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Executive Summary

Northern Beaches physio customers choose on trust and explanation quality, and
their goal is return to a specific activity, not just pain relief.

Finding 1: 'Explains everything clearly' is the single most repeated positive driver across all Australian physio
reviews, appearing in multiple independent sources. It is the primary trust signal before and during treatment.

Finding 2: The dominant customer goal is return to a named activity (surfing, running, sport, daily function), not
generic pain relief. Clinics that frame outcomes around activity win the language battle.

Finding 3: Proximity and convenience are active selection filters. One Dee Why reviewer explicitly shortlisted
‘similar clinics around Dee Why" after their previous clinic became too far away.

Finding 4: Fear of open-ended commitment is a documented pre-purchase objection. Customers want a
realistic session count before they commit.

Finding 5: 'Kept coming back when not necessary' is a named negative. Customers distrust clinics that appear
to extend treatment without clear reason.

Clearest Pain Pattern

Being held back from a specific activity. Customers describe pain in terms of what it stops them doing: surfing,
running, competing, working.

Commercial Implications

Lead with activity-specific outcomes in all messaging, not pain relief. Clear explanation of diagnosis and
treatment plan is the primary trust mechanism. Addressing session-count anxiety upfront removes a
documented barrier to booking.

High confidence on explanation quality, activity-focused outcomes, and session-count anxiety. Medium confidence on
proximity: one direct Dee Why quote supports it but the evidence base is narrow. Low confidence on surfer-specific pain
patterns: inferred from competitor positioning rather than direct patient quotes.

Pain Points
PAIN POINT WHAT IT MEANS CONFIDEN EXAMPLE EVIDENCE
Cl=

Injury stops a specific activity Customers frame their problem High 'Pain, injury, or
as 'l can't surf/run/train’, not 'l movement concerns
have pain'. Messaging must holding you back?' used
mirror this framing. by two separate

Northern Beaches
competitors as primary
headline.

Not knowing what is actually wrong Diagnosis clarity is a purchase High '‘Shaun quickly identified
driver. Customers who feel the source of the
undiagnosed keep searching for problem and explained
a new provider. everything

clearly." (Melbourne
Sports Physio review)
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PAIN POINT WHAT IT MEANS CONFIDEN EXAMPLE EVIDENCE
CE
Lingering injury that has not resolved A significant share of new High 'l ended up going to see
elsewhere patients have already tried other Nick after a lower back
providers. Positioning around sports injury that had
‘why it keeps coming back' is lingered for about two
directly relevant. years.' (Brisbane Physio
review)

Customer Questions

QUESTION BUYING WHY IT MATTERS CONFIDENCE
STAGE
How many sessions will | need? Early Research  Directly addressed in multiple Australian High

physio FAQs. Answering it on the website
reduces friction.

Will | be able to get back to my Evaluation Activity-specific return is the primary desired High
sport? outcome. Clinics that answer this explicitly win
consideration.

Is physiotherapy covered by my Purchase Appears in multiple Australian physio FAQs. High
private health insurance? Decision HICAPS on-the-spot is a direct answer and
should be prominently communicated.

Desired Outcomes

OUTCOME WHY IT MATTERS CONFIDENCE
Return to a named sport or Customers who see their sport named in clinic messaging High

activity feel immediately understood.

Understand what is wrong and Explanation quality is the top-rated attribute in Australian High

why physio reviews and drives word-of-mouth.

Tools to self-manage and prevent Customers value exercises and education that reduce High
recurrence perceived dependency on the clinic.

Key Messaging Themes

PHRASE CATEGORY SUGGESTED USE

get back to doing what you Desired Result Primary headline or subheadline.

love

holding you back Problem Use in problem-framing copy to describe the injury state before
treatment.

explained everything clearly  Desired Result Use in testimonial prompts and service descriptions.
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Key Insights

1. Insight 1: Explanation quality is the single strongest trust driver in Australian physio reviews. This must be
built into every consultation and visible in all marketing.

2. Insight 2: The customer goal is activity-specific return, not pain relief. Messaging that names the activity
outperforms generic pain-relief copy.

3. Insight 3: Session-count and cost uncertainty is the primary pre-booking barrier. A clear initial assessment
with a stated recovery pathway, combined with visible HICAPS messaging, removes the two biggest friction
points.

4. Insight 4: Proximity is an active selection filter. One verified Dee Why reviewer explicitly shortlisted clinics by
location after their previous clinic became too far away.

5. Insight 5: Patients who have failed with previous providers are a high-value segment. They will switch if a
clinic can credibly explain why its approach is different.

Evidence Quality

Useful sources found: 14 | Overall confidence: Medium
Source types: competitor homepages, Google reviews via Trustindex, Trustpilot reviews

Gaps:

» No direct Reddit or forum threads from Northern Beaches patients found.

 No direct patient voice from surfer-specific injury context. Surfing injury evidence is inferred from competitor positioning.
* No clinical Pilates-specific patient reviews found.
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