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If you’re part of the home care industry today, you know the 
industry is gearing up for huge growth in demand as the baby 
boomer generation ages. This is great news if you’re an agency 
owner, having a large population of people in need of your 
services never hurts. But given the competitive climate in the 
home care space even with increasing demand you’ll still need 
to work hard to market your agency to make sure potential 
clients know about your services and the great quality of work 
your agency provides.

With that in mind, now is the time to be perfecting your 
marketing efforts and developing a strategy and tactics that 
really work to bring in new clients. Shoshana Technologies has 
served the home care industry for more than 25 years. In that 
time we’ve worked closely with hundreds of clients and have 
seen firsthand what types of marketing efforts are just okay, and 
what practices really translate into new clients choosing your 
agency.

Who will benefit from the information in this  
white paper?

“Securing Referrals for Your Home Care Agency” is a must read 
for new agency owners who do all the work in the beginning. 
Then as your business grows over time that new marketing 
person will need to get up to speed bringing in new clients.  It 
will also benefit any office staff that might encounter potential 
referral sources. 



The Importance of Establishing a 
Process to Generate Referrals

In the home care industry referrals often account for a large 
percentage of a home care agency’s new clients. These 
referrals may come from one of two categories. The first 
being personal referrals that are recommendations from 
past and current clients and their family members. The 
other type of referrals is that from professional sources from 
doctors, hospitals, and other health or social service-related 
professionals and organizations.

In both cases, it is important that you establish a process for 
nurturing and asking for these referrals on a regular basis. 
By creating and implementing an easy-to-follow process, 
you’ll make cultivating referrals a mainstay of your marketing 
activities and you’ll ensure that you always have a pipeline of 
new clients coming in.   

What should this kind of process look like? Let’s take a 
look at ways to develop key practices to help bring in both 
professional and personal referrals for your home care 
agency.
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When developing a process to generate referrals from professional or 
personal contacts there are a few key steps we recommend you put in place:

If you are using the Rosemark 
System then you already have 
a way to keep this organized. 
Organize by organization, role  
and people and communicate 
with them directly from Rosemark.

T I P :

In Rosemark you will use your 
pending and completed actions 
to keep up on your tasks and 
appointments. And Rosemark 
will remind you when it’s time to 
connect with those important 
business connections.

Referral Contact Database – You’ll 
first want to identify professional contacts 
in your area who are in a position to refer 
your home care agency to potential clients. 
This could include doctor’s offices, hospitals, 
home health care agencies and other health 
or social service-related professionals and 
organizations. Then you’ll want to gather 
contact information for these individuals and 
create a database of this information. Make 
sure this database is kept up-to-date and can 
be easily searchable so you can refer to and 
utilize it on a regular basis. But using the tools 
properly is the key to success. 

Establish a Schedule for Reaching Out –  
Once you have a contacts database in order, 
you’ll want to establish a schedule for regularly 
connecting with these contacts to keep your 
home care agency top of mind for them. 
These connections can include anything from 
in-person meetings to emailed messages or 
phone calls depending on what is appropriate 
for a given contact at a specific time. When 
reaching out you’ll want to be sure to inform 
your contacts of any changes in your agency 
since you last talked including things like 
new services, certifications, and expertise, 
or agency news such as staffing changes or 
awards earned. 

Utilize an Alert System – To make sure you 
don’t let too much time go by before connecting 
with each contact you have, utilize an alert 

Thank You for Referrals – When a contact 
does send a potential client your way, be sure 
to follow up with that referral source with a 
thank you call or email to recognize how much 
you appreciate their recommendation.

T R A C K I N G  R E F E R R A L S

T I P :



Securing personal recommendations from current or past clients is 
also best done by establishing a process and then implementing that 
process with each potential referral source when appropriate. These 
are the steps that professionals use as a guide for getting referrals and 
keeping the door open for future referrals.

S T E P  1 :  A S K  F O R  P E R M I S S I O N

To start a conversation with a potential referral source, you’ll want to 
start by asking for permission to proceed. For example, you might say 
something like this:

“I’ve been hesitant about asking you for a referral, however, I see the 
benefits of continued networking. Would asking you or your staff for 
referrals make you uncomfortable at all?”

S E C U R I N G  P E R S O N A L 
R E C O M M E N D A T I O N S

In asking for permission to talk about referrals, you’ve begun the process of 
turning a potential referral source into a willing participant. This can disarm an 
uncomfortable person almost immediately.  And this step of asking permission 
gives your contact an opportunity to respectfully back out. This practice of 
providing your contacts with a “parachute” to deploy and exit a conversation if they 
are uncomfortable at any point will be key throughout your referrals process.

S T E P  2 :  A S K  Q U A L I F Y I N G  Q U E S T I O N S

If they haven’t said “no” then you might proceed by asking this series 
of questions. These are suggestions and can be used in different 
combinations. The point is that you get comfortable with this process 
and make it your own. When talking with a personal contact you could 
use these suggested questions:

How long would you say we’ve been working together?

In that time, what have we been able to accomplish for you?

I forget, what made you choose us in the first place?

When, do you think, would be a good time to ask you for a referral?

What were some of the reasons that led you to select our home care 
agency over the others referred for services?



S T E P  3 :  G O  F O R  T H E  G O L D  ( A S K  T H E  Q U E S T I O N ! )

If you are still in good standing then you can feel safe to ask for the referral now. 

For clients or clients’ family members you may want to use questions like these:

Have you heard any of your friends mention frustrations about their home care services, or 
that they just need additional support around the house?

With your knowledge of the care we provide, do you think we might be of help to anyone 
you know?

S T E P  4 :  A S K  F O R  P E R M I S S I O N  T O  R E A C H  O U T  A G A I N

If the person you’re speaking with has given you a referral, is not comfortable with giving 
a referral or no one is coming to mind for them, that’s okay. You might ask if they would 
feel comfortable with you reaching out to them at a later date. Even though they might 
not be able to think of any referrals at that particular moment, they would love to refer 
your agency if they know of anyone in the future.

In some cases, clients will send referrals your 
way without you even asking! Why would they do 
that? It’s pretty simple, here’s an example that you 
might recognize.

Say you’re looking for a new place to eat. You 
think back and remember when your friend 
Stacy told you about a great French bistro called 
Jacque’s. She told you all about the relaxed 
atmosphere, the friendly staff, the quick service 
and, of course, the delicious food! You take her 
advice and enjoy a wonderful night out.

Stacy just generated a referral for Jacque’s with 
no prompting on the part of the restaurant! If you 
provide your clients with exceptional service and 
care, they become your cheerleaders without 
a second thought. They want the best for their 
friends, so show them that you are the best and 
earn some unsolicited business!



For professional contacts such as assisted living care coordinators, 
care managers at group homes, hospital discharge planners, and care 
managers at medicare/medicaid agencies, you may use the  techniques 
from above. Tailor them to your situation. The key with these sources is 
that you solidify a relationship between them and your agency.

S T E P  1 :  M A K E  A  D E S C R I P T I O N  O F  T H E  K I N D 
O F  R E L A T I O N S H I P  Y O U  W A N T

How do you strengthen and solidify a relationship?  It will be important to 
have in mind, before you approach anyone, with thought and intent, the 
type of relationship you’d like to have with any given referral source. Keep 
a record of this description. it might look something like this: 

• Make professional and competent presentations

• Facilitate ongoing  earnest and gracious connection

• Provide value to your sources and communicate this  
in a professional way

S E C U R I N G  P R O F E S S I O N A L 
R E C O M M E N D A T I O N S

T I P :

Rosemark System’s Referral 
Tracking tools are great for 
keeping and reporting on 
this important information 
and data.

You will truly be ready to take your first steps. Make sure to keep your 
document up to date. It is an iterative process as many of the issues 
surrounding owning a business are.

Now that you have visualized and committed to 
writing the description of your referral relationships 
you will have a grounded place as a reference point. 
This will serve you well as you take the roller coaster 
ride of emotions that you will encounter during this 
process. The emotions of terror as you make that 
first contact (it gets better over time and practice), 
the disappointment of rejection (it will happen but not 
always), the thrill of being recognized and accepted 
(this will happen as well but not always) and the 
exhilarating feeling of getting those referrals.



S T E P  3 :  A S K  F O R  R E F E R R A L  –  I N  P E R S O N

Once you have established a relationship, I’ll leave that up to you to decide if the 
relationship is solid enough to then ask the big question(s). Below you will find some 
examples of what those questions might be.

In spending time with your clients, have you  
found anyone who might benefit  
from our care?

Is there anyone in your care right now that  
you think could use our services after they  
are discharged?

Do you know of anyone in your care who  
might be returning home and will  
require in-home care?

Would any of your patients benefit from  
additional services we could provide?

S T E P  4 :  F O L L O W  U P  A N D  N U R T U R E

Nurturing can start at any place in the relationship. But it is really important that 
your referral source does not feel neglected in any way. There is a delicate balance 
between bugging someone and creating a feeling of mutual respect. The latter is 
what you are after – always!

Don’t forget about the 
parachute that you always 
give your referral sources. This 
will always give them a way 
out and will build that trusting 
relationship that will be so 
important moving forward.

S T E P  2 :  M A K E  T O U C H E S

With any and probably all of these referral sources, the first touch might be a 
handwritten card, email or a phone call. They should offer a introduction to who you 
are. Take it slow but steady. If your first contact with them is an email and you got 
a response, take the time to reply politely and quickly even if it is a rejection. Take 
rejections lightly, they should not be considered set in stone. Things change in any 
organization, you can put them on the backburner for a few months and try again.  
Always keep good notes on any referral source. It will come in handy in many cases 
in the future. If it is not a rejection or they do not respond, proceed with the touches, 
trying to connect along the way. 



A D D I T I O N A L  R E S O U R C E S  A N D  I N F O R M A T I O N

“Five Common Mistakes You Might be Making Related to Client Referrals”  
(Blog post, May 2016)

“Best Practices for Managing Referral Data and a Look at How the Rosemark  
System Makes it Easy and Effective” (Blog post, October 2016)

“Need More Help to Create More Referrals in 2017?” (Webinar created in  
partnership with Home Care Pulse, December 2016)

 

Finally, a word about getting out there and having conversations with the 
people who could help to grow your business: just do it. Over time you will 
build relationships and provide great care there will be a growing number of 
people who are going to toot your horn leading you and your business toward 
a tipping point of success. Good luck. 

There is no doubt that in the years to come, home care services will be more 
in demand than at any other time in history. That said, taking time now to 
develop a robust system for client referrals to your business and key practices 
that provide your home care agency with a steady pipeline of potential clients 
is critically important. To access even more tips and information on how to 
better manage and optimize your referrals process, see the links below to 
other valuable resources we’ve made available.  

https://rosemarksystem.com/blog/five-common-mistakes-you-might-be-making-related-client-referrals/
https://rosemarksystem.com/blog/best-practices-managing-referral-data-look-how-rosemark-system-tools-make-it-easy-and-effective/
https://rosemarksystem.com/blog/create-more-referrals-2017/


Shoshana Technologies is so dedicated to serving the home 
care industry because we love working with entrepreneurs to 
help make their businesses successful. As a continually growing 
company ourselves, we appreciate the drive for business excellence 
we see in our clients and want to be a part of making their 
businesses thrive.

To learn more about The Rosemark System, contact us:

Phone: 734-662-3537 
Email: info@rosemarksystem.com
Rosemarksystem.com


