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Learning Objectives

ẄUpdate your understanding of consumerism

ẄBecome an agent for change

ẄSmart small for big impact



BUILDING THE CASE
Things to Know about Consumerism



.ǳǘ CƛǊǎǘΧ
What Happened?

Ç Consumerism on the riseéand then

Ç COVID accelerates the 

transformation to digitaléand then

Ç Social justice creates higher 

awarenesséand then

Ç And now deferred care throwing 

everyone off!



But Consumerism 
aŀǘǘŜǊǎ 9ǾŜƴ aƻǊŜΧ

Patient = Horizontal

Customer = Vertical

Consumer = Mobile



Expectations Are Set 
9ƭǎŜǿƘŜǊŜΧ

Consumer expectationsare 
extending from their everyday 
retail experiences into the 
complexities of healthcare.



¸ƻǳΩǊŜ /ƻƳǇŀǊŜŘ ǘƻ .ŜƭƻǾŜŘ .ǊŀƴŘǎ



Seamless Omnichannel Experience



Personal and Individualized



TAKE LEADERSHIP
YOUARE THE MARKET MINDERS



¸ŜŀƘΣ .ǳǘΧ

ẄάhǘƘŜǊ LƴŘǳǎǘǊƛŜǎ !ǊŜƴΩǘ [ƛƪŜ ¦ǎέ

ẄάLΩƳ Wǳǎǘ [ƛƪŜ hǳǊ tŀǘƛŜƴǘǎΣ {ƻ L !ƭǊŜŀŘȅ Yƴƻǿέ

Ẅά9ǾŜǊȅ /ƻƴǎǳƳŜǊ ƛǎ ǘƘŜ {ŀƳŜέ

ẄάLǘΩǎ LƳǇƻǎǎƛōƭŜ ǘƻ !ŘŘǊŜǎǎ 9ǾŜǊȅƻƴŜΩǎ bŜŜŘǎέ

Ẅά¢ƘƛǎΣ ¢ƻƻΣ {Ƙŀƭƭ tŀǎǎέ



3 Keys to Success

ẄConnect the Dots

ẄStats Are Your Friend

ẄMake Other Friends, too



Language of Change

CURRENT

STATE

FUTURE

STATE

TRANSFORMATION



Recognize the Challenge



Put Your Role into Broader Context



Connect the Dots



Stats: Virtual Up...



Stats: But Now Down...What?

Source: AteevMehrotra et al.,The Impact of the COVID-19 Pandemic on Outpatient Visits: Practices Are 
Adapting to the New Normal (Commonwealth Fund, June 2020). https://doi.org/10.26099/2v5t-9y63

https://www.commonwealthfund.org/publications/2020/jun/impact-covid-19-pandemic-outpatient-visits-practices-adapting-new-normal
https://doi.org/10.26099/2v5t-9y63


28%

Stats: Bigger Picture

w/poor digital 

experience 

switch

40%
Increase from 

2019

40%
No longer sit in 

waiting room

37%
Increase in 

digital tools

Source: 2020 Healthcare Consumer Experience Study (Cedar/Survata)



Omnichannel - Experiential Marketing

https://youtu.be/YV2SIP043GM


