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DENTAL

Patient Bridge

Google Analytics GA4 Integration

Customers can now track a patient's online booking journey as an end to end e-commerce transaction via their
Google Analytics accounts. This feature tracks the online booking from the customer’s website through the
booking in R4+ and Sensei Cloud.

A completed transaction is when the appointment is entered into the DPMS. This is unique to the Patient
Bridge feature and enables customers to better prioritise their Google Ad marketing budgets; customers can
make a potential savings of up to 30% on their paid search expenditure. Customers can also gain a better
insight into the treatments and services patients are searching for and booking.

When configured, the tracking is active across every online booking journey and is reported back to the
customer’s Google Analytics automatically. A customer must have the Patient Portal integration to use this
feature.

Configuring a Customer’s GA4 Measurement Tag
To configure the measurement tab in Patient Bridge:

1 Navigate to the Patient Portal with Patient Bridge.
2 Click Edit Practice Branding.

3 Enter the Measurement ID in the Google Analytics Tag field.

Analytics

Google Analytics Tag | G-KVNYJ4N29J

Add your GA4 Measurement ID (Google Analytics
Tag) here to send Online Booking tracking events to
your GA4 account

When the tag has been entered and saved, the feature is activated automatically.

Tracking Feature

The GA4 is integrated to track the online booking journey as a series of Events that are then mapped as an
E-commerce journey within Google Analytics. The Events are the different stages of the online booking
journey; for example, searching for availability, choosing a booking slot, making a payment, and so on.
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Typical Booking Workflow

The following diagram represents a typical booking workflow and shows which GA4 events will be emitted at
each stage of the patient journey:
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Supported GA4 Events

Patient Bridge uses the e-commerce/online sales related events to provide insights into the online booking
journey. The following list of built-in and custom Google Analytics events will be integrated into the booking
workflow:

view_services—A custom event that indicates the patient has viewed a list of available services.

view_clinicians—A custom event that indicates the patient has viewed a list of available clinicians for
a particular service.

view_item—A built-in GA4 event that indicates the patient is viewing availability for a particular
service. This is treated as if the patient is viewing a product in an e-commerce setting.

add_to_cart + begin_checkout—Two built-in GA4 events that are emitted at the same time when a
patient selects the timeslot they want and begins either to:

« Fill out the patient information (Customer Website Journey)
OR

« Confirm the appointment date/time in the confirmation modal (Non-Customer Website Journey
bookings)

add_payment_info—A built-in GA4 event that indicates the patient has been redirected to a payment
provider to select a payment method for the appointment. This event will only be emitted if payment is
required for the booking.

booking_request—A custom event that indicates that the patient has provided all the required
information, including payment authorisation, if required. The booking is now requested and will be
processed. This is the end of the interactive phase with the patient in a browser session.

purchased—A built-in GA4 event that indicates the booking is now complete and the appointment is in
the DPMS system. If payment was required, then this event also indicates that payment has been
taken. If payment was not required, then a purchase with a value of £0.00 will be sent to GA4.
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Server-Side Tracking

Server-Side tracking is required to support the final stage of the booking process. Because the patient is no
longer present and has typically closed the browser session by the time the booking is confirmed, the booking
system emits the final purchase event to confirm the appointment has been booked.

A dedicated, hosted Google Tag Manager Server-Side container has been implemented to facilitate this. To
support this, the Online Booking process captures the client_id of the patient's browser session and associates
it with the online booking. When the booking is complete, the back-end service uses the client_id to emit the
purchase event to the Server Side Google Tag Container. This associates the purchase event with the patient.

Examples of Google Analytics Reporting
The following reports are provided by default within Google Analytics:

Sales - Purchase Journey—This report shows the bar chart tracking the Abandonment Rate of each stage of
the Booking/Purchase Journey along with the device types used when completing the sessions.

Show open funnel @ (@) View funnel steps

Step3 Seps

Session start 100%  Views pmduc( 667%  Addtocart 90% Begm checkout 100%  Purchase 222%
Aban nent rate
W5 @ . 7 778
Q search. Rowsperpage 10  ~ 120f2
Device category + 4 1. Session start 2. View product 3. Add to cart 4. Begin checkout 5. Purchase
{User count) “{User count) " (User count) (User sount) {User count)
Total 5 10 9 o 5
100% of total 00% of toal 100% of total 100% of total 100% of tota
1 desktop 12 9 8 2 2
2 mobile 2 1 1 1 0

Ecommerce Purchases—This report tracks the different online booking services that have been used,
including a sum of the total revenue of prepayments attached to any of the services.

items viewed by Item name over time

23 25 7 29 01 03 05 o7 [ 1 3 15
Dec

21
Nov

€3 Total @ Clinician Overrides Testing @ Emergency 111 Bookings Only @ Implant APPTTESTs @ Defauft Hours Test @ Carestream Consultation

Q search Rows perpage: 10 v 1-60f 6

= ftem name - + & A b M e I

1 Clinician Overrides Testing 26 14 2 £70.00

2 Emergency 111 Bookings Only 25 14 0 £0.00

3 Implant APPT TESTs 7 6 o £0.00

/] 4 Default Hours Test 6 1 o £0.00
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Sales Overview—This report is an overview of all the E-commerce activity that has been tracked.

Ecommerce revenue @

£131K

Total revenue

£131K

Nov Dec

Average purchase revenue per active user @

£2.67

Nov Dec

£500

£4.00

£300

Total purchasers @

First time purchasers ®

’ 3.6K 3.6K @
£12K 300
£10K
£8K 200
£6K.
E4K 100
£2K
£0.00 0
24 01 08 15
o &
Items purchased by Q - Items purchased by @ - Items purchased by @ -
Item name Order coupon Item list name
ITEM NAME ITEMS PURCHA . ORDER COUPON ITEMS PURCHA. ITEM LIST NAME ITEMS PURCHA.
SR e L No data available No data available
Affordable Private R.. 650
Routine Dental Exam... 270
Adult Routine Exami... 178
Hygiene Appointment 157
Emergency Appoint... 136
Adult NHS Exam nz

Leads - Audiences—This report presents an overview of user types using the online booking service.

Audiences: Audience name @ -~ ma<~ 72
‘g fiter +
Total users by Audience name over time Day -
®
3K
x
1K
m 0
al 23 25 27 29 01 05 a7 03 " 13 15 17
Now Dec
3 Totsl @ AllUsers @ Purchasers
Q, Search.. Rows perpage: 10 1-20f2
= Audience name + 4 Total users New users Sessions Views per session Average session duration Total revenue
49,069 48,239 66,669 3.26 2m 41s £261,098.20
Total o
100% of total 100% of total 100% of total Avg 0% Avg 0% 100% of total
1 Allusers 49,069 48,229 66,669 315 2m28s £130,549.10
2 Purchasers 3808 10 3,599 204 3m sés £130549.10
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User Acquisition—This report tracks the source of the user traffic. This is useful to know from where the user
traffic is being generated; for example, social media, paid search, organic search, and so on.

Total users by First user primary channel group (Default Channel Group) over time

4K

21 23 25 7 29 0 03 05 o7 03 1 13 15 7
Nov Dec

€3 Total @ Referral @ Direct @ Orgaric Social @ Organic Shopping @ Organic Search

Q, Search. Rowsperpage: 10  + 1-60f6
= First user prim..Channel Group) ~ + + Ia?!?! ,N,ev‘f Fg!{lr[\j[\g Average engagement time Engaged sessions per Event count Key events User key event
e e i porie user e Allevents = All events - i
All events ~

T R R roin e T ot
1 Referral 34,369 33,756 4818 51s 096 330,366 1,623.00 434%
2 Direct 13,529 12,955 3474 49s 1.03 125427 2,448.00 15.33%
3 Organic Social 964 935 51 12s 082 6,046 12.00 1.25%
4 Organic Search 312 307 38 37s 077 2473 12.00 3.86%
5  Organic Shopping 272 269 62 10s 075 204 1.00 0.37%
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