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Topics For Todayõs Workshop
Å The New World Of Physician Group 

Practice Management
ÅUnderstanding Our Customersô Universe
Å Using Marketing Information To 

Facilitate Revenue Generation
Å The Interdependence of Marketing and 

Operations
Å Marketing Communications
Å Managing Cash And The Revenue Cycle
Å Revenue -Generating Opportunities
Å Putting Strategies Into Action
Å Summing It All Up
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Increasing Pressures on Physician Practice Income  

Å Inadequate reimbursement

ÅHigher malpractice premiums

Å Increasing administrative/overhead

Å Longer receivable cycles

ÅDisplacement of income -generating procedures through new 
technologies

ü Imaging advances have replaced need for some higher -
reimbursed procedures and surgeries

ÅCompetition from retail clinics and ñlifestyle  enhancementò 
alternatives

üHealth clinics and quick care centers ( e.g Walgreensô Take CareÊ,  
Minute Clinics)

üPatients are becoming more involved with programs that 
eliminate or reduce pain (pain centers, chiropractors,), improve 
well -being/quality of life (fitness centers, massage centers), and 
improve their appearance (vein centers, cosmetic surgery, weight 
management programs)

ÁEmployers are becoming more active in health promotion

ÁMove toward new health management models (medical home, 
integrative medicine)

ÁConsumers  are engaging more pre -actively in their health care 
diagnosis, treatment, and health maintenance
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The Equations They Probably

Didnõt Teach You In Medical School

Greater number of patients + Less Time To 
Interact With Patients + Impaired Cash Flow

=

Major Stress!

Excellent Service  + Efficient Operations + 
Customer Satisfaction

= Opportunity For Profit
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The Doctor of the Future:

ÅThe doctor is online

ÅHalf man, half machine

ÅA diagnostic search engine

ÅIn two places at once

Article location: http://www.fastcompany.com/magazine/135/the -doctor-of-the-
future.html

May 1, 2009 

Tags: Innovation , Technology, Leadership, doctor
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The Marketplace Is Always Shopping
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ñI need to control my out- of- pocketò

ñWill this fit my

familyôs schedule?ò

ñI want to be treated with courtesy 

and respectò

ñCan my doctor diagnose quickly and 

prescribe the right treatment?ò

ñHelp me help myselfò

ñDoes my doctor relate to what itôs 

like to be a patient?ò

ñWill I get enough time to go

over all my issues?ò

Understanding Our Customersô Universe



How People Choose Physicians

(primary care practices)

SOURCES

Self

Personal Endorsers

Caregivers

Organizations

30%

40%

20%

10%
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Decision StaySwitch

AWARENESS OF PRACTICE

WILLINGNESS TO TRY

Anywhere from 5 to 20% of Current Patients Are ñIn Playò

BRAND  EQUITY/REPUTATION

SERVICE ñPERSONAL BRANDSò

RELATIONSHIP MANAGEMENT
ASSESSMENT OF 

EXPERIENCE

MARKETING STAGE

REPEAT CUSTOMER

Understanding Our Customersô Universe 8



Top 10 Reasons Patients Switch Physicians
I. Poor Communication

II. Practice Style (Rushed Or Slow)

III. Insurance Plan Dictates Who I Can See

IV. Inconvenience Factors E.G. Location, Parking

V. Scheduling Issues

VI. Long Waiting Times

VII. Doesnôt  Always See The Same Physician

VIII. Lack Of Confidence In Ability To Treat

IX. Doesnôt Seem To Listen Or Remember Key Details

X. Insensitivity Or Paternalistic Attitude

Source:  PBHBS focus groups
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Top 10 Reasons Patients Keep Physicians

I. Switching Costs Are High

II. Helpfulness And Respect Of Office Staff

III. Physician Communicates Well

IV. Person Is Not Rushed

V. Professional Competence

VI. Convenience And Amenities

VII. Scheduling Options

VIII. Reasonable Waiting Times

IX. Continuity In Care

X. Understandable Bills And Payment Flexibility

Source:  PBHBS focus groups
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Consumers Are Participating In Online Communities 

Understanding Our Customersô Universe
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