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Journeys Drive Satisfaction More Than 
Touchpoints

Source: McKinsey



Experience Maps
How they can help

Source: Adaptive Path



Moving from Insight to Impact



Source: The Harris Poll Commissioned by Change Healthcare 

2022 Healthcare Consumer Experience Index



Six Drivers of Emotional Loyalty

Source: ICF Next



Four Key Themes in Consumer Health

Source: ICF Next

• Experience design with patients at the core

• Critical importance of mental health in a whole health solution

• Leveraging data and technology to improve access and 

experience

• Understanding and optimizing the health connection across 

industries



Four Strategies for Connecting with Your 

Customers through Zero-party Data

Source: ICF Next

• Make it quick and easy

• Give an instant benefit

• Keep it relevant and fun

• Consider the occasion



Questions?

www.changehealthcare.com www.hceg.org

See bit.ly/hcpersonalization for 
additional information and resources

https://bit.ly/hcpersonalization
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APPENDIX



• Become a Consumer-Centric Healthcare Organization
• A Guide to Patient Satisfaction in the Age of Consumerism
• Increasing Patient Engagement Along the Care Journey
• Four Key Themes in Consumer Health
• The new experience continuum: UX, CX, and EX come together for the ultimate 

experience
• Experts Predict Top Marketing Trends 2023
• Inspiring participation with intentional UX design
• Customer Experience Transformation: A member-first mindset to unlock lifetime value
• To achieve emotional loyalty, keep people at the core
• 4 strategies for connecting with your consumers through zero-party data
• Using Predictive Modeling to Deliver Personalized Marketing

bit.ly/hcpersonalization

Additional Resources On Personalization

https://www.changehealthcare.com/content/dam/change-healthcare/corporate-site/solutions/healthcare-consulting/change-healthcare-consulting_healthcare-consumerism-brochure.pdf
https://www.changehealthcare.com/insights/guide-to-patient-satisfaction-in-the-age-of-consumerism
https://www.changehealthcare.com/insights/patient-engagement-along-care-journey
https://www.icf.com/insights/engagement/four-key-themes-consumer-health
https://www.icf.com/insights/engagement/brand-experience-continuum-new
https://www.icf.com/insights/engagement/top-marketing-trends-2023
https://www.icf.com/insights/engagement/ux-inspiring-participation
https://www.icf.com/insights/engagement/increase-healthcare-membership-customer-experience-transformation
https://www.icf.com/insights/engagement/emotional-loyalty-keeping-people-core
https://www.icf.com/insights/engagement/connecting-through-zero-party-data
https://www.icf.com/insights/engagement/personalized-predictive-modeling
https://bit.ly/hcpersonalization


For More on Personalization of Healthcare 

Relationships

Keith Roberts

Change Healthcare

kroberts@changehealthcare.com

Denise Holt

ICF Next

denise.holt@icfnext.com

Ferris Taylor

HealthCare Executive Group
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YEAR-ROUND NETWORKING & LEARNING

www.hceg.org

connect@hceg.org

978-219-9105

@Health Care Executive Group

@hcexecgroup

bit.ly/hcegnewsltr

• Adjust for shift in operational 

and strategic priorities

• Trust in peers more than any 

other source

• On-going, multi-channel, 

small-group settings

https://www.linkedin.com/company/healthcare-executive-group
https://www.twitter.com/HCExecGroup
https://bit.ly/hcegnewsltr
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