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Consumer expectations vs. organizational strengths

Kaufman Hall 2017 Healthcare Consumerism Survey
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What Our Consumers Want

Quality of Clinical Outcomes

Availability of Complex Care & Treatments

Accessibility of Care

Geographic Coverage

Consumer Experience

Our Competitive Differentiators



Understanding
Transparency

Experience

QualityPrice
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Transparency: Patient Experience

78% of consumers 
trust online reviews 
as much as 
personal 
recommendations. 
— Brightlocal

https://www.brightlocal.com/research/local-consumer-review-survey-2018/
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Transparency: Quality

Leading healthcare 
organizations have 
worked to integrated 
benefit-focused quality 
information throughout 
their digital efforts.
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Transparency: Price



Access and transparency are central 
to the emerging competitive landscape.

Your Health 
System

The Competitor 
Down the 

Street



The COVID-19 pandemic has 
altered consumer behavior,
amplifying and accelerating 

previous trends.



COVID-19 drives substantial growth in online purchasing



Consumer loyalty during COVID-19 affected by 
availability, convenience, and value
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Finding the right
care provider
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Common challenges for provider directories

Strategy

Physician strategy

Brand strategy

Governance

Content

Data

Content creation

Call to action

Findability

Search features

Integrated UX

SEO



A provider directory must be
flexible & integrated



Ensure a fully-integrated
and tailored experience

Providers

LocationsServices
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How healthcare consumers evaluate providers

• Pass/fail criteria
• Filters providers in/out of 

consideration

• Do they accept my insurance?

• Can I get to them?

• Are they accepting new patients?

• Can they treat my conditions?

• More nuanced evaluation 
• Ranks providers according to 

preferences

• Will I like them?

• Do others trust them?

• Are they good?

• Are they convenient?

Qualification Criteria Selection Criteria
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Address patients’ needs

• Conditions

• Expertise

• Likability

• Convenience

• Endorsement

• Accessible
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Create a narrative
• Humanize the professional

• Display a sense of commitment 
to their work

• Help to begin a relationship 
with the patient

Use web writing best practices:

• Focus on the user

• Keep it simple

• Make it easy to take action

https://www.geonetric.com/physician-marketing/write-powerful-provider-profiles/

https://www.geonetric.com/physician-marketing/write-powerful-provider-profiles/
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Write powerful provider profiles

Interviewing tips:

• How they approach care (Are they efficient and 
straightforward? Do they want to make patients feel 
comfortable and secure?)

• How and why they decided to enter medicine and a 
particular specialty

• What they find rewarding about their career

• What patients can expect during an appointment

• How the providers spend free time (e.g., with family, hobbies 
or community involvement, especially any activities that tie 
into health, wellness, or medical care)

https://www.geonetric.com/physician-marketing/write-powerful-provider-profiles/

https://www.geonetric.com/physician-marketing/write-powerful-provider-profiles/
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Think beyond the bio.

 Videos

 Blog posts

 Interviews

 Podcasts

 Patient stories

 Infographics

 News articles

 Webinars

 Images

 Presentations



7%

17%

14%

30%

31%

34%

Total, all occupations

Health diagnosing & treating practitioners

Physicians and surgeons

Physician assistants

Nurse anesthetists, nurse midwives, and nurse practitioners

Physical Therapists

Percent change in employment, projected 2014-24

Who is a “provider”?
Significant growth expected for other types of clinicians

Bureau of Labor Statistics, U.S. Department of Labor, Occupational Outlook Handbook, 2016-17 Edition



Access goes beyond 
the “digital front door.”
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Over half of Google searches 
now end without a click.

Zero-click searches must be part of your SEO strategy.
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White Paper
Choosing the Right Healthcare 
Provider Directory Software

Available for download at 
geonetric.com/provider
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Level of care

Clinical fit

Process

Financial fit
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Appointment requests & care navigation

Online forms and 
workflows can support 
a wide variety of needs 
for care navigation –
closing the user 
experience gap.

https://www.getformulate.com/
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Access options in the market

Source: Kaufman Hall 2019 Healthcare Consumerism Survey
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“Save-a-Spot” & Wait Times



geonetric.com

Direct appointment scheduling with providers
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Navigating direct scheduling by service or specialty



geonetric.com

Patient Access
Enabling healthcare consumers to find and receive 

appropriate, timely, and convenient care.



“Convenient” varies
based on context.

Personalization allows you 
to leverage context.
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Geographic personalization works to highlight convenience

Provider and location 
directories in VitalSite 
use the consumer’s 
location to provide 
relevant search results
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Personalization prioritizes relevant, convenient options

Geographic 
personalization 
customizes VitalSite’s 
SmartPanels, 
highlighting providers 
and locations 
“nearest me”



Telehealth is
here to stay



Telehealth & Virtual Visits



Telehealth & Virtual Visits
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