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Last year’s trends …

Return to 
normalcy by …
Fall … maybe?

Tremendous 
logistical 
challenges – and 
convincing 
people that the 
vaccine is safe ...

While also taking 
care of your 
staff.
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2021: Trying to do big things in a chaotic environment
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Continued acceleration of digital 
transformation has created a crisis in 
the healthcare consumer experience.

Healthcare organizations are pushing forward in three key areas:

Access and 
convenience

Ongoing patient 
experience

Data-driven 
continuous 

improvement
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Reimagining the healthcare digital experience

Access and 
convenience

Ongoing patient 
experience

Data-driven 
continuous 

improvement



Changing Consumer 
Expectations

• Online ordering
• Contactless delivery/pickup
• Contactless payment
• Home delivery
• Teleconferenced person-to-person 

interaction
• Remote working
• Greater flexibility
• Paid subscription relationships
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Healthcare Best in class

Other industries are raising the bar for digital experience

McKinsey & Company, Global Digital Sentiment Insights Survey

What if healthcare had the …
Digital adoption and frequency of usage of the entertainment industry?

Online spending of the grocery industry?
Experience satisfaction of the travel industry?

User trust of the banking industry?

Entertainment Grocery Entertainment Travel Banking
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Consumers are drawn away by convenient access
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Consumers are drawn away by interruptions and lack of 
differentiation in the ongoing experience
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All resulting in lost lifetime value
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Where are the largest gaps in capability?

Source: Geonetric Healthcare Digital Marketing Trends Survey 2021
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Helping patients get care

Source: Geonetric Healthcare Digital Marketing Trends Survey 2021
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Improving continuous health and wellness

Source: Geonetric Healthcare Digital Marketing Trends Survey 2021
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Addressing unified data

Source: Geonetric Healthcare Digital Marketing Trends Survey 2021



Today’s leading consumer digital experiences …

Provide instant access 
to solutions

Make complex offline 
operations invisible

Get better the more 
we use them

Create a long-term, 
“sticky” brand 
relationship
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Access and convenience



Pathways to accessing and receiving care 
have multiplied rapidly

Find a Doctor

Reserve Your Spot

Schedule Online

Virtual Urgent Care

Virtual Visit

Find a Location Near You

Call for Appointment
Start an eVisit

Call Ask a Nurse

Click to Chat

View ER Wait Times

Request an Appointment

Request a Referral

Create an Account



While access has improved, a lot of burden 
is still placed on the healthcare consumer

Provide instant access 
to solutions

Make complex offline 
operations invisible

Get better the more 
we use them

Create a long-term, 
“sticky” brand 
relationship





The challenge now is to simplify the experience

Find a Doctor

Reserve Your Spot

Schedule Online

Virtual Urgent Care

Virtual Visit

Find a Location Near You

Call for Appointment
Start an eVisit

Call Ask a Nurse

Click to Chat

View ER Wait Times

Request an Appointment

Request a Referral

Create an Account

Get Care



Telehealth



Source: Geonetric Healthcare Digital Marketing Trends Survey 2021





Telehealth
• Where does it fit 

clinically?
• Where will it be 

reimbursed?
• Coalesce around one 

toolset for the 
organization

• Processes to make this 
work well for clinicians 
and patients



Understand how consumers are accessing care. Use 
existing data to review and find gaps in this specific 
journey.

– Digital marketers focus on where telehealth fits 
into the digital experience in their organizations

– Perform a UX assessment

– Growing number of navigator tools to 
help connect health consumers to appropriate 
care options for their situation

Where can I start today?



Ongoing patient experience



Healthcare’s Loyalty Crisis

Source: Klein and Partners 2020 Omnibus Study, Wave II (May 2020) and Wave IV (December 2020)
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What’s driving loyalty crisis?

Transactional 
Healthcare

Loyalty to 
providers, not 
organizations

More 
competing 

options

Pandemic 
disruptions



The basis of competition

• As patient loyalty diminishes, we need to compete for 
every encounter

• It’s tough to compete on price
• It’s tough to differentiate offerings (Nicer offices?)
• We will need to compete on the consumer experience!



Source: Geonetric Healthcare Digital Marketing Trends Survey 2021



As with pathways to care, engagement has 
expanded in several splintered directions 

WEBSITEPATIENT 
PORTAL

CHATMARKETING 
AUTOMATION

CALL CENTER

IN-OFFICE 
COMMUNICATIONAPPREMINDERS

REGISTRATION 
& CHECK IN

SCHEDULING 
& QUEING



Current patient portals don't create a competitive, 
loyalty-building digital experience

Provide instant access 
to solutions

Make complex offline 
operations invisible

Get better the more 
we use them

Create a long-term, 
“sticky” brand 
relationship

 



The challenge for ongoing engagement and building 
loyalty is to unify these experiences

WEBSITEPATIENT 
PORTAL

CHATMARKETING 
AUTOMATION

CALL CENTER

IN-OFFICE 
COMMUNICATIONAPPREMINDERS

REGISTRATION 
& CHECK IN

SCHEDULING 
& QUEING

Consumer Experience



Understand your consumers. Long-term engagement 
begins by building deep consumer insights.

– Personas – create a shared understanding of who 
your audience is

– Patient Journey Maps – look for ongoing 
engagement opportunities, ways to build value

– UX Review – examine the end-to-end user 
experience in light of the patient journey

Where can I start today?



Data-driven continuous improvement



Changes to 
your audience 
and business 
context require 
a realignment 
of the digital 
experience.

Is it time to reassess your 
digital experience strategy?

CONTENT

BUSINESSAUDIENCE



Align technology to support the 
digital experience for the 
healthcare consumer

Identity Management

Customer Data & CRM

Analytics 

Content Management

Content Operations

Personalization & Optimization

Digital Asset Management

Search

Governance & Accessibility
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Adopting a 
product mindset

Internal focus

Follow the plan

Build it once

Big bang

Customer focus

Deliver value

Iterative learning & 
improvement

Small, frequent 
batches

Functional silos Cross-functional 
teams



Healthcare marketers using 
iterative improvement rather than redesigns

Source: Geonetric Healthcare Digital Marketing Trends Survey 2021

No plans to redesign in near 
future, 36.4%

Redesign recently completed 
(within 12 months), 13.6%

We use iterative site improvement 
rather than redesigns, 15.2%

Redesign is in 
planning stages, 

24.2%

Redesign in 
progress, 10.6%

Redesign Plans



When is Iterative Redesign 
Appropriate?

• Begins with optimization
• Gradual changes with testing
• Sometimes, it's too late to start 

here...
• Predict this area will grow



Understand your consumer data and MarTech
landscape. It's critical to have a picture of the moving 
pieces as you create a vision and iterative plan.

– MarTech map and assessment

– Iterative digital experience roadmap

– Analytics & measurement

– Testing & optimization strategy

Where can I start today?



Where to begin
Starting the conversation



1. Establish clear ownership for 
consumer-facing digital experiences.



2. Create a relentless focus 
on the consumer experience.



3. Combine short-term wins 
with a long-term vision.



4. Let the experience vision and strategic 
objectives drive the technology.



Questions?



eBook
Reimagining the Healthcare 
Digital Experience

geonetric.com/reimagine
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