm

End time 1:00 pm

Service category
Appointment type

Notes
Select recurring options
Select days
Sun Mon
O (]

"Remedial Massage
1hrRemediallMassage(Senior RemedialMyo Therapist)

Tue Wed Thu Fri Sat

O (W O (]

Book this appointment every | 1 V”'.'.'eek!si v |

Start date 30/06/2021
End date | |

[

Status

Confsrmed?ﬁ Eri-.-ed?ﬂ

Check for Unavailable Dates




3) MB will show you if there are any dates within your selection that are not available. When you
are happy with your choice click '‘Book Recurring Appointment' to book all available options.

Appointment Details

Clent Mickey Mouse
Tharapist Adrianne (MYO)
Location Mewmarket

Start time 12:00 pm

End time 1:00 pm

Service category "Remedial Massage
Appointment type

1hrRemediallassage({Senior RemedialMyo Therapist)

Notes

Select recurring options

Select days

Zun Moo Tue Wed Thu Fri Sat Unavailable Dates

O 0 O ] a o a All dates available! |
Eook this appointment every | 1w || Weekis)

Start date 30/06/2021

End date [31112/72021 | (55} LT L ST
Status  Confirmed? | Arrived? )

Book Recurming Appolintmant

< Back

**please note: This is only a suitable option if the service type and time allocated for all
appointments will be the same**




CANCELLING A RECURRING
BOOKING

When we are looking to use this function we are generally considering changes to a
therapist's ongoing schedule.

CANCELLING A RECURRING BOOKINGS

1) Select '"Home' --> '"Manager Tools' --> 'Cancel Class & Appointment Reservations'

a @ 4 &

REPOATS | CLASSES | APPOINTMEMTS | CLENTS | RETAL

pashboard | Stafl | Senvices & Pricing  Prodicts

Manager Tools Settings

Additional taols that help you manage your business. You'll lioely use thase tocls on a semiregular basis

Communications and Marketing Coent

Hews & Events

Retention Marketing Settings

Appamntmeent Reminder

Waitlst Novhic atians.

MINDBODY Add-ons

Mindbody Partner Store

2) CAREFULLY select the date range, corresponding start and end times, and day that the
recurring appointment in question is scheduled. Make sure to then select 'Appointments' as the
'Type'. and the correct Therapist and Location that the appointment is scheduled for. Then hit
'Preview Cancellation'

Cancellation Options

Start date: |30/04/2021 G Start time: | All Times v:

End date: |20/02/2021 G End time: [ AllTimes ~|

Days: Sun: ("] Mon:[T] Tuwe:[] Wed:[] Thu:[) Fri:[] Sat:[]|(leave blank for all days)
Types: | Appointments v

Staff: All Therapists Location: | Any Location v

Client({s): @ All

) Selected:
Cancellation Method: @ Early Cancel (not charged) () Late Cancel (charged)

Reason for Cancellation:

Preview Cancellation

Execute Cancellation




3) You will then get to see the list of appointments that fall within the filters you have assigned.

For this example, | have choses to look at Jaime's 15min breaks scheduled at 12:15pm every
Friday at Newmarket from the 21st May to the end of June.

Cancellaon Options

Start date: |21/05/2021 Start time: - 1213pm v

| & 24U &

| ]

End date: :'30 062021 [ End time: T12:30 pm v

Days: Sunm: | Mon:[| Tue: | Wed: | Thu:[| Fri:[§ Sat:[_](leave blank for all days)

Types: Appointments v|
Staff: '_Js'.me-:s.\lR} ¥| Location: :Nex-amarket bl
Client(s): @ All

() Selected:

Cancellation Method: @ Early Cancel (not charged) () Late Cancel (charged)

Reason for Cancellation:

Preview Cancellation

Date Time Type Location Therapist Client

217052021 12:15 pm Z BREAK Z Newmarket Jaime (SNR) BREAK BREAK
28/05/2021 12:15 pm ZBREAK Z Newmarket Jaime (SNR) BREAK BREAK
4/06/2021 12:15 pm Z BREAK Z Newmarket Jaime (SNR) BREAK BREAK
111062021 1215pm  ZBREAKZ Newmarket Jaime (SNR) BREAK BREAK
18/062021 12:15 pm Z BREAK Z Newmarket Jaime (SNR) BREAK BREAK
25/06/2021 12:15 pm ZBREAK Z Newmarket Jaime (SNR) BREAK BREAK

Execute Cancellation

4) When you are positive that you wish to bulk cancel all the appointments that show within
the preview list, click 'Execute Cancellation'.




MERGING DUPLICATE PROFILES

No More Knots has an extremely large database of active clients. It is important we have all
the information relating to an individual client accessible through the one profile. This
includes visit history, purchase history, client medical information and treatment notes. We
need to be able to quickly review and access this information without switching through
multiple accounts.

HOW DUPLICATE PROFILES OCCUR

Duplicate profiles can occur in the system in a few aways:

= Reception creates a new one not realising their is an existing file in place. Maybe the
client had purchased a voucher or product from us before, but never had a treatment.

= A client books online for the first time. They may be an existing client, but the first
time they book through the website they will be directed to create a login. This log in
creates a brand new profile.

= A client forgets their password, so they create a new account. They may be
unsuccessful in their attempts to reset their password so instead they choose a new
login in. This new login will create a new profile.

WHAT TO DO IF DUPLICATE PROFILES ARE FOUND

When you notice more than 1 profile for the same client come up, we need to merge them! It is
very important that we do check and confirm that they actually are the same client (not just
clients with the same name) through all contact information. This would include, mobile
number, email, address, DOB.

In order to be able to merge client files, all files must be active.

I L =Y L ]
RECENTLY VIEWED RECENTLY VIEWED
| Mickey Mouse - - :

100057117 Today = Fri 30Ap 20328 Today | Fri 30 April
m: (07) 3891 6555

2032867 100067117

m: 00 m: (07) 3891 6555

(¥) Add new client 1AM (%) Add new client L
Advanced search B Advanced search Vi

ECIT appointment

e.g. Two active files. These can be merged e.g. One active file, and one deactivated

now. file. The deactivated file will need to be

reactivated in order to merge,
*Client files will automatically deactivate if
the client has not been to the clinic in 3
years.*




ACTIVATING A PROFILE

To activate a deactivated profile we need to go into the profile.

1) Click on the deactivated profile (greyed out one).
2) Go to 'Client Info' and click 'Activate'.

e Clientinfe Contactigs  Scheduls Vil

Client Infe 30
Mickey Mouse (Inactive) & &

1D 2032867

Mindbody account

o Mors Knots profile o v
Firstvistna | Lastvinit na | Deactvaned o £15300H 133127 P

= Colapts o1 (s Expand o8 7 Save view

MERGING PROFILES

1) Go to '"Home' --> '‘Manager Tools' --> 'Merge Duplicate Clients'

: EI E [E W v | (D Reception Repoiting v || SignOut
e i
il ] A L =)
Cashboard STt Senvices & Pricing  Prodcts -m

Manager Tools Setings ~

Addional oot hat help o0 manage your business. Tou'd Boely use thess ook on a semlreguar basks

o et Wity i

MNDBOOY Add-son

Miribeody Pariner Store

2) Search for profiles you wish to merge (Make sure to get the right ones! We can't unmerge
files).

Merge Duplicate Clients &
R A e
* O B Cied 1 00t A0 Cent T S el D Sowid 10 Ot 1

iy o g ISt

Sebect: @ Cllont 1 [KEEF)  Cllom 2 (REMOVE)

osn e e v e — T

lick on a Client to select
1 AICKEY FrER T '[lD []
2 Ll K 100057117 'W!BSI E555

Clignt 1 [KEEF)
- gt sasecied

Client 2 (REMOVE)
= Mak palpcted -

You can only merge two profiles at a time. The first one you click on will automatically fill the
side for 'Client 1' which is the keep side. The second file you click on will automatically fill the
side for 'Client 2' which is the remove side.

Which file you want where will entirely depend on the information associated with both.




Any writing that appears in red will be deleted from the REMOVE side. All black text, visit and
payment history, and documentation will be merged together.

If both profiles have online logins, then online 'Client 1' s will be kept.

If only 'Client 2' has a login, then it will be merged across.

The same rules for billing information apply.

Merge Duplicate Clients @
s

3 P i ngonn, Dot 18 i el bt
i g it Chant | i m0t. (Ziamt T il e B e
e

5 S Salect: @ Clant 1 (KEEP) () Clant 2 [REMOVE
Livehusp elit By | a0 fuids. - Sasrch

< SWitch Clhénl | with Chenl 3 >
Client 1 lI"-EEP;
0 3

Client 2 (REMOVE]
Y SI0;

Y HIL: T}
Facabook ID:
o:
First name:
Missta nama:
Losimame: oo
Adddross: T
Cityz
StaseiPFrowinee: | seect st pros -
Postal code:
Horme phone: !
Motids phons: - Mobills phess: 07 3851 6555
Wk phoe: 1 Wark phana:
Work Ext.: Work Ext.
Fax numbied: Fax numb:
Email: Ernail
Blintelay: Birthetay:
Login: | Legin:
Secrot Chos: Secret Chee:
Rubirral Types | Seloct reterrsl e - Redeeral Typs:  “RMK Signage
Cliant Notes:

Chient Motes:

e Blert:

Hrage
Alart;
Chient Vi Bamon For st ve Client U ante For Vint e
Indexes: Bevas saaw Furas  wn Indexss: Bevae deaw Fua
Biling lnformaticn Bliling Inlomation

Fitly Jorvwd — Mo By informason -

T Erpmba Crescent
Fermy Hills OLD 4055

Vs

3) When you are certain of your decision to merge the profiles as they are, scroll down to the
bottom of the page and click ‘Merge'.

T e e e ereeme e Rt
V2008 NMK Marbershi 1 per Month w! AMT
2012217 HMK Mambarship 1 pae Month w! AMT

Uploaded Docements Uploaded Docemants

- Ho Uploaded Docaments - - Mo Upioadied Documents




RAVING FAN EMAILS

The Raving Fan report is run every second Thursday on the pay week and reflects the business stats for each
therapist. We record the statistics for each individual therapist on the following areas:

RAVING FANS = Clients who rebooked in the last fortnight
RETENTION STATS = Increase in bookings from 6wks prior
APPOINTMENT METRICS = Shows which therapist is relaying on daily bookings and who is rebooking
consistent clients

The Raving Fan emails are sent to each therapist from reception which display their stats for their own record.
These stats are important in reflecting the therapists progress and client base and the practice managers
refer to them in their annual reviews.

For the emails, you will recieve an email template and two excel documents containing their stats. The process
of sending out the email simply includes copying the correct data for the therapist into the appropriate sections
of the email and sending it off!

EMAIL TEMPLATE

Hi There {THERAPIST NAME},

We hope you are having a great week. So, below are your personal business stats for the fortnight {DATE
RANGE}.

A very big thank you for everything you have done for our clients and for what you have brought to the clinic in
the past two weeks! Have a fab day!

RAVING FANS STATS

Dates: {DATE RANGE)
TOTAL EXISTING CLIENTS

& WELY RETENTION
| STATS

Dates: {6whk DATE RANGE}
TOTAL EXISTING CLIENTS

Tatal Clients: Total Clients:

Total Rebooked: Total Returned:

% BOOKING/APPT STATS %

TOTAL NEW CLIENTS
TOTAA FEW EUENTS Total Gold Star

Total Clients: Total Clients:

Total Rebooked: Requests Total Returned:

28 % of Total bookings *:

GRAND TOTAL CLIENTS GRAND TOTAL CLIENTS

Total Clients: Total Same DEY Total Clients:

Total Rebooked: Buukings Total Returned:

H: oz

YTD Avarage % of Total bookings YTD Average




FILLING OUT THE EMAIL

1) Copy and paste the template into a fresh email.

2) Change {THERAPIST NAME]} to be the first name of the therapist you are sending the email to.

3) Change the {DATE RANGE]} to the appropriate fortnight and 6 week rentention dates. This will likely
already be done for you but its good to at least double check!

4) Open up Excel document, 'RF FORTNIGHT DATA TABLE'. it will look like this:

=]

LI RE PRTIGHT DATA TARLE - Mcrisen st =

BER o | e et orimea Fewds G Reen Ve A
= R - Tat o W . - . ~ 1 = T B Sh T aseium - ?
Yl casn noN S = B S Genarst E & Homatz [ heemal Bad Good oeral Il iy T A
P g pomtpte B B E | 2 A [ W R et | § - % v (W | Consmenn woemt [Caliiiion Joeaca 2% [ingn i M O P | Sb ek
A .= & | acvolio Ramand
A ] [4 o L] r G H 1 J 3 o L a L3 5 T U L W X L T AR '}
;
; (o] e [ ] e [ =T R [ [ 5 || s L 0 T I e R e e I T
S
] 3 S 7] a WA i:un (L [T anars | anstw
3 (535 T3 15 [Amy i 000 Sa0EL EST T
i i & T iy e mEE ik T
; tr = o i, i T e
: St = P S S T
il SO0 LEE .Y B Dan Bamer [Z¥: [T 1 AR0T%
1] S0 A& 2 H 11y A0 A o A 5 S WO O 47 -] 213 [FILY
32 Dysan Smith Ll 1 ) T yian Smith 3 TIAT [T 3 [T e
23 Fions Murell [ 11 TI% -0 L1570 Ficna Mumeil F-] [CE5 3 13 BT T
- - = = T s T HET o
s - oy ; — - it s 1 irow oy
T : = : i ot ) o oo e
T : : i : = =R e : e 8 v T
i earen ,, ; 1 : e . o T o T
s ] ) T = T o 5 3 : 5 =
o . : T | 8 - — : — S
e i : ot S o i T =
CEES ,. P o T 7 . " : = =
33 Sam Dintman 15 3 3 o0 O &8 H Homs a5 EiE H L ) 45 i) i 53 Fil ™
M Toem Samon Fil 0 0Ccs 2 [] 41in a3 rE: i 50 3 » M El 3% 3 o
25 WEWMARKET
I hdrigard Bumar-blarce 43 21 BT Fl T 4 iE T4 &5 718 n TE 78 7 ¥ 4 B M & A4 880 44 E1]
1T Angess Lo % n ST 7 42 4! LT AT EE TR [] LT 4 M 17 £ TIML [T} »
28 Daaniny Feuresin 3 [ 3 = E £l X EEICY TEme ] ET=c E; i 7 [ 3 7
e i = T 3 =7 =1+ 1 i o i
e i S o S5 o —— i T
- : e o S 25 E 1 EEr—0
32 ea Bopd ) LT =3 = ) EEs (= T
B ke Goroen T BEET ST 19 B a ® 200
M Maricy Cepipr B Qoo R Ty e I u [13
M ¥ B ET T s B3 BT i 0o
TS 000 THET 1% I 3.1 1 [N []
[ 5 T (0 =3 o [ ) A5 3 [T i
TR 1 [] 1 THAE 13 AT 1 X Jese 2 nicnard 1 LT wryr X Y
73 1T ] ) 3 1 T | T T3 G CE S0 3 o
Ak E] [T [ [ b4 14 524 [Carcline Willingale 3 a2 4 (e ETE iy
A3 Fl [} £l =3 T e [Chifary Einari T e R 7
[] [ A 1 1 i » 3 i | saems [ [ [l 32 Joen saxter » Fl ] [] [] g [T} 3 SO | saame
X [Tl Fae [ z EREE; n 1 i | veaaw ar H (8 [ ET Sensor ) » o [] 1 T FT ah F | amaiw
m a2 YT F] a 1 i » u ines | ssamw 1 L 1 » 1 » Sk [] 3 e 3 13 BEn | seow
F) ] FoEi Fl a 1 K 1 & i | samew 2 & 5o 7 38 Jieiae wrty -l [] [ £l 2 bk 7 7] o T
e e e B e R A I i e S R R B R
5) Refer to the line of data relevant to the therapist and clinic you need. For example: Lets look at Alex @
Greenslopes :)
| L) B C [+] E F (<) H 1 ] K L M M o L
1
e EP % ne MR X Total Tatal X YIoAY sTAR « v OF % TOTAL
2 Aebooked Aebooked Clients | Aebooked BOOKING CLIENTS.
3 GREENSLOPES
4 Alex Le I 47 15 3.0% T 4 57.14% 2 20 3104% 29.75% x 53.70% 8 13.E1% 54

Q R S i U vV W X ¥ Z AR

Therapist EP i % NP o % ] Retained % YTD AV
/] I
p Rebooked Rebooked Clients

Alex Le 46 20 43.48% 7 3 42 BE% 53 23 43.40% 41.55%

The orange data in our excel spread sheet will go in the orange table of the email template. The purple data
in the purple table, and the green data in the green table.




ORANGE DATA - RAVING FANS

RAVING FANS STATS

Dates: {DATE RANGE}

EP = Exsisting patients

EP Rebooked = Existing patients that have

booked a follow up appointment —_—

% = Percentage of patients rebooked of the

total seen.

Total clients = Total clients see

Total Rebooked = Total clients that have

booked a follow up appointment _—

. —
% = Percentage of total clients rebooked

of the total seen

PURPLE DATA - APPOINTMENT METRICS

Total Gold star requests = total
appointments with a gold star assigned. This
means the client has requested that ———

TOTAL EXISTING CLIENTS
Total Clients:

Total Rebooked:
%:

TOTAL NEW CLIENTS NP = New/Initial patients
Total Cliants: “T NP Rebooked = New/Initial patients that have
Total Rebooked: — booked a follow up appointment
- H —

GRAMND TOTAL CLIENTS % = Percentage of new clients rebooked of
Total Clients: e ezl seEmn.
Total Rebooked:

%: YTD Average = Average percentage of
YTD Average «—J1 = their total rebooked stats for the year
to date.
BOOKING/APPT STATS
Total Gold Star
Requests
% ofTotaEbookings Total Same day bookings = total

% of Total bookings = Percentage of g
star patients of the total seen.

therapist.

Total Same Day

Bookings

appointments booked on the same day

% of Total bookings

— of treatment. This number helps us
reflect how often the therapist is
booked out in advance.

~

GREEN DATA - RETENTION STATS

% of Total bookings = Percentage of
same day bookings of the total seen.

STATS

Dates: {éwk DATE

RANGE}

EP = Exsisting patients seen in the fortnight

TOTAL EXISTING CLIENTS

Total Clients:

EP Rebooked = Existing patients that

returned within 42 days of their treatment =

Total Returned:

gz

NP = New/Initial patients seen in the

% = Percentage of patients returned of the
original seen

/ fortnight
NP Rebooked = New/Initial patients that

returned within 42 days of their treatment

| % = Percentage of new clients returned of

Total clients = Total clients seen

\

the original seen

Total Rebooked = Total clients that

YTD Average = Average percentage of

their total 6wk returned stats for the

returned within 42 days of their —_—
treatment

—_—
% = Percentage of total clients returned

of the original seen

TOTAL NEW CLIENTS
Total Clients: “]
Total Returned: —
% —

GRAND TOTAL CLIENTS
Total Clients:
Total Returned:
Po:
—

YTD Average

year to date.




6) Make sure you address the email to the correct therapist's email address and make the email subject
'RAVING FAN EMAILS | {DATE} TO {DATE}'. Your email should look something like this:

Subject | Rawing Fan Email | 25.93.21 1o 07.04.21

Hi There ALEX,
W hiope You are Faving & ErEat week 50, below ane your Personal business 38Ts for the fonmight 25™ haech to the 7 April.
A very big thank you for everything you have done fior our clients bad for what you hae rought 1o the Clinic in the past two weeks! Mave s fab day!

Traniz,
,_

RAVING FANS STATS

aves: 1071 -
Distes: _'B_Mﬂ —ﬂi’!u!l L
TOTAL EXSTING CUENTS TOTAL EXRTRNG CUENTS
Total flients; | 47 Total Qients: | 46
Tossl Rebooked: 16 Total Recurned: 20
p. folal N 4348
TOTAL MEW CLENTS TOTAL NEW ELIENTS.

Total Clients: ¥ Total Clienti- ¥

Totsl Rebockest | 4 Total Betumed: | 1
™ 57.14 w [Fr

GRAND TOTAL CLIENTS. GRAND TOTAL CLIENTS
Total ti: (] Total Chentiz__ | 53
Total Rebocked: | 30 Total Retuned: | 14
% [ % 4340
D Average 175 YID Average | aLss

Torsd Gosa Saae | o,
Fequesty =
ool Tate Y
A

Temst Same Day | o
Bokingt
WelTate
oo | 1481

YOUR RAVING FANS % CLIENT BREAKDOWN FOR THIS PAST FORTNIGHT:
GNME
i St “
i hotwia »
e —— sroa




GIFT VOUGHERS

There are 2 ways a client can purchase a gift voucher; online or in person at any of our clinics. It is important to

make sure that if reception is responsible for actioning the sale of a gift voucher that we accurately record the

details of the sale in our registery and make sure that it is assigned to the relevant clients account. This way;, if
a gift voucher is ever lost, we are able to track it.

PURCHASING A GIFT VOUCHER ONLINE

This is the easiest version for a client to purchase a gift voucher. The client need only got to our website, select
the option to purchase a gift voucher, and will be prompted through all the steps to log in, assign who it is for,
customise the view of the voucher and amount, and process payment. The Voucher ID will be autogenerated by
the system, and because of the process, there should be now way for the process to go wrong or the voucher go
missing. Reception does not need to do anything in this process; however, the below steps will guide you
through what they client should see if you ever need to provide any assistance.

1. On our home page there is a '‘Buy a Gift Card' button. Click on this, and you will be taken to our Online Store.

@ mMoﬁlﬁlsz !lllllll:

THEHOME OF REMEDIAL MASSAGE &
MYOTHERAPY

Maximise your potential & decrease your pain and tightness through
remedial massage and myotharapy.

BA0E AN AFPRINTHENT —+ BET A IFT CARD —+

LEARN WORE —

2. The only items available in our Online Store are gift vouchers. There is a drop-down list where the type of
voucher can be selected. We provide options for set Thr treatments, or a custom amount.

y 1 1 Sign In
o bt ot

Gift Cards

A




3. Once the type of voucher has been selected, the client will need to enter the following information in. They
will be unable to progree to the next screen until they do so.

s To

= From

= Send recipient the gift card via email *OPTIONAL*

= Title

= Personal Message

= Recipients full name

= Design of the voucher

Gift Cards

Solord 3 ol
EPRCLE (e GAL 1hr Remedial Level Massage Gift Vouch w

Firom
| Send recipisnl he Gift card via emad
Title

Fersonal message

Recipient’s full name

Wou will be abie to print this gift card once your transaction is complete. You will 350 recéive an &mail copy of the
Qift card 5o it can be printed al 3 later time

*Required Said

Select an image below

N

W
-

No Mote Krots

— W'l sraghlen things ot —

h,
3

Preview Gift Card

4. After this has all been assigned, they can move on to make the purchase.




5. At checkout, the client will then be prompted to login to their account, or create one if they are not already
an existing client. They can choose to login as a guest and the purchase will be assigned to 'Online Guest'. It is
still trackable under this account, though it is preferable that the voucher is assigned to an active client.

= Shopping Cart
ttem Price Quantity Total
e Remadial Lavel Massage Gift Vouches 597.00 ] 700 Q)
For Emma e

Order Total $97.00

Confinue Shoooina HECK 0Ll

Create a login to check out.

Sign In Create an Account

Wieicome back LUse your email and password ba IHew hers? Let's gei staried with your emai
tog in.

Hieed new
passwond?

6. Next, the client will be asked for payment details and an email for where to send the voucher to. They will
also have an option to print a copy of the voucher straight away.




PURCHASING A GIFT VOUCHER IN-STORE

Buy purchasing a voucher directly instore, clients will receive one of our little plastic gift cards which each have
their own unique code on the back.

When a client purchases a voucher in store we will need to:

1) assign the purchase to a profile in mind body - this may involve create a new client profile.

2) take payment for the gift voucher

3) record the sale and gift card details in our 'Gift Voucher Register'

By completing the above steps we aim to ensure that we can always trace the purchase of a voucher if need be,
even if a client looses the voucher ID,

When a client is purchasing a gift voucher, the easiest point to start is to determine if the purchaser and the
receiver have been to the clinic before. If they have it will save us the step of creating a profile as we will be able
to find a pre-existing one in the system. Then determine how much they would like to spend on the voucher. If
they are new to our clinic you may need to talk them through our prices, and recommendations for length of
treatment.

It is preferable that the voucher be under the account of the purchaser as this makes more sense from a
record/receipt point of view; however, if the purchaser does not wish this to be the case then it can go under the
receipient's profile.

1) Collect the full name of both the purchaser and receipient. If a new profile needs to be created we will
need to collect an appropriate mobile number as well. If their is a pre-existing client file in the system we can
use this number to look up the file we want. Then jump into the retail screen.

2) Select a gift voucher from the reception draw. Using the 'Lookup' tool enter the code on the back of the
card to confirm that the voucher is empty (this should always be the case but it's always good to double
check!)

Once you have confirmed the gift card you are going to use we can move on to processing it.

Under the Payments/Gift Cards section, select the appropriate voucher type from the drop down list.

0 oo [he- [ v | [ Signt
o b G
B L]
o ] -

1 1

LOOKUP' Tool e
Retail Point of Sale

"Which cBent is making 8 purchasa?
RS i CREL | W Sak

Oty TheAIS | e ket v MICKEY HAS A SAVED TICKET! Lokiipy
MICKEY MOUSE GG o ced [ —p————
Ly frnign
[T Rewards: $5.00

TICHET Serta sabet e v || Greeraiopes ¥ e | = & Addd em ' ;
k Payrme i ilt Cardy




3) Enter the gift card ID from the back of the card. You will need to do this twice.
If a pre-set type of voucher is selected then the price and value will be automatically generated. If a custom
voucher is selected, then you will need to enter this information in manually.

In the notes section, make sure to leave a note of the relevent purchase details.

Add Item Pay for another client
Payments/Gift Cards

ltem Name | 1hr Remedial Level Massage Gifl Voucher af 597.00 v|

Gift Card ID [TEST |[TESTH |Current Balance: 50.00

Price & 97.00
Value g7.00

Discount $0.00 [o.00 | | Amount v |

i] | Purchased for Minnie Mouse - EM |
Total $97.00 | Add item

4) Add the item to the cart and select the appropriate payment option and save!

Once this process is complete the gift card is active and should have the relevant amount on it. Print off the
receipt for the client if they wish and give them the card. The rest of the steps do not need to be actioned with
the client present.

5) Open Fileplan, and search for the 'Gift Voucher Registry'. There is one for each clinic location and you will
need to use the one that matches the location the voucher was sold at. Select the document and use 'Check
out and Open'.

@ |fileplan & woe B e elp * | Emman v | @

Q e 7 S April 2021, 5:24 prr o CEDEEDD
. a

Y um.. T umDescrgsen Y| Foier T Creanecgy

Voucher Register .. | Greensiopes L il

FEEFPFPEERERPEERR B

=




3) In the gift card register you will need to record the following information: You can view the current
example in the image below (highlighted in yellow).

- Date (meaning date sold)

- Full name of purchaser

- Full name of receipient

- Gift card value

- Voucher ID:

- Your initials (that way we can trace who made the sale)

- Comments of the sale (this is where we include a note of which account it was processed under but

could also include any other relevant information.

- Gt Veuheer Register Greenslopes (nmik-00026855) - Microsah Excel
“ Mame feplan Ingent Page Layout Formulas Data Revrw View
= -
e Caitet Jiu cla N - - | . | 7 |
2 i - ¥ = Generai Normal Bad Good Neutral
P b A ) a -t cc-\ﬁfﬂl Format — link Tir
" Frommpantey B L U B S A EER R HEHMegetilenter- $ - % 0 W2 il Bl Chiack Call Hyparlink Input
Chgbosdd o Fainit . Al g enl Humb ¢ O Stybes
D35 > =
A ] C D E F (] H I
.. NMKGFTVOUCHERREGSTER-Greemsopes |
2 2021
DATE PURCHASER RECIMENT WALLIE WOUCHER 8 AUTHORISED &Y COMMENTS
4
5 9/01/2021 Gian Capati Ash 0.001383 KT Custom Amount: $100 (purchased on Glans accaunt kt)
(] 21/01/2021 Michael Barry Magan Barmy 597 0.00088 KT 15 1hr RMT Massage | pruchased on Magans account
7 25/01/2021 barbara Samway lanet | Daughter) 5115 0.001236 KT 1x 1HR AVD Massage [purhcased on Barbaras acount]
B 31/01/2021 Anastasia Morton Dad 570 0.001333 AC Custom Amouni: 570 [purchased on Anastasia’s account)
3
i FEBRUARY
11 10.2.21 Matt Parry Annette Curry 5115 GC10051 BL 1x 1hr ADV Massage (prchased on Annaette's account)
12 13/02/2021 Damian Carter Andrea Carter 5115 GCL0052 KM 1 x 1hr ADV Massage (purchased on Andrea's account)
13 25/02/2021 Amy Kemp Felicity Ouk 5105 0.001237 KT 1x 1hr SMR Massage | purhcased on Amys Account]
14 27/02/2021 Frances Duff Kelly Page 5100 0.000156 KT Custom Amount: 5100 [puschased on Frances Account]
1
16 4/03/2021 Michalle Buchta Andrea Cave 5105 0.000835 NL 1 x 1hr Snr Massage (purchased on Andrea's account)
17 5/04/2021 Hayley Siman Lauren Tellez / White 5175 GC10178 T 1 x50min ADV Massage (purchased on Laurens account)
18 1040342021 Walk:in {mather) Michelle Skahan 5100 8001223 AM Custom amount: $100 (purchased on Michelle's account)
13 10/03/2021 Walk:in {mather) Rebacca Skehan S100 8000313 AM Custom amount: 5100 (purchased on Rebecca's account)
0 1140372021 Walk-in {Amanda Hoyland) Matt Carson $70 BOODESI AC Custom amount: $70 (purchased through walk in as purcahser was not a dlient of ours)
n 18/03/2021 (phone call) Colleen Gamgee  Jane Gamgee $210 £000301 KT Custom amount: $210 (purchased threugh Jane Gamgee account)
] 29/03/2021 Darryl Ranglah Mot advised 397 GCL0341 BL 1 x RMT massage [purchased on Darryl Rangiah atcount]
3 23/03/2021 Darryl Ranglah Mot advised 597 0.000001 BL 1 x RMT massage {purchased on Darryl Rangiah account

5/04/2021 Darryl Rangiah didn't get soery recp really 457 8001231 Kt 1 x RMT massage {purchased on Darryl Rangiah account]

4
3
%
7 120472031 Mickey Mouse Minnie Mouse 857 TESTL EM 1 x RMT massage [purchased on Mickey Mouse's account)
%
9
30
3

nser




HICAPS & HEALTHFUNDS
WHAT IS HICAPS? @_r_l_l_eA—P_S—c

Formed in 1998, HICAPS is Australia's leading ancillary health claims Fast claims... on the spot

billing solution for healthcare professionals. HICAPS provides an
efficient and easy payment procession solution for health fund
payment across Australia.

HICAPS can save time and money for healthcare providers and
patients alike as claims are able to be made on the spot.

WHAT IS A HEALTH FUND?

There are two types of private health insurance - hospital policies
cover you when you go to hospital, while general treatment policies
cover you for ancillary treatment (e.g. dental, physiotherapy &
remedial massage). This is often referred to as EXTRA's coverage.

If a client has purchased health insurance for the first time or is upgrading their plan, they need to serve
a waiting period before they can claim benefits. During the waiting period, they won't receive any
benefits for certain treatments or they can receive lower benefits for a period of time.

Generally the health fund will provide a rebate of either a fixed amount or a percentage of the treatment
cost. The rebate will depend on the health fund a client is with, as well as the level of cover they have
within the fund.

Remedial Massage Therapists are issued individual provider numbers for each health fund. This provider
number ensures that claims may be processed manually with the health fund, and we record these for
all of our therapists in a spreadsheet saved on Fileplan. You will need to refer to this regularly when
retailing client payments.

WHAT IS A MASSAGE ASSOCIATION?

A Massage Association is a community of Therapists, and as part of an association, therapists gain the
protection of a respected and recognised voice for the industry. Associations are designed to help
regulate the industry and keep professionals to a high industry standard.

To be eligible for provider numbers for the various health funds therapists must be a member of an
association. They must also have Professional Indemnity Insurance, First Aid Certificate and keep
Continuing Professional Education (CPE) points up to date. The associations keep track of all this
information and notify the health funds if a therapist does not meet the criteria at any time.




In order to process a rebate for a client on their remedial or myotherapy service, the provider (the
therapist) needs to have an active provider number for the address the service was at.
The process looks something like this:

The therapist registers the clinic address they are working at
with their association. The association approves the new
clinic address and sends off this information as part of their
monthly updated to the health funds.

When and how often an association will process this
paperwork is dependent on the individual association.

The health funds will process the paper work received by
the association each month. Once processed, the provider
will have an active registration status with the fund, and
will receive a health fund specific provider number.

When and how often a health fund will process this
paperwork is dependent on the individual fund.

In order to get set up on the HICAPS terminal, we need to
fill out an application through HICAPS online. You wiill
need to wait until we receive a copy of the therapist’s
MEDIBANK PROVIDER LETTER in order to do this. Once
you have completed the online form, it will typically take
48 - 72hrs for the funds to update and link to the HICAPS
account.

The process of getting a therapist registered with all
health funds and onto our HICAPS terminal can
take anywhere from 4 - 6 weeks!




COLLECTING PROVIDER NUMBERS

When a new therapist starts we should already have a copy of the following documents:
e Their qualification
¢ Their Association Membership Letter
e Their PIl Insurance
e Their FIRST AID & CPR

A new therapist should/and will often register the clinic address with their association around the time of
their initial position offer with the Manager. Our team will encourage new therapists to do this ASAP as
the entire health fund registration process can take a couple weeks.

If a therapist does this but does not officially begin treating for a while, then it is possible to complete the
administrative process of collecting their health fund numbers and confirming registration all before
they start. This would have minimal client impact.

It is likely though, that most new therapists will start before we have all their numbers confirmed. You
will need to ensure that clients who book with this therapist are made aware that we don't currently
have an active provider number for them yet, so they will be unable to claim.

NEVER PROMISE A CLIENT A BACKDATED CLAIM UNDER ANY CIRCUMSTANCES. -> A client’s ability to
receive a rebate is down to the provider information + client’s plan + the individual fund'’s terms and
policies. We do not have influence over these factors and so should never make an assumption.

In the case of a new provider a fund will NEVER backdate a claim as this provider has not existed with
them at this address before.

WAIT MIN. 2 WEEKS BEFORE YOU START TO CALL FUNDS.

If a therapist has been offered a contract with us on Monday, and starts work that week, their paperwork
as likely not been processed even at the first level yet (i.e ASSOCIATION TO HEALTH FUNDS) and so
calling will likely result in the funds stating that the provider doesn't exist, or have record at the address.

It is important to know that some associations are able to provide their members with details on what
their provider number with a particular health fund will be in advance of them actually being registered
with that fund. This is largely due to the fact that for some health funds, the provider number is related to
the providers association member number. This means, that just because a therapist may be able to tell
you what their provider number is, doesn’'t mean that they are actively registered with that fund.

Unless the documentation received is an approved letter confirming registration with the health fund, do
not assume that it is the correct or active number. In the interest of the business and our clients, please
always call the health funds directly to confirm.




CALLING HEALTH FUNDS

In the interest of avoiding confusion when dealing with Health Funds, there is certain language and
scripting that is useful to know:

PROVIDER: The practitioner / therapist

ASSOCIATION NUMBER: This is the therapists member number with their association . It is usually a
combination of letters (for the association) and then a 4-5 digit number

PROVIDER NUMBER: This typically refers to the number linked to that fund. This number is the
information that is required on a client’s receipt, along with the therapist’s name and other service
details, in order to put through a claim manually with their fund.

ITEM NO. : This is the code that references the specific service modality (for example, remedial massage)
when putting through a claim.

ADDRESS: This will be the service or clinic address. A provider must be registered for health fund status
at each individual address that they work at. A therapist who is only registered at Newmarket will not
have active provider numbers to provide a claimable service at Greenslopes. Therapists can work at as
many locations as they like, but only three will be accepted for Health Fund status.

Scripting Suggestion:
“Hi, my name is_. and i’'m calling on behalf of No More Knots. We are a remedial massage clinic in
Brisbane, and | would like to check on the registration status of one of our providers. They started with
us a couple weeks ago. Could you have a look at this for me?”

You should be ready to provide any of the following information:
¢ Full name of the therapist
e Clinic Address
e Association Number
¢ Medibank Number (some funds can use this to identify a provider)

If you are asked at this stage for a PROVIDER NUMBER, say:
“They are new to our clinic so | am not sure of their <NAME OF HEALTH FUND> specific provider
number. This is something | would like to confirm with you if we can. | can provide you any other
information.”
*If you have used something along the lines of the initial intro script above, they are unlikely to
ask you this*

If they find the provider in their system, they will be able to confirm the therapist has an active
registration with the fund for that address. This means clients can claim a rebate on their treatment.
(MANUALLY ONLY UNTIL THE THERAPIST IS ACTUALLY SET UP ON THE HICAPS MACHINE)

If they cannot find the provider in the system, don’t panic! It just means the fund has not updated their
system with the latest information from the associations. Simply acknowledge this and aim to call back
in another couple of days.

147




HICAPS ONLINE

If you need to make any adjustments to the terminals, you will need to go HICAPS.COM.AU

e -
+ HlCAPS * Apply Now  Products s Support s | Fnrm‘;}. Partmers ~w  Mews s Proctitioners s
p

Enjoy 12 Months Free
HICAPS Terminal Rental*

i2 months FREE terminal rental® to new HICAPS
custemers when they settle funds into a
HAR Business Tramsaction Account.

Learn Mors:

GO TO FORMS (Along the top navigation) - and then select the ADD NEW PROVIDER OPTION.

Complete the required form as prompted. The most common ones you will use will be ADD A NEW PROVIDER and
DELETE A PROVIDER.

+ HICAPS +

' Welcome .

Here you'll find everything you need in order to make changes to your existing
' HICAPS facility.

rdments Terrninals Features
+ Add provider = Additional terminal + Add AMEX/ICE
« Delete provider = Change of business location
+ Change provider name
+ HICAPS Aggounts Onling
+ Change of bank details = Deinstall terminal
+ Change of business name - Debete mutti-merchant

« Change contact details

Given names
Surname

Mobile 4w |

At any stage in the process you can call the HICAPS help line and they can guide you through it.

To complete any form you will require some or all of the following information. Check in with a manager for help if you
are unsure:

e Contact information for the form request

o Details on the provider

¢ Details on the terminal & merchant ID’s

o Details on the registered business

« You may also require copies of certificates and provider letters from the therapist you are adding.




WHAT HAPPENS WHEN A THERAPIST FALLS OFF THE
HEALTH FUND LIST?

When a therapist “falls off” the health fund list, it means that they are considered de-active with the
health fund and rebate claims cannot be processed. For a therapist that is actively treating with us, this
usually happens because they have not met the requirements of their association. Each individual
association has their own requirements for their members but the main causes for this usually are
because the therapist:

* Has not paid their membership premium

* Has not supplied record of current Pl Insurance

e Has not supplied record of the CPE requirement

« Has not supplied record of current FIRST AID / CPR Certification

When a therapist does not fulfil their membership requirements they are not included on the monthly
paper work that the association sends to the funds. If the funds do not see the provider on the active list,

they will de-activate the provider.

WE TYPICALLY BECOME AWARE OF THIS BECAUSE AN OTS CLAIM GETS REJECTED WITH AN
ERROR CODE ALONG THE LINES OF “PROVIDER NOT RECOGNISED"” OR “PROVIDER NOT VALID”

IF THIS ERROR OCCURS..Do not assume our provider is at fault until we know for certain.

You should take payment in full for the treatment.

“Our terminal is rejecting the OTS claim with our provider. We aren’t aware of any issues at the current
time. We will need to take payment in full from you today and provide receipts for you to attempt a
manual claim.”

Although not common, it is possible for the HICAPS system to experience errors where it is unable to
connect and recognise the HICAPS provider number of our therapist. This will result in the same errors as
HICAPS is unable to recognise that there is an active provider. You will not be able to confirm whether
this is an issue until you call HICAPS or the HEALTH FUND directly for them to investigate on their system.

Always assure the client that you will follow up with things on our end to investigate any issues. If they
have any problems submitting their manual claim they should also be encouraged to let us know as
soon as possible.




STEPS TO FOLLOW:

1.Error occurs on terminal [PROVIDER NOT RECOGNISED] --> Organise with the client to make
payment in full for the treatment and issue them with receipts to make a manual claim. Assure them
that you will investigate things on our end to check their is no issue with the provider and you will be
in contact with them again when you know more.

2.Call HICAPS --> Often when calling a HEALTH FUND about an issue with digital claiming, their first
response will be to ask if you have called HICAPS. In case it is a HICAPS system issue too, it is best to
start here. If they confirm that it is a system issue on their end you do not need to proceed with the
next steps and can go directly back to the client and confirm that they should have no issue
processing a manual claim.

3.Call the HEALTH FUND --> If HICAPS is unclear or suggests it is a specific health fund / provider issue,
call the HEALTH FUND directly. If they confirm that it is a system issue on their end you do not need
to proceed with the next steps and can go directly back to the client and confirm that they should
have no issue processing a manual claim. If they confirm that the provider is no longer active because
they didn’'t meet certain requirements than you will need to continue with the following steps.

4.Advise the manager of the issue --> If one health fund has dropped it is only a matter of time
before the provider looses their status with all funds. The only reason that they might be active with
one while others are not comes down to when the fund updates their systems with the paperwork it
receives from the association each month. Just like how the funds are registered in a staggered order,
they will drop off in a staggered order. We will not know when this occurs so it is just best to assume
that they are know not active with any fund.

5.Advise the therapist of the issue ASAP --> They will need to get in contact with their association to
discus and rectify their registration issue ASAP.

6.Contact the client --> Discuss the appropriate course of action first with a manager, but we will then
need to contact the initial client back to advise them that it was an issue with the provider and they
will be unable to make a claim. Be prepared to discuss some form of compensation.

7.Make clear notes on the diary & running email --> ensure the team is prepared as we are going to
have to manage their diary for the next couple of weeks.

If a provider has lost their registration status with their health funds, we will need to diligently manage
their diary to ensure that all clients booked in are made aware that they cannot claim. This process may
involve:

e removal from online bookings

e notes on the diary & running email

» text notifications to their clients
Some clients have plans with their health funds that cover a significant portion of their treatment so you
should be prepared for clients to want to reschedule/cancel if they are aware they cannot claim.

You are welcome to provide manual receipts for claiming if the client would like to try receive a rebate
directly but you must be clear that we are not guaranteeing that it will go through and the client must
be prepared to cover the full cost of the treatment regardless.

If a therapist is able to correct the issue with their association quickly, it is possible for some funds to
accept backdated claims under these circumstances HOWEVER we do not have control over this so it
should not be assumed.




RETAIL PRODUCTS

We keep track of all our inventory of all retail products within MINDBODY. You will need to
make sure that you manage our products correctly within the system to ensure that we can
then track sales correctly too.

CREATING A NEW PRODUCT

Introducing a new retail product? We will need to add it to the system. This also goes for items that

may only be purchased by team members & staff that we would like to keep track of on their client
profile, such as a Team Shirt.

GO TO MINDBODY --> SERVICES & PRODUCTS --> RETAIL PRODUCTS --> ADD NEW PRODUCT

88 ome 5
B ciasses

5] Appoinsmants

Retail products »

Search for a product to view/edit
=
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COMPLETE EACH OF THE FOLLOWING SECTIONS: BASIC INFORMATION, INVENTORY,
MEMBERSHIP SETTINGS & DISCOUNTS.

Add a New Product

» Basic Information

> Sell Online

» Color & Size

> Membership Settings & Discounts

» Additional Information

Cance m Save & Add Next




BASIC INFORMATION
PRODUCT NAME: Name the Product. This is the item name that it will be listed under.
PRODUCT PRICE: Total retail cost of the product to purchase. Make sure GST is ticked (if

applicable).

WHOLESALE COST: Cost of the item for the business to purchase. When we purchase the item in
bulk (such as, trigger balls & pocket physios) try to work out the cost of the item individually.
SOLD AT LOCATIONS: You can adjust this to singular locations if it is unique to a specific clinic.
CATEGORY: Select an appropriate category from the list of drop down options for the product to
fall under. If there is not a suitable option you can leave it unassigned and a new category can be
created later.

Add a New Product

~ Basic Information

= Product name

= Product price $ | 000
G5ST
Tax Anabysis
Whalesale cost O $ 000
Bargode 0
Sold at locations All locations v
Category Mot assignad il

+ Add a subcategory

INVENTORY

NUMBER IN STOCK: Enter in how much stock we have available of each item on hand at the
clinic. If you are creating the item before we have ordered any, just leave this as zero for now.
PRODUCT PRICE: Select the supplier/company that we purchased the product through from the
list of drop down options. If there is not a suitable option you can leave it unassigned and a new
supplier can be created later.

~ Inventory
MNumber instock € Greenslopes o
Taringa o
Mewmarket o
Barcode label text O Line 1: Product Name Edit
Line 2: Color/Size Edit

Manufacturer |D

Supplier ¢ Select supplier i




MEMBERSHIP SETTINGS

You have the option to restrict purchases to certain memberships. Any item that is restricted to
a particular membership will mean that the item will not display within the retail screen options
unless the client is a member of the restricted group. This is typically not necessary; however, it may
be suitable in the creation of Team Only products such as uniform items like the Team Shirt.

MEMBER DISCOUNTS APPLY: Some memberships have an agreed product discount as well as a
service discount (such as NMK Ambassador, and NMK Team). Unless the item is a restricted item
which we have decided does not allow for any discounts to apply, select YES, and just tick ALL
MEMBERSHIPS from the drop down list. You do not need to worry about individually selecting
each group as only the memberships that have a product discount built into their settings will
generate a discount at the retail screen.

~ Membership Settings & Discounts

Restrict who can purchase ‘es, restrict purchases to certain memberships
this product? ® No

Do any member discounts Yes, certain members receive a discount

apply to this product? @ No

DISCONTINUING A PRODUCT

Finally sold out of a product we no longer want to stock? Discontinue it from our product list! This
will remove it from our active search and search options in the retail screen.

GO TO MINDBODY --> SERVICES & PRODUCTS --> RETAIL PRODUCTS --> find the product you
are after
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When you are ready to discontinue an item, simply select the tick box on the appropriate line on
‘DISCONTINUED’ column. Hit SAVE down the bottom. The item will be archived.

You can also use this screen to easily make adjustments to the following items without going into
the individual settings for each product:

RETAIL PRICE: Purchase price

ONLINE PRICE *Not Currently Applicable*: If we sold items online, what would it cost the
customer to purchase? You might make this more than the standard retail cost to take into
account labour for packing, and shipping fees.

OUR COST: Wholesale cost

SHIPPING WEIGHT: *Not Currently Applicable*:

SELECT FOR IF A PRODUCT IS AVAILABLE ONLINE OR NOT *Not Currently Applicable*: Make
sure this is NOT ticked.

CREATE A NEW SUPPLIER

changing supplier or introducing a new one? Create the option to assign to each product

GO TO MINDBODY --> SERVICES & PRODUCTS --> RETAIL PRODUCTS --> MORE -->
SUPPLIERS

Retdiil products .

Soarch for a preduct to view/edit
idvaront Sewan B

Bhow | AN suppliers v| | AN Categansarmubestegeries ~ | | Active pmducts onh v Flesven  S.ocatagones

" & . P ——— - 13 iyt Procuct Fevenue Gasegores
5 quich-cah prosusts Croaied t PO ony?
izkalh iarnad pRosusT
onily?
Search by | A1 feich | Broup by | Broduct Mame v Besrem

Choose the option to ADD NEW if you need to create a new one.

You can also select our current options from the drop down list and make any edits. There is also
an option to archive suppliers no longer in use by de-selecting the ACTIVE button.




CREATE A NEW REVENUE CATEGORY

New item not fitting in to any of our current revenue categories? Create the option to assign to
each product.

GO TO MINDBODY --> SERVICES & PRODUCTS --> RETAIL PRODUCTS --> MORE --> PRODUCT
REVENUE CATEGORIES

Retail products » P
Product Sizes

Product Colors

Soarch for & product o view/sdit Pa:-m.
Prowii ok |

Flevenus Categones

Show | a3 wppiiers | | ANl Categorisn/Subentagorion v | Acten products ony - Revenas Subcateguries
Miemees dacount Sell orline oniy? POS tavorive peocuces cnlyT Product Pevernue Casegorss
A e -canh progicts. Grmated 1 PO aniy

Bl inciucin urnased prochusts

Seasmhy | A Radcs | Group by Presuct Nama - Saarch

Choose the option at the top to ADD NEW if you need to create a hew one.

There is not an option to DELETE, so you can also choose to rename and use one of the old inactive

slots that were made prior to us fully utilising this system. Simply rename the option, and tick the
box to ACTIVATE it.

Product Revenue Categories 0

Add a New Product Catego

Category Mame

o [Health & Supplements

=

Hot & Gold Thesagy
Massage Products & Tooks

HOK, Testam, Lioiforrs

r
ssmuss§ E

I R N

. | *NEW OPTION &°

Update




STOCKTAKE

We should regularly be performing a stocktake of all clinic items to ensure that we do not run out
of any supplies. When you complete the stocktake of retail items, you will want to ensure that the
quantity in clinic matches what we have reported in MINDBODY.

GO TO MINDBODY --> INSIGHTS --> REPORTS --> INVENTORY ON HAND

08 Home w
- Reports (o) s | [

Powertsl rports Tt bl you make informed business imprvements. Lise these regorts 1 rsearch sains
[ aspointments roncs, irack pogRLar BeNACeS, identity D4 Spenders. and much mom.

£ ThedkIn
Search Results

& Clarts
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[ Point of Sale
I/_ff'mlgn:- 'k--.\.
M FReports i
o —
ARG TT Hew r cons
Anciytics
E— ®

Retsntice Marketing

Generate a list of all the retail items that are applicable to the clinic.

Location: Choose which clinic you are performing the stocktake at

Supplier: All suppliers.

Revenue Category: Leave unselected or select ALL CATEGORIES

Date: Keep as the current date to see current stock levels.

Sort by: Product Name

TICK BOXES: Ensure ‘Include Unused Products’ and ‘Include Oversold Products’ are ticked. This will
make sure that no items are left off the list.

Hit GENERATE.

If you find that the number in the ON HAND column does not match, simply update the number
manually and hit UPDATE INVENTORY to save.

Be mindful of numbers that might indicate missing stock and check in with your clinic
manager. If we have more stock on hand than what is reported than we may have missed
logging in the latest order of inventory.

Riports « Inventory on Hand pree—
Locasion: | 2 = || Bunpher: [ w5upoien | Feversan Canegory. Datw: (0330 | () BortBy: [ Poowitems v
Only Show Poducts Nesding Rearder [ Include Unused Proccts
Inchude Discontinued Products 3 Include Dverscld Products
Ve Pagng Gy Show in Stock or Oversokd Products
Generste | Gy =
Page 108 1 : Uit Tyt Comgs o st Vihes || Uipdate Invemsey
Darcode Froduct Kama Manutactarer ID_Supplier Calor Size Location InStock  Oniine Pending Orders Change OnMand  Ouw Cost  Fniad Frice Receder Lewed Max Luvel
Nane Essertial Nore e Graensiopes ] 0 o $13.00 s2000 0 0
2 Wiclor SportaMad  Back Nera Groensiopes 1 [ 51760 52000 a 0
3 Wiclor SportaMad  Geey Nene Groensiopes [ [ o 517.60 52000 ] 0
4 Vicor Sporis Med  Red N Graensiopes [ © o 740 2000 a ]
5 WONCER FOODS.  Nees Nene Groensiopes F [ 50,00 52605 ] o
Y PAOPEL
[ WONCER FOODS. Nors Nene Groensiopes 3 [0 50,00 56005 a o
BY PROPEL
r WONGER FOODS. Nore N Greensiopes a [] 8050 $67.95 ] ]
EY PROPEL
[ WONDER FOODS. Nore N Graensiopes [ [ 8050 saa9n ] ]
B PAOPEL
[ Nearvis Essormais Nors Nene Groensiopes [ [ 50,00 800 ] o




LOGGING NEW INVENTORY

To update our stock levels due to a new order / shipment of inventory we need to create an
Inventory Ticket. This will help us create a record of our orders.

GO TO MINDBODY --> SETTINGS --> INVENTORY --> INVENTORY TICKETS

25 Settings a
(] Communications & Markating
o B 'nventory
Staff
2, Clhenta Purchase Orders .
[yt Create purchase orders and log inventary as shipments arrive.
o
& Pricing
Inventory Tickets
>
% General Add items to inventory fram multiple suppliers with tickets
[' Services
o Product Sizes 3
< Retail Create custom sizes for products like clothing, weights, and mare.
Mindbody Add-ons
&
Pradu
oo
Classic Set »
e - Add ¢ " matarial i 2
2,
Supp 3
Track supplier information, contacts, and payment terms
+
Payment Terms
>
Sat specibic payment trms for purchase orders 16 suppliers

We can view all past and current Tickets on the Summary Page.

To create a new ticket:
GO TO MORE --> CREATE NEW INVENTORY TICKET

y Tickets - S ¥

More w

Upaad Physical |

lsm Date: 2122004 End Date: 2017005 "7 Source: | ainocations ~ Destination: | an Locations | Type: | an | Status: | an
| Greate New inveniory Ticket

ThcketiD Date Source Destination # Products # Iems

- Mo Irventory Transters in (he specifed dabe rangs and options —

Click to select the type of ticket: Inventory Transfer or Incoming Inventory.
Inventory Transfer: We are moving logged inventory from one clinic to another
Incoming Inventory: We are logging an order & shipment of inventory from a supplier.

Choose a Date and the Location that is receiving the products. Click Next.

Look up the first item and click it to add it to the inventory ticket.

To view the inventory on hand value, check Show On Hand Totals.

Type in the quantity ordered. The inventory ticket automatically updates to reflect this quantity.
Do not click Log Inventory until the shipment arrives.

Since the inventory is automatically saved with each change, you can navigate away from the
screen and come back through Settings > Inventory Tickets to reopen the pending inventory ticket.




WEEKEND SURCHARGE

As of the 1 Jan 2023 we introduced a surcharge for all weekend and public holiday
appointments. The surcharge is a flat amount of $5.50 which will be applied to the standard
price of each appointment, regardless of length. The contractors will receive $5 of this
surcharge as an added rate for providing services to clients on these days, with the
remaining 50c being required as GST.

SCRIPTING AROUND THE SURCHARGE

If a client ask’s why we have a surcharge:

“The added surcharge is 100% for our therapist team so we can continue to maintain our
availability throughout the week and offer appointments on the weekend and public holidays.”

New Clients

After you have gone through the usual questions for reason for visit, health fund, etc.

“We are open on weekends if that will be the best day for you to attend. We do have an additional
surcharge for our weekend and public holiday appointments to support our therapist team who
work those days.”

Existing clients

As the surcharge was introduced in 2023 we do expect our existing clients to be aware of the
surcharge, however, there may be times where a week day regular client is booking in on the
weekend for the first time.

Go through the usual questions of are they after a particular therapist? Reason for visit ect.
“THERAPIST NAME has some availability on WEEKEND DAY/PUBLIC HOLIDAY. Just in case you are

not already aware, there be an additional surcharge for our weekend and public holiday
appointments to support our therapist team who work those days.”




ADDING THE SURCHARGE TO APPOINTMENTS

As part of our daily checks for the week ahead and when doing morning checks on a Saturday/
public holiday it is very important that all appointments have the weekend surcharge added. This
allows the risk of charging a client the incorrect price. It is also important for the weekend public
holiday surcharge to be added to the appointment for reports and therapist pays.

To add the weekend/ public holiday surcharge:

Step 1: Open the clients appointment that you wish to add the surcharge too, then click on the +

Add button in the Add-ons section
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Step 2: Click in the ‘search for a service’ box and select weekend/ PH surcharge.
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Step 3: Click on the ‘add’ button to add the surcharge to the appointment. You will notice that the
therapist name should be automatically chosen.

Today Sat 19 July 2025 | > Day e

Mt {5MR)

1.2 3|4 6|27 280N 1 2
E T B B WMl 46 s T KB

ROOM
TRCTIETETIREARTY 15 | RUIETREE 2R ERETIRTAET )
7200 AM 4 B creckes
MR B MISME WEEH N BN 0 50 WA PREG TX =)
NHBWH 2 MNERETBEBN m‘u—l
i | i wlalzlalale L o Rutal
- M Eaily Cancsl
Edit appointment e ] MamkConfmed |
i hadead = 2
.. 0.0 O MarkAmived el
el P Reschedde
Clisst i ol AR08 AW . 7 ROFRK T 04K minabes
& Moty
Phcos ol s | BREAR 2] 30 minusiea.. =——————
.r & S0P Nats
Email
12200 FM B Rebook ==
1:00 FM. L —
100 Pl - 2 BREAK 2 | Tams Off Ie
vanou_ 7 An.Wianou_zas || @ TMEOFF M
200 FM.
300 FM
4:00 PM
DON'T STRSP BED
Weekend /PH Surcharge. B 5:00 PM. l:;;:;;

wilh Fiona (AMY0) i _’LEA&E STRIP DOWNSTARR S BED
o 800 PM a L EALL e B

Provider 1D Cance
T:00 PM

H © 2025 MINDBODY Inc. Terms god Conditions, Privacy Policy,
mlndb'}dg Site I0; 35090

Step 4: Press save on the appointment to finish adding the surcharge.
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Step 5: You can make sure the surcharge was successfully added to the appointment by looking
for the plus symbol.

L 2
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REMOVING THE SURCHARGE FROM APPOINTMENTS

You may need to removed the surcharge from an appointment if you are changing the
appointment to a MALC. If you have a MALC appointment with the surcharge you will be unable to
move the appointment to the cancellations column in Mind Body,

Please note that if charging a MALC appointment we do not charge clients the surcharge as
well.




Step 1: Open the clients appointment that you wish to removed the surcharge from. Click on the ‘x’
next to the weekend/ PH surcharge. The surcharge will then be removed from the appointment
and you can press save to update the change.
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Step 2: You can make sure the surcharge was successfully removed from the appointment by
seeing that the plus symbol as been removed.
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RETAILING APPOINTMENTS WITH THE SURCHARGE

Before retailing an appointment on a weekend / public holiday double check that the
appointment has the weekend surcharge already added to it. If you notice the surcharge is yet to
be added, add the surcharge to the appointment before retailing.

Step 1: Retail the appointment as you normally would. You will notice on the retail screen that the
surcharge sits separately to the appointment charge. To add the surcharge to the payment click
add item, make sure to do this to for the appointment fee as well.
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Step 2: After adding both the surcharge and the appointment fee to the ticket you can finish
retailing the appointment as normal.
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RETAILING SURCHARGED APPOINTMENTS WITH A PROMOTION

If a client would like to use a promotion code (e.g. BIRTHDAY20) on a weekend or public holiday
you will need to slightly adjust how you retail the appointment. If you follow the above steps and
then apply the discount Mind Body will discount both the appointment price and the surcharge.
Please see the photo below for an example. We never want to discount the surcharge and only
want to discount the appointment cost.

MICKEY MOUSE Assign Gift Card Current series: None
| | Assign
TICKET Seleet a sales rep vj Newmarkel | 200472025 "] SaveTicket | | Print Ticket | (& A
IBam name Oty Price Discount Total I
#  1hr Remedial Massage (ADV) 1 $128.00 15.62%, $20.00 $108.00 E
X Weekend/PH Surcharge 1 $5.50  100.00%, $5.50 $0.00 I
PROMOTION CODE Apply | PROMOTION APPLIED!

Payment Info
SELECT A PAYMENT METHOD

Cash Cheque/invoice Payment CC (Key/Stored) Direct Debit Credit Journal Trade Account HICAPS EFTPOSICredit Card

To avoid this from happening:
Step 1: Add the appointment to the ticket.

Step 2: Apply the discount code, this will only cause the discount only apply to the appointment
price.

Step 3: Add the surcharge to the ticket.

Step 4: Finish retailing the appointment as normal.




WEEKLY CLEAN SHIFTS

Weekly at every clinic there are clean shifts. These shifts are to be completed by the
rostered on receptionist on the designated day. These shifts are very important in maining
our clinics clean atmosphere and ensure our therapists have all the tools they need during

treatment.

WHICH DAY THE CLEAN OCCURS AT EACH CLINIC

GREENSLOPES: the downstairs is cleaned on a Monday morning and the upstairs is cleaned on a
Tuesday morning, For both of these cleans there will be a receptionist rostered on specifically to
complete the clean.

NEWMARKET: The whole clinic is cleaned on Tuesday morning. It is the receptionist that is
rostered on for the Tuesdays responsibilty to complete the clean shift.

TARINGA: The whole clinic is cleaned on xxxx morning. It is the receptionist that is rostered on for
the Tuesdays responsibilty to complete the clean shift.

FORTNIGHTLY EXTERNAL CLEANERS

Fortnightly we have an external cleaner come into all three clinics on a Sunday to complete some
cleaning tasks. Due to this the duties that need to be completed change depending on if the
cleaners were in that fortnight. The cleaners are responsible for:

iGeneral Office Areas Description
Entrances Spot clean entry doors to remove marks.

Spot clean walls, doors and around light switches to remove marks.
General office areas / Receptions /  General dusting of horisontal surfaces, window sills, shelves, ledges,

Waiting room areas office equipment, office furniture and skirting boards.
Staff rooms Vacuum and wet mop floors

Floors Yacuum all areas and wet mop hard floors & stairs
Massage rooms Description

Mirrors Full clean mirrors to remove marks

General dusting of horisontal surfaces, massage bed support
structures and skirting boards. Spot clean walls, doors and around

General Areas light switches.
Glass wall partitions Spot clean all glass partitions to remove marks & smudges.
Floors Yacuum all floor areas & wet mop solid floors.
Toilets Clean and sanitisé, cisterns, pedestals and seats.
Spray and wipe hand basins, vanities, tapware & other fixtures, Polish
General Areas mirrors,.5pot cdlean walls and doors to remove marks.
Showers Spray and wipe shower recess, tapware and glass partitions.
Remowve loase litter, vacuum and mop tiled floors using commmercial
Floors : grade disinfectants.

Notes Description
Mop heads Cleaners to rotate mop heads after each clean.




WEEKLY CLEANING DUTIES TO BE COMPLETED BY RECEPTION

MASSAGE ROOMS:

» Strip massage beds and pillows of all linen and wash all bed base covers and pillow cases. Once
washed and dried remake the beds and pillows. PHOTOS IN HOW TO

* Wipe down arm rests, head support and massage beds with disenfectant and report any tears
in the beds. PHOTOS IN HOW TO

» Refill any products that are running low (e.g. disenfectant, paddle pop sticks, melrose oil,
coconut oil)

e Empty any bins in massage rooms

TEA ROOMS:
e Clean the fridge and throw out any old food
o Refill any soaps and paper towel dispensers

RECEPTION AREAS:

» Clean water filters by pulling them apart, replace any filters that are empty PHOTOS IN HOW
TO

o Refill water fillers, restock cups if needed

MiISC:
* Wipe down outisde of washing machine and inside the seal

FLOORS:

» Ifthe clean is being done on a Tuesday all hard wood floors in the clinic will need to be
vacuumed.

WHEN EXTERNAL CLEANERS ARE NOT IN

The week that external cleaners are not in it is the receptionist duty to complete all of the tasks
that the cleaners complete as well as the regular cleaning duties listed above.




HOW TO REMAKE AND WIPE DOWN A MASSAGE BED




HOW TO CLEAN BRITA WATER JUGS

Step 1: Removed the lid from the top of the water filter and clean the top and bottom with warm
soapy water. Rinse then set aside to dry.

Step 2: Tip out the water in the jug. Pull out the filter and if its still good put it aside on clean paper
towel, if its finished put it in the bin.

Step 3: Remove the top compartment by pulling it out near the spout. Tip out any remaining water
from the bottom compartment. Clean both the inside and outside of the top and bottom
compartments with warm soapy water and rinse.




MONTHLY FEEDBACK REVIEW
REPORT

The monthly feedback review report is completed at the start of the month for the month
before, le — in early April run the report for the whole of March. This report collates all
reviews that clients have given in response to our feedback emails. Once you have run the
report and exported it to excel it is then emailed to the general manager.

INSTRUCTIONS
Step 1: In MindBody go to Marketing located on Left Hand Side of screen and Select Marketing
Suite
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Step 2: Select Manage next to Feedback & Reviews, this will open a new tab.
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Step 3: Select Reports, then from the drop down menu choose Export Data, this will open another

new tab.
@2 Dashboard

'
= Email History Ll

Text Message
History

Visils

Tracked Calls
Feedback & Reviews
Memberships
Packages

Top Referrers
Claimed Referrals

Package &
Membership Leads

Expon Dala

Step 4: Under Select Report Type, choose Review Report from the Drop Down Menu. set the
date range of month before, Select location (you will need to run the report for each location
individually and can only generate 1x report at a time). Then hit Run Report.

Export to CSV

Select a report type

Review Report ~|

Select a date range and locations

* From

All locations Mo More Knots Greenslopes Mo Maore Knots Newmarket

Mo More Knots Taringa

Step 5: Refresh Report to get the download (might need to do this a few times). Download and
open in excel




Step 6: In excel delete columns date except the following Data: Date, Score, First/ Last Name of
Client, Therapist Name (will have to rename this column), Content (rename column to Comments).

Step 7:
¢ |In excel Resize columns to 15 execpt the comments column (this will be resized to 40 and wrap
text)
¢ Bold and underline the headings
» Put borders around all the data
» Bold the data in the score column and centre the data
« Highlight the score column
« Put filters on Therapists names so easy to copy and paste data for each therapist into email
template
* Save as an Excel Spreadsheet (not comma CSV) named Review Report (Clinic) (insert Month).
Your spread sheet should look like this:

A E C o E F

' pate score Firstuame  [tastName | herapist Nam - |
Trung is so knowledgeable and does an
lamazing job!

2 31032025 10|first name last name Trung [ADV)

3 31/03/2025 10| first name last name Mata [SNR) ‘Good conversation with expert therapist

4 31032025 10|first name last name Alex (ADV) Alex kmows his stuff
sam identified my cause of pain and
'discomfiort in my shoulders and attended to

3 30/03/2025 10| first name last name sam [SMYO) that to my satisfaction.

& 30/03/2025 10|first name last name Debbie (SNR)

7 30/03,/2025 10| first name last narme Mata [SMR)

8 30/03/2025 10{first name last name Paul [SMY0)
sam is awesome. I see him every fortnight
and he always assists my alignments - and
there has been a few of recent!

9 29/03/2025 10| first name last name sam [SMYO) sam is friendly and highly experienced.

10 29/03/2025 10{first name last name Matt (ADV)

1 29/03/2025 10| first narme last name Paul [sMYQ)

12 28/03/2025 10|first name last name Fiona (AMYO)

13 28/03/2025 10| first name last name Alex (ADV)
Amy is fabulous and does a really great job.

14 28/03/2025 10| first name last name Amy (SNR] Highly recommended!

15 28/03/2025 10| first name last narme Debbie (SMR) Deb was fantastic

16 27/03/2025 9|first name last name Alex (ADV) Parking problematic

17 27/03/2025 10| first name last narme Debbie (SMNR) Issue feeling better already.

18 27/03/2025 9|first name: last name Amy (SNR]

19 27/03/2025 10| first name last narme Figna [ANMYO) Figna gave a thorough treatment

20 27/03/2025 10|first name last name Paul [SMYO)

21 26/03/2025 10| first name last narme Amy (SMR]

22 26/03/2025 10|first name last name Alex (ADV)

23 26/03/2025 10{first name last narme Debbie (SMR]

24 sl nas T firet marme lact narma Mathan &MY

Step 8: Once you have followed steps 1-7 for each of the three clinics attach all 3x Clinics data to an
email addressed to the General Manager and CC in marketing@nomoreknots.com.au
Subject: Review Reports *MONTH** *YEAR**



mailto:marketing@nomoreknots.com.au

	the receptionist role at nmk
	POSITION PURPOSE
	GENERAL OBLIGATIONS

	PRINCIPLE ACCOUNTABILITIES
	A Receptionist is responsible for implementing No More Knots’ policies and procedures. Principal accountabilities include, but are not limited to:
	Patients:
	Clinic Environment:
	Daily Office Duties:

	communication with the team
	START TIME
	EMAILS

	PERSONAL FOLDERS
	WHAT’S APP GROUP
	COMPUTERS
	PHONES
	uniform
	You are the first point of contact for clients at NMK. For this reason, it is important we make a great first impression for our clients as soon as they enter the clinic. One of the many ways this can be achieved is through our presentation. It is expected that you arrive to work looking well put together and in the correct uniform.
	THE RECEPTION TEAM IS THE FIRST POINT OF CONTACT FOR CLIENTS WITHIN THE CLINIC.
	WE ASK THAT YOU ARRIVE FOR WORK LOOKING, NEAT, TIDY AND PROFESSIONAL.

	professionalism
	ATTITUDE
	PERSONAL BELONGINGS
	CONVERSATION

	pays, rosters and timeoff requests
	ROSTERS
	PAYS
	TIMEOFF REQUESTS
	SICK LEAVE

	Timesheets
	The standard pay cycle runs Thursday through to Wednesday, and everyone is paid on a fortnightly basis on the Thursday.
	DEPUTY
	IF YOU ARE CASUAL: As a casual employee, you are not entitled to annual leave and therefore do not need to submit leave requests through Deputy or Xero. However, if you are planning a holiday or anticipate needing an extended period off (e.g. university exams), we kindly ask that you notify Management as early as possibleto assist with roster planning and forecasting.
	IF YOU ARE PART-TIME OR FULL-TIME: Firstly, you must gain approval for your requested leave from your immediate Manager. Once approved, add this leave into Deputy. You will also need to submit a leave request through Xero.


	Submitting a request for timeoff
	It is important that you consider any time that you wish to take off well in advance so we have enough notice to be able to coordinate the remaining roster to cover your absence. All timeoff requests for the month should be submitted at the very latest when that round of availability is due.
	EMAIL YOUR REQUEST THROUGH
	SUBMIT YOUR REQUEST THROUGH DEPUTY

	USING THE APP
	breaks
	Under the Health Professionals and Support Services Award [MA000027], depending on the length of your shift, workers are entitled to a rest and or meal break.
	A rest break is a 10 minute paid break that counts as time worked.
	A meal break is a 30 - 60 minute unpaid break that doesn't count as time worked.
	An employee gets the following number of breaks, depending on the hours they work.

	NUMBER OF HOURS WORKED
	REST BREAKS
	MEAL BREAKS
	LESS THAN 4 HOURS
	4 - 5 HOURS
	5 - 8 HOURS
	8+ HOURS
	When taking a break, you are expected to:
	Look at the diary and determine when it is appropriate to step away from the desk. As we have treatments running all throughout the day there are not always set break times in the schedule. Alternate with your team mate if there are two of you working together on a shift, or discuss with the manager on duty to help out if needed.
	Notify your team mates and manager on duty if you are stepping away to have a break.
	If you are by yourself in clinic, ask a manager to divert the phones to another clinic for you, or put the phones on DND if this is not possible.
	If you are due a 'Meal break' and you must make sure that it is recorded and included on your timesheet.


	10 rules for great customer service
	IN YOUR DEALINGS WITH CUSTOMERS, BE THE ONE TO INITIATE HONEST, RESPECTFUL AND THOUGHTFUL COMMUNICATION. BECAUSE TO THEM, YOU NOT ONLY REPRESENT NO MORE KNOTS….
	YOU ARE NO MORE KNOTS!
	COMMIT TO QUALITY SERVICE

	2. KNOW YOUR PRODUCTS
	3. KNOW YOUR CUSTOMERS

	4. TREAT PEOPLE WITH COURTESY
	5. NEVER ARGUE WITH A CUSTOMER
	6. DON'T LEAVE CUSTOMERS HANGING
	7. ALWAYS PROVIDE WHAT YOU PROMISED
	8. FOCUS ON MAKING CUSTOMERS, NOT SALES
	9. ASSUME THAT CUSTOMERS ARE TELLING THE TRUTH
	10 MAKE IT EASY TO BUY
	Appointment reminder Calls
	Confirmation calls are made daily for the next day's appointments which have not already been confirmed. Ideally, at the start of every day we would like to see that the full schedule has been confirmed so we can safely assume everyone’s attendance.
	WHEN TO MAKE THE REMINDER CALLS
	Reminder calls should be made any time between the hours of 10am - 12pm. All clients who have booked in advance should have received at least one version of our confirmation message already. These messages are automatically sent out by MINDBODY to the clients 2 days prior to their appointment, and could be via text or email depending on what they have opted to receive. You can view a client’s subscription choice in the CLIENT INFO. section of their profile.
	Reminder calls are to chase confirmation from clients who have not responded to these automated messages.

	DECIDING WHO NEEDS A REMINDER CALL

	WHO DON'T WE NEED TO CONTACT TO CONFIRM?
	NNTC - PRECONFIRMED - YOUR INTIALS

	WHO DON'T WE NEED TO CALL TO CONFIRM?
	Sent 1st confirm txt DATE - YOUR INITIALS

	CONFIRM CALL SCRIPTING
	If the client answers the phone call...
	If you have to leave a voice message...
	*Sometimes a client will have a restriction on their voicemail, requiring all messages left to be only 10seconds in length. If this occurs please say...

	*ALWAYS FOLLOW UP VOICEMAILS UP WITH AN SMS*

	SMS FOLLOW UP
	ROUND 2 OF CONFIRMATIONS (EOD)
	SCRIPTING FOR 2ND SMS:

	CONTACTING UNCONFIRMED CLIENTS THE MORNING OF
	SCRIPTING FOR 3RD SMS (FINAL FOLLOW UP):

	CONFIRMATION CALLS - SATURDAYS ONLY
	SCRIPTING FOR 2ND SMS (SATURDAYS):

	WHY DO WE CONFIRM APPOINTMENTS?
	CONFIRMATION NOTES - QUICK GUIDE
	NNTC - pre-confirmed - INITIALS
	NNTC - booked DATE - INITIALS
	Sent 1st confirm txt DATE - INITIALS
	Called & confirmed @ TIME & DATE - INITIALS
	LMOVM & sent txt re. confirm @ TIME & DATE - INITIALS
	*ALWAYS SIGN OFF ANY NOTE YOU MAKE WITH YOUR INITIALS*


	EOD confirm txt sent @ TIME & DATE - INITIALS
	Final confirm txt sent @ TIME & DATE - INITIALS
	Cl. called to confirm @ TIME & DATE - INITIALS
	Cl. confirmed via bot - INITIALS
	*ALWAYS SIGN OFF ANY NOTE YOU MAKE WITH YOUR INITIALS*

	It is important that we record how and when a client confirms their appointment in the event that they late cancel or miss their appointment. We want to be well informed of all the efforts made to advise client’s of their appointment, and that this can be easily identified simply via looking at the appointment notes on the booking.
	Imagine the following scenario:  Today is the 10th May. You call a client 5mins into their appointment as they have not arrived. The client says they’ve forgotten about it. The notes on the appointment read:
	Cl. called to confirm @ 3.12pm on 09.05.24 LMOVM & sent text re. confirm @ 11am on 09.05.24
	This means that they received our automated message 2 days prior, a voice mail and follow up text yesterday at 11am, and then the client actually called back later in the afternoon and verbally confirmed over the phone.
	Based on this information, and our efforts to contact them, we could be very confident in charging a missed appointment fee on the spot.
	If the above notes had been absent from the appointment, then you would not be confident in the moment for how reception the previous day had handled reminding this client of their appointment and it would require further investigation before we could say that it would be fair for a fee to be charged.
	CONFIRM CALL SUMMARY
	Monday – Friday
	Saturday Confirm Process for Monday

	UNCONFIRMED APPOINTMENTS WITH A MALC HISTORY
	*If and when this conversation is necessary, add a note in the NOTE section of the client’s file to confirm that they have been verbally made aware of this.*
	If you do follow this process, follow the CANCELLED APPOINTMENT procedure (do not Early Cancel).
	Phone procedures
	The phones are the same throughout all clinics. Our current Phone Provider is Smart Business Systems (SBS). If you have any issues with the Phone set up, please contact them.
	To answer a call, either:
	Transferring a call

	placing a call on hold
	Hold Button on Dial Board
	Hold & Resume Button in an Active Call

	TRANSFERRING A CALL
	Hold Button on Dial Board
	Hold & Resume Button in an Active Call

	PAGING/MAKING ANNOUNCEMENTS
	END CALL BUTTON
	PAGER LINE KEY

	Messenger ai
	MESSENGER AI is our SMS system and is an extended feature of MINDBODY. It includes a BOT which acts as a virtual receptionist and can message directly with clients.  is directly integrated with our phone systems as well, so when clients call the clinic we can listen to any voicemails straight from this system on the computer - not on the phone.
	MAIN DASHBOARD
	Log in to MESSENGER AI - each clinic will have a unique login.


	CHECKING A VOICEMAIL - MESSENGER AI
	Anyone who calls the clinic and gets to our voicemail will be prompted to leave a message. When a client leaves us a message, our virtual receptionist KNOTTY (the BOT) will attempt to decipher it and respond to them. These chats will show up in the inbox for the clinic that they called. Depending on whether or not the BOT was successful in it’s interaction with the client, the chat may either be in TODAYS CHATS or in the MY QUEUE box.
	To check and listen to the original voicemail, click on the phone icon underneath the message icon on the far left-hand side.

	LIVE CHATS
	LIVE CHAT function is where we will directly engage with clients. You can take over a chat a chat from the BOT by selecting START LIVE CHAT, which will bring it to this section of the inbox. Here, you can also start a new conversation with a client.
	The BOT will ignore any chat that is sitting in the LIVE CHAT section of the inbox. Only we can respond to these messages. This means it is important that once we are done engaging with a chat, we will need to resolve it, to remove it from this part of the inbox. We also want to be careful about resolving any chats too early - If you send a message to a client that you want a response to it is best to leave it in the lIVE CHAT section. If you resolve it, the BOT will attempt to respond to the client’s follow up, which could potentially result in some confusion for the client.
	As a general rule, leave a chat in the LIVE CHAT section for the day before resolving it UNLESS we need to keep following up with the client.
	START A NEW CHAT


	MY QUEUE OR TODAY’S CHATS
	Towels
	FOLDING TOWELS
	ORANGE TOWELS


	BASE TOWELS
	FACE TOWELS
	Therapist Categories
	The categories of our therapists are determined by a variety of factors, but predominantly focuses on qualifications and industry experience. Below is a general break down of our three main levels.
	REMEDIAL MASSAGE THERAPIST
	They have:
	They provide:
	SENIOR REMEDIAL THERAPIST OR SENIOR  MYOTHERAPIST
	They have:
	They provide:



	ADVANCED REMEDIAL THERAPIST OR ADVANCED MYOTHERAPIST
	They have:
	They provide:

	Services
	REMEDIAL MASSAGE
	What is remedial massage?


	Who will benefit from remedial massage?: Everyone!
	If you feel physical pain or discomfort in your body, it’s likely being caused by dysfunction (such as tightness, misalignment, overuse or incorrect postural habits) within your musculoskeletal system, and remedial therapy can help you with this.
	Some of the more common conditions remedial massage can assist with include:
	Headaches and neck pain.
	Hip and leg pain.
	Pain between the shoulder blades.
	Lower back pain.
	Running pain (shin splints, ITB tightness).
	Tendonitis.
	Chronic inflammation.
	DOMS (delayed onset muscle soreness from exercise).
	What should a client expect in a remedial massage treatment? Initial appointments are 1 hour in duration (minimum) and will include:
	Brief assessment
	Hands on treatment.
	Recommendations for home care, such as stretches (if applicable).
	Subsequent appointments may be shorter (30mins or 45mins), however the majority of clients feel that the best results are achieved after 60 minutes of remedial treatment.
	MYOTHERAPY
	LYMPHATIC DRAINAGE
	What is lymphatic drainage?


	BOOKING A CLIENT IN FOR LDM
	PREGNANCY MASSAGE
	MYOFASCIAL DRY NEEDLING
	BOOKING A CLIENT IN FOR NEEDLING
	CUPPING
	BOOKING A CLIENT IN FOR CUPPING
	prices
	The prices for our services are determined by the level of therapist seen and the duration of the treatment. The session time includes assessment and hands on treatment, as well as time for getting on and off the table and any follow-up or final consultation.  A 1hr treatment does not equal 1hr of hands on treatment.  Remedial, myotherapy and pregnancy massage are all priced the same and there is no additional cost for dry needling or cupping.
	RMT
	SNR/SMYO
	ADV/AMYO
	30MIN
	$76
	$81
	$88

	45MIN
	$99
	$105
	$115
	$117

	1HR
	$124
	$135

	90MIN
	$175
	$186
	$202

	*2HR
	$234
	$248
	$270


	Client forms
	Client forms are an important part of our record keeping procedures, and are a legal requirement for our industry. The forms we have designed at NMK follow the guidelines set by our associations in order to meet the standard required for Australian Private Health funds.
	Accurate competition and maintenance of these records is critical in protecting both our therapists, and ensuring that our clients receive safe and effective treatment.

	SENDING DIGITAL Client forms
	Where possible it is preferred to try and collect a completed client form prior to treatment. This helps our therapists prepare for treatment, and saves the client time on their arrival.

	ENTERING Client forms
	RED ALERT TEMPLATE PRESS | CONVO | MEDICAL HISTORY|
	MEDICATIONS|
	OTHER RECENT TX/INVESTIGATION|
	TREATMENT GOALS|
	OPENING A CLINIC
	When you are the first person to arrive at a clinic you will need to unlock the front door, deactivate alarms, turn on lights and aircon. Sometimes a therapist or management will arrive at the clinic before you do, so they may have already completed the above.
	closing A CLINIC
	If you are the last receptionist to leave for the day, at the end of your shift you are responsible for closing up the clinic.
	Clients and therapists will still be able to leave the clinic once you have locked the door, however it ensures that no one can enter the clinic once the receptionist has left for the day. You do not need to set the alarms. The last therapist to leave the clinic will do this when they leave.


	EOD CASH UP
	At the close of every shift you will need to conduct the 'EOD Cash Up' process which includes settling the terminals and making sure that we are balanced in MindBody.
	COMPLETING A 'PRE-SETTLE'
	**Do not complete a Settlement until you are actually ready to settle for the day. By pressing 'Settlement', the terminal will process and finalise all transactions it has made for the day, and set itself up for a new day.**


	**Remember, Greeny has up to 2 terminals you will need to add up, while Taringa and Newmarket only have one**
	COMPLETING A 'CLOSE-OUT'
	In MindBody Click on the reports option available at the top of the screen. Search and select the “Daily closeout” Report.
	Make sure the correct date is selected, as well as the appropriate clinic location. Then select 'Close Data'.
	in the '$1' cash box you will need to enter in the total amount of cash from both the till plus whatever was received that day in cash payments.
	For example: If $105 was received that day in cash payments, and we have a till balanced at $600 then you would write 705 in the $1 box ($600 + $105). If no cash payments were received then you would write $600.
	Once done, select 'Preview Close Amounts'.
	**Be sure to email management for any reason that the report may be unbalanced**
	WHAT TO DO IF YOUR 'PRE-SETTLE' DOESN'T BALANCE
	COMMON CAUSES FOR ERRORS:

	amending payment entries
	METHOD 1: AMENDING THE ORIGINAL SALE
	You cannot make changes to the purchase amounts, amount of payment methods, or payment method if account was used with this method.


	METHOD 2: RE-ASSIGN PAYMENT
	METHOD 3: DELETING THE APPOINTMENT
	dealing with a disgruntled client
	Here are some important phrases to say in situations that may arise
	IF SOMEONE CAN'T GET IN TO SEE THEIR REGULAR THERAPIST
	IF SOMEONE HAS COME TO THE WRONG CLINIC
	IF SOMEONE HAS COME TO THE WRONG APPOINTMENT
	IF SOMEONE ARRIVES THINKING THEY HAVE AN APPOINTMENT BUT NOTHING IS BOOKED

	WHEN DEALING WITH A DISGRUNTLED CLIENT, TRY TO REMEMBER:
	IF YOU CAN’T REACH A SOLUTION ON THE SPOT
	dealing with a client complaint
	IF A CLIENT EMAILS WITH A COMPLAINT AND/OR POOR FEEDBACK ON AN EXPERIENCE THEY HAVE HAD:
	IF A CLIENT CALLS WITH A COMPLAINT AND/OR POOR FEEDBACK ON AN EXPERIENCE THEY HAVE HAD:
	IF A CLIENT COMPLAINS IN PERSON:

	Late Cancellation and Missed appointment Policy
	The cancellation of appointments can be frustrating and have a large effect on both the clinic and therapists if not controlled. Our appointment policy is designed to encourage clients to either attend their appointment or give adequate notice ahead of time.
	Our appointment policy is available in clinic, on our website, and our client consent forms. It states:
	APPOINTMENT POLICY 
	If you need to postpone or cancel your appointment, we require at least 4 BUSINESS HOURS NOTICE.
	If you cancel or postpone your appointment within 4 business hours you will be charged 25% of the total appointment cost.
	If you do not show to your appointment you will be charged 50% of the total appointment cost.
	If you are late to your appointment, you are still liable to pay the full cost for the appointment time that was reserved.
	If you regularly do not show to your appointment, you may be asked to pay a non-refundable deposit for future bookings before they are accepted. Failure to pay appointment deposits will result in your appointment being cancelled
	**CONFIRMATION MESSAGES ARE SENT 2-DAYS PRIOR TO APPOINTMENTS, AND UNCONFIRMED APPOINTMENTS ARE CONTACTED DIRECTLY VIA PHONE THE DAY BEFORE. UNCONFIRMED APPOINTMENTS ON THE DAY ARE AT RISK OF BEING CANCELLED**
	Reception and therapists have the authority to waive the cancellation fee if they believe the client has a valid reason. We ask that you consider all aspects of the client’s need to cancel/reschedule their appointment, and determine whether or not it is appropriate for a fee to be charged.  If a therapist would like to request waiving the fee for their client, it is up to the therapist to come to reception directly ahead of time to discuss this.

	Enforcing our appointment policy isn't solely about fee collection; it's about nurturing positive relationships with our clients and emphasizing the importance of mutual respect for our business and our team's time.


	LATE CANCELLATIONS
	PROCESSING A LATE CANCELLATION IN MINDBODY
	*THE DEFAULT BOOKING TIME OF OUR MALC SERVICES IS 15MINS FOR REPORTING PURPOSES. PLEASE ENSURE THAT THIS BOOKING TIME REMAINS AS A 15MIN BLOCK. DO NOT EXTEND OR SHORTEN THIS*
	LATE CANCEL NOTE TEMPLATE:
	It is expected that if you are handling the late cancellation, that you would complete all steps in this process. Try to avoid leaving steps for someone else to pick up later!

	MISSED APPOINTMENTS
	SCRIPT FOR EMAIL - INITIAL CLIENT (WAIVING FEE):
	SCRIPT FOR EMAIL - FEE IS BEING CHARGED:
	THERE ARE SOME SLIGHT AMENDMENTS TO THIS PROCESS IF IT IS THE LAST CLIENT FOR THE THERAPIST OR THE LAST CLIENT OF THE DAY.

	PROCESSING A MISSED APPOINTMENT IN MINDBODY
	*THE DEFAULT BOOKING TIME OF OUR MALC SERVICES IS 15MINS FOR REPORTING PURPOSES. PLEASE ENSURE THAT THIS BOOKING TIME REMAINS AS A 15MIN BLOCK. DO NOT EXTEND OR SHORTEN THIS*
	MISSED APPOINTMENT NOTE TEMPLATE:
	**FEE ON ACCOUNT MUST BE PAID BEFORE NEW BOOKINGS CAN BE ACCEPTED** (AS OF DATE - SEE NOTES)
	Alternative Example

	SUMMARY OF STEPS
	Clinic Cancelled appointments
	WHEN TO USE A CANCELLED APPOINTMENT
	**This appointment service is for last minute cancellations by the clinic only. You would not use this if you were looking at rescheduling appointments that have several days/weeks notice**

	PROCESSING A CLINIC CANCELLED APPOINTMENT
	CANCELLED APPOINTMENT NOTE TEMPLATE:
	**Unlike a MALC appointment and note, you do not need to add this to the client’s profile directly or to the running email. These appointments do not require additional follow up from us, unless prompted. **


	Client Recalls
	COLLECTING THE CLIENT LIST

	WHO DO WE NEED TO MESSAGE?
	CHECK EXAMPLES
	This is not considered a true appointment cancellation; therefore, we do not need to message this client.
	This client has already rescheduled and had their appointment; therefore, we do not need to message them.

	TEXT TO CLIENTS - SCRIPT
	WHY DONT WE JUST TEXT EVERYONE ON THE LIST?  WHY CHECKING THE CLIENTS PROFILE IS IMPORTANT!
	contingency plans
	IN CASE OF A BLACK OUT OR POWER OUTAGE
	** If you don’t have another receptionist or a manager around to help, find a therapist to help with some of these steps if that’s possible**


	INTERNET OUTAGE
	HICAPS / EFTPOS TERMINAL NOT WORKING
	ALTERNATIVE PAYMENT METHODS
	See steps for HOW TO TAKE A PAYMENT OVER THE PHONE See template for service invoice. *Includes Late Fee if not paid within terms (7days).*
	**You do not need to fill out a Promise to Pay slip for an example like this. Completion of service means the client is liable to pay for services rendered; we don’t need a signed promise to pay slip to chase payment from a client**

	DAY OF A POSSIBLE STORM
	YOU ARE ALSO REQUIRED TO BE FAMILIAR WITH THE EMERGENCY MANAGEMENT & FIRE EVACUATION PLANS FOR EACH CLINIC. PLEASE FAMILIARISE YOURSELF WITH THESE PROCEDURES REGULARLY, AND MAKE SURE THAT YOU KNOW WHERE THESE PLANS ARE AVAILABLE.

	THESE PROCEDURES INCLUDE:
	FIRE SAFETY & EVACUATION
	HAZARDOUS MATERIAL
	BOMB THREAT
	MEDICAL EMERGENCY
	PERSONAL THREAT / ASSAULT EMERGENCY
	ARMED ROBBERY
	LOCK DOWN

	Parking
	GREENSLOPES
	TARINGA
	NEWMARKET

	Mindbody
	LOGGINING INTO MINDBODY

	STATUS MODES
	CALENDAR
	STANDARD APPOINTMENT
	PREGNANCY APPOINTMENT
	BLOCK OUTS/BREAKS
	INITIAL APPOINTMENT
	TENTATIVE APPOINTMENT
	DIARY NOTES
	THERAPISTS
	DIARY AT A GLANCE - SERVICE CATEGORY

	COLOUR KEY
	CLIENT SEARCH BAR
	DAY/WEEK VIEW
	AVAILABLE APPOINTMENT
	CLINIC VIEW
	CANCELLATION LIST
	CONFIRMED
	UNCONFIRMED
	CLIENT PAID & CHECKED OUT
	MARKED AS ARRIVED
	DIARY AT A GLANCE - STATUS

	Appointment colour guide
	COLOUR
	MEANING

	STATUS colour guide
	COLOUR
	MEANING

	symbol guide
	SYMBOL
	MEANING

	SYMBOL
	MEANING
	Block outs
	REASON
	CLIENT
	SERVICE
	Adding a break to a therapist's day.
	BREAK, THERAPIST NAME
	If a therapist is sick

	SICK. THERAPIST NAME
	SICK
	If a therapist is being blocked off for a tutorial

	TUTORIAL, TUTORIAL
	TUTE
	If a therapist is being blocked off for a workshop

	WORKSHOP
	WORKSHOP
	If a therapist is being blocked off for a swap with another therapist

	SWAP, SWAP
	SWAP
	If a therapist is being blocked off for a meeting

	BREAK, THERAPIST NAME
	If a therapist is being blocked off for RDO

	RDO, RDO
	RDO
	If a therapist is being blocked off for time-off
	If a therapist is being blocked off for admin time



	Therapist notice time
	WHERE TO FIND A THERAPISTS NOTICE TIME
	HOW TO USE A THERAPIST'S NOTICE TIME

	NOTIFYING A THERAPIST
	KEY POINTS
	Booking an appointment
	Booking an appointment for a new client
	Rebooking an appointment
	Cancelling an appointment
	EARLY CANCELLATION
	LATE CANCELLATION

	Marking a client as Confirmed
	HOW TO MARK AN APPOINTMENT AS CONFIRMED
	WAYS AN APPOINTMENT CAN BE CONFIRMED

	Marking a client as Arrived
	HOW TO MARK AN APPOINTMENT AS ARRIVED

	Promo codes
	There are a number of different promo codes that we use for various reasons to apply a discount to the cost of a treatment. We use codes so we can then track how successful or commonly used a promo is. Below is the list of our standard promotions and their associated codes and meanings. Throughout the year, NMK may run a one-off promotion for an event and a unique code will be created and provided when that occurs.
	PROMO
	CODE TO ENTER
	WHEN TO USE
	BIRTHDAY DISCOUNT

	BIRTHDAY20
	This is a $20 promotion that automatically gets emailed out to clients. Client must be subscribed to our marketing emails.
	NMK TRIBE MEMBER

	TRIBE15
	This is a 15% discount on services that a client will receive if they present one of our TRIBE tags at reception.
	BOOST MARKETING
	This is a $20 discount on 1hr services that a client MAY receive if we run this automation. Designed to help BOOST slow days. This may present itself in Mindbody with the note IMPORTANT: This client boked with Frederick offer $20 off


	BOOST20
	12 WK RETURN
	This is a $10 promotion that a client MAY receive via email if they haven’t returned or engaged with the clinic in 12 weeks. The client must be subscribed to our marketing emails to recevie. This campaign is set up in MINDBODY to try and re-engage “LOST” clients.


	10OFF

	hOW TO EDIT/CREATE A PROMOTION
	CREATING A PROMO CODE

	REPORTING ON PROMOTIONS
	HIT GENERATE.
	Discount groups
	CREATNG A NEW DISCOUNT GROUP (OR EDITING AN OLD ONE)
	Go to MINDBODY --> SETTINGS --> CLIENTS --> MEMBERSHIP SETTINGS
	Select the current discount group from the drop down list to view the details. If you want to make any changes, do this here and then click SAVE down the bottom of the screen.
	Select ADD NEW to create new one. Complete the fields, and hit SAVE.


	If you are creating a new discount group, we will now need to create a matching pricing option in order to “sell” this product to clients.
	Go to SERVICES & PRODUCTS --> PRICING --> and select ADD PRICING OPTION
	Complete all fields.  Name your new pricing option in line with the name of the discount group to avoid confusion.  Make the price $0.00 and select Discount Groups as the Revenue Category Make sure you select the matching discount group from the Membership list.
	If your discount group is providing a discount on any services, you will need to go through the service list and make sure to apply this discount group to each individual service that applies.
	Go to SERVICES & PRODUCTS --> APPOINTMENT TYPES --> work your way through the list with all services that apply. You will need go to the ADVANCED SETUP Option for each one.  Where there is the list for ‘APPLY MEMBER DISCOUNTS’, make sure your new discount group has been selected.
	*If you ever find yourself retailing a service for a client with a discount group and find that the assumed discount is not automatically calculating at the checkout screen, the issue is likely that this step has not been completed for that particular service.
	ADDING A CLIENT TO A PARTICULAR DISCOUNT GROUP
	REPORTING WITH DISCOUNT GROUPS
	recurring booking
	HOW TO MAKE A RECURRING BOOKING
	**Please note: This is only a suitable option if the service type and time allocated for all appointments will be the same**

	cancelling a recurRing booking
	CANCELLING A RECURRING BOOKINGS

	Merging duplicate profiles
	HOW DUPLICATE PROFILES OCCUR
	WHAT TO DO IF DUPLICATE PROFILES ARE FOUND

	ACTIVATING A PROFILE
	MERGING PROFILES
	raving fan emails
	EMAIL TEMPLATE
	FILLING OUT THE EMAIL
	ORANGE DATA - RAVING FANS
	PURPLE DATA - APPOINTMENT METRICS
	GREEN DATA - RETENTION STATS

	Gift vouchers
	PURCHASING A GIFT VOUCHER ONLINE

	PURCHASING A GIFT VOUCHER IN-STORE
	'LOOKUP' Tool

	HICAPS & HealthFunds
	WHAT IS HICAPS?
	WHAT IS A HEALTH FUND?
	WHAT IS A MASSAGE ASSOCIATION?

	In order to process a rebate for a client on their remedial or myotherapy service, the provider (the therapist) needs to have an active provider number for the address the service was at.  The process looks something like this:
	The process of getting a therapist registered with all health funds and onto our HICAPS terminal can take anywhere from 4 - 6 weeks!
	COLLECTING PROVIDER NUMBERS
	WAIT MIN. 2 WEEKS BEFORE YOU START TO CALL FUNDS.

	CALLING HEALTH FUNDS
	HICAPS ONLINE
	WHAT HAPPENS WHEN A THERAPIST FALLS OFF THE HEALTH FUND LIST?
	WE TYPICALLY BECOME AWARE OF THIS BECAUSE AN OTS CLAIM GETS REJECTED WITH AN ERROR CODE ALONG THE LINES OF “PROVIDER NOT RECOGNISED” OR “PROVIDER NOT VALID”

	STEPS TO FOLLOW:
	retail products
	We keep track of all our inventory of all retail products within MINDBODY. You will need to make sure that you manage our products correctly within the system to ensure that we can then track sales correctly too.
	CREATING A NEW PRODUCT
	GO TO MINDBODY --> SERVICES & PRODUCTS --> RETAIL PRODUCTS --> ADD NEW PRODUCT
	COMPLETE EACH OF THE FOLLOWING SECTIONS: BASIC INFORMATION, INVENTORY, MEMBERSHIP SETTINGS & DISCOUNTS.



	BASIC INFORMATION
	INVENTORY
	MEMBERSHIP SETTINGS

	DISCONTINUING A PRODUCT
	GO TO MINDBODY --> SERVICES & PRODUCTS --> RETAIL PRODUCTS --> find the product you are after

	CREATE A NEW SUPPLIER
	GO TO MINDBODY --> SERVICES & PRODUCTS --> RETAIL PRODUCTS --> MORE --> SUPPLIERS

	CREATE A NEW REVENUE CATEGORY
	GO TO MINDBODY --> SERVICES & PRODUCTS --> RETAIL PRODUCTS --> MORE --> PRODUCT REVENUE CATEGORIES

	STOCKTAKE
	GO TO MINDBODY --> INSIGHTS --> REPORTS --> INVENTORY ON HAND

	LOGGING NEW INVENTORY
	GO TO MINDBODY --> SETTINGS --> INVENTORY --> INVENTORY TICKETS

	weekend surcharge
	As of the 1st Jan 2023 we introduced a surcharge for all weekend and public holiday appointments. The surcharge is a flat amount of $5.50 which will be applied to the standard price of each appointment, regardless of length. The contractors will receive $5 of this surcharge as an added rate for providing services to clients on these days, with the remaining 50c being required as GST.
	SCRIPTING AROUND THE SURCHARGE
	If a client ask’s why we have a surcharge:
	New Clients
	Existing clients


	ADDING THE SURCHARGE TO APPOINTMENTS
	Step 2: Click in the ‘search for a service’ box and select weekend/ PH surcharge.
	Step 3: Click on the ‘add’ button to add the surcharge to the appointment. You will notice that the therapist name should be automatically chosen.
	Step 4: Press save on the appointment to finish adding the surcharge.
	REMOVING THE SURCHARGE FROM APPOINTMENTS
	Step 1: Open the clients appointment that you wish to removed the surcharge from. Click on the ‘x’ next to the weekend/ PH surcharge. The surcharge will then be removed from the appointment and you can press save to update the change.
	Step 2: You can make sure the surcharge was successfully removed from the appointment by seeing that the plus symbol as been removed.
	RETAILING APPOINTMENTS WITH THE SURCHARGE
	RETAILING SURCHARGED APPOINTMENTS WITH A PROMOTION
	weekly clean shifts
	Weekly at every clinic there are clean shifts. These shifts are to be completed by the rostered on receptionist on the designated day. These shifts are very important in maining our clinics clean atmosphere and ensure our therapists have all the tools they need during treatment.
	WHICH DAY THE CLEAN OCCURS AT EACH CLINIC
	FORTNIGHTLY EXTERNAL CLEANERS

	WEEKLY CLEANING DUTIES TO BE COMPLETED BY RECEPTION
	MASSAGE ROOMS:
	TEA ROOMS:
	RECEPTION AREAS:
	MISC:
	FLOORS:

	WHEN EXTERNAL CLEANERS ARE NOT IN
	HOW TO REMAKE AND WIPE DOWN A MASSAGE BED
	HOW TO CLEAN BRITA WATER JUGS
	monthly feedback review report
	The monthly feedback review report is completed at the start of the month for the month before, Ie – in early April run the report for the whole of March. This report collates all reviews that clients have given in response to our feedback emails. Once you have run the report and exported it to excel it is then emailed to the general manager.
	INSTRUCTIONS

	Step 3: Select Reports, then from the drop down menu choose Export Data, this will open another new tab.
	Step 4: Under Select Report Type, choose Review Report from the Drop Down Menu. set the date range of month before, Select location (you will need to run the report for each location individually and can only generate 1x report at a time). Then hit Run Report.
	Step 5: Refresh Report to get the download (might need to do this a few times). Download and open in excel
	Step 7:

