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Personalization

Personalization is a process that draws on the attributes and 
actions of individuals or groups of users to increase the 
relevance of a digital experience.

Personalization is an opportunity to:

✓ Prioritize the choices offered to users

✓ Create an experience that is highly relevant and convenient

✓ Systematically improve results from digital efforts
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Agenda: What we’ll cover today

1

Why personalization is a 
critical part of your 
marketing mix, working to 
boost the results of all of 
your other marketing 
efforts – from advertising to 
search to CRM campaigns.

2

The two strategic bookends 
that frame a successful 
personalization project.

3

How to identify and 
prioritize the most effective 
tactics for your 
organization.

4

An overview of the 
landscape of 
personalization 
technologies and 
considerations for selecting 
and implementing a 
solution.



— REFLECTION —

How are you feeling about your 
own personalization journey?



Why personalization?

1
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Personalization aligns with 
consumer expectations.

“I expect healthcare 
websites to personalize 

my experience by 
understanding my 

preferences and needs 
as an individual to 

deliver more relevant 
information and 

services.”

79%
of consumers 

somewhat or 
strongly agree

geonetric.com/2022-consumer-survey
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Personalization creates a better 
consumer experience by 
improving relevancy

“It is frustrating
when healthcare 
websites show or 

recommend 
information or 

actions that aren’t 
relevant to me.”

68%
of consumers 

somewhat or 
strongly agree

geonetric.com/2022-consumer-survey
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Most consumers trust the 
privacy practices of healthcare 
websites.

“I trust healthcare 
websites to protect 

the privacy of my 
information.”

73%
of consumers 

somewhat or 
strongly agree

geonetric.com/2022-consumer-survey
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A variety of personalization 
methods are being used by 
healthcare marketers.

0% 10% 20% 30% 40% 50% 60%

Traffic source or campaign

Geography

User-provided preferences

User behaviors

Information provided by your CRM…

Signed-in/individually identified users

None - we do not personalize our…

Unsure

Personalization Methods Used

geonetric.com/21-trends
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Healthcare marketers are 
increasingly able to demonstrate 
the value of personalization. 

Disagree, 9%

Neutral, 36%

Agree, 45%

Strongly agree, 9%

Our organization can demonstrate that website 

personalization has improved the performance of 

our digital marketing

geonetric.com/21-trends
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Healthcare marketers report the 
biggest barrier to personalization 
is the overall difficulty.

0% 5% 10% 15% 20% 25% 30% 35%

Need an easier way

Unable to measure success

Lack of expertise

Lack of tools/infrastructure

Goals unclear

Barriers to Personalization

geonetric.com/21-trends



— REFLECTION —

Why is personalization important 
for your organization? 



Establishing the bookends of your 
personalization strategy

2



How do you know if 
personalization is the next step?



The layers of creating

personalized experiences

Analytics

Audience

Experience

Conversion
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Top-down vs. bottom-up approaches to 
personalization strategy

Broad Strategy

Top-down prioritization of strategies drives 
implementation of tactics.

Specific Goal

Bottom-up prioritization of outcomes  
drives implementation of tactics.

Specific Goal Specific Goal



Webinar: Avoiding the Data 
Drop-off

Avoiding the Data Drop-off: Achieving Meaningful Measurement in Healthcare. Visit: geonetric.com/webinars



Avoiding the Data Drop-off: 
Patient Journey Conversion 
Funnel

Avoiding the Data Drop-off: Achieving Meaningful Measurement in Healthcare. Visit: geonetric.com/webinars



Avoiding the Data Drop-off: 
Conversion Drop-off

Avoiding the Data Drop-off: Achieving Meaningful Measurement in Healthcare. Visit: geonetric.com/webinars



Avoiding the Data Drop-off: 
Barriers to Success

Avoiding the Data Drop-off: Achieving Meaningful Measurement in Healthcare. Visit: geonetric.com/webinars



Avoiding the Data Drop-off: 
Attaining Meaningful 
Measurement

Avoiding the Data Drop-off: Achieving Meaningful Measurement in Healthcare. Visit: geonetric.com/webinars
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Personalization offers an opportunity to 
improve results

Select & 
Schedule
Appointment scheduled

Care
Appointment held

Research
Providers, locations, 
services, care type, etc.

Need
Care-seeking 
consumers

Awareness

Analytics

Audience

Experience

Conversion1

2

3
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1. Prioritizing key 
conversions and actions

Analytics

Audience

Experience

Conversion1

Which actions have the greatest potential for driving 
growth?
✓ Focus first on conversion points that result in direct business 

impact

✓ As needed, include digital actions that lead to offline conversion 
(but verify)

✓ Prioritize looser metrics (e.g., engagement) appropriately
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2. Identifying and 
targeting audiences

Analytics

Audience

Experience

Conversion1

2

Which groups of visitors are targetable and can directly 
impact your prioritized conversions? 
Consider technical attributes as well as behavioral:

✓ Search, content viewed, abandonment of a path

✓ Digital and CRM campaigns or audience groups

✓ Device, time of day, geography
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3. Tailoring the 
user experience

Analytics

Audience

Experience

Conversion1

2

3

What changes in the experience make information and 
key actions more relevant for the targeted audiences? 
✓ Prioritize and emphasize actions or information based on the 

user’s context

✓ Create consistency across channels through shared messaging, 
creative, etc.

✓ Retarget actions or messages based on previous engagement



Improving the experience begins by 
understanding the audience.
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Personas guide the experience by crystalizing who a 
personalization campaign is being designed for.
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Journey mapping provides a guide for addressing 
the evolving needs of a persona over time.

User focused

Doing

Thinking

Key Behaviors

Organization 
Focused

Digital Opportunities

Insights

Natural State Trigger Research
Select

& Schedule
First

Appointment
Ongoing

Care

Persona 1:

Young & Healthy
Olivia has had health insurance through
work for a while. She uses urgent care if
she has a need, but her employer has
been encouraging everyone to select a
primary care doctor covered by their
insurance plan.

She’s thinking that might be best, as she’s
an avid runner and has recently had
some knee pain. Maybe it’s time to
schedule physical therapy (PT) as well.

Thoughts – Feelings – Pain Points –
Goals – Needs – Actions – Gain 
Creators – Pain Relievers



— REFLECTION —

If you approached personalization from 
the bottom up, what would your next 

steps be?



Creating a sustained 
personalization program

3



Technology alone is not a 
personalization strategy.



Personalization and optimization are 
a core part of digital strategy.
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Finding success with personalization requires 
new ways of thinking and working.

Moving away from … Moving toward …

Internal focus Consumer focus

Guessing & opinions Data-driven decisions

Fear of “failure” Support for continuous learning

Project mindset Sustained investment
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A personalization program builds value over time 
through continuous feedback loops.

1

Valuable 
Actions

3

Modified 
Experiences

4

Real World 
Testing

5

Analysis & 
Optimization

2

Targetable 
Audiences
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Example: Boost extended hours urgent care self-scheduling

1 2 3 4 5

Valuable 
Actions

Modified 
Experiences

Real World 
Testing

Analysis & 
Optimization

Targetable 
Audiences



Consumer Experience (CX) Maps 
Communicate Personalization Design
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Example: Boost extended hours urgent care self-scheduling

1 2 3 4 5

Valuable 
Actions

Modified 
Experiences

Real World 
Testing

Analysis & 
Optimization

Targetable 
Audiences
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Example: Increase new pediatric primary care patients

1 2 3 4 5

Valuable 
Actions

Modified 
Experiences

Real World 
Testing

Analysis & 
Optimization

Targetable 
Audiences



— REFLECTION —

What is the biggest shift in organizational 
thinking needed to support a long-term 

personalization strategy?



Applying technology to 
support your strategy

4
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Creating more relevant experiences can involve 
a tangled mess of systems

Content 
Management 
System (CMS)Customer 

Relationship 
Management 

(CRM) Customer 
Data 

Platform 
(CDP)

Web 
Analytics

Campaign 
Management

Advertising 
Platforms

Testing 
& 

Optimization

Search & 
Relevancy

Electronic 
Medical 
Record 
(EMR)

Patient 
Portal(s)

Identity 
Management 
/ Single Sign 

On (SSO)

Marketing 
Automation

Business 
Intelligence
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Platform vendors are shifting from broad, unified systems 
towards composable suites of more focused solutions

Unified Composable
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Analytics

Conversion

Breaking apart the personalization technology stack 
into layers can help focus the effort

Audience

Experience

✓ Directly drives the consumer experience
✓ Represents a huge range of options
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Audience + Experience: Match the potential value 
to the effort and complexity of available options

High effort / complexityLess effort / complexity

Non-identified profiles Authenticated usersNo profilesUser profile

Single visit Multiple visitsScope of use Omnichannel

Experience Rules-based AI / ML Recommendations 1:1  Next-best action
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Personalization Technology

Questions to consider

- What is the set of tools and systems you have at hand today?

- Is there sufficient strength in your Audience and Conversions 
bookends to justify the need for a technology investment?

- What additional technology is needed to support the initiation of a 
sustained program?



— REFLECTION —

What technology is already in place to 
begin your program and start learning? 
What small additions are needed to grow from there?



Putting it all together
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Key Takeaways

✓

Personalization is an 
opportunity to improve 
business results through 
the process of creating 
more relevant, 
individualized digital 
experiences.

✓

To get the greatest value 
from personalization, you 
must understand the 
outcomes you’re looking 
for and the needs of the 
related audiences.

✓

Personalization requires 
both technology and a 
strategic program.

✓

Prioritizing efforts based 
on value within a 
sustained program allows 
organizations to achieve 
greater results from their 
personalization work.
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Partnering with Geonetric
Helping healthcare brands thrive with effective digital strategies.

User Experience

Support for user-centered experiences 
through user research, persona 

development, digital journey mapping, 
and UX audits.

Personalization & 
Optimization Services

Strategic planning and execution of 
personalization and optimization 

programs.

Digital Experience Solutions

Technology platforms for creating and 
optimizing personalized healthcare 

digital experiences.
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Don’t Miss Our Next Live Webinar
Craft Your Organization’s Digital Front Door Strategy with Help 
From the 2022 Consumer Health Survey

Wednesday, October 26 @ 1:00 PM CDT

Get a deep dive on the results of the 
2022 Consumer Health Survey.

geonetric.com/webinars
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Download the Results of the 2022 
Consumer Health Survey

Craft Your Organization’s 
Digital Front Door Strategy

geonetric.com/2022-consumer-survey
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• Questions for David? Enter them in the chat!

David Sturtz
Vice President, Experience Strategy

Q&A with Today’s Presenter
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