
Competing with the Amazon “Wow” Factor
Achieving digital excellence to enhance 
the healthcare journey
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Our flight plan

Objectives:

①Describe how micromoments impact the 
consumer experience and how to reduce the 
friction and pain in the healthcare journey

②Identify the five brass rings of digital excellence 
and how digital can enhance the overall 
experience

③Define the importance of the digital front door as 
the first experience
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Kelly Kavanaugh, MBA
Chief Strategy Officer

Dayton Children’s

The crew for our journey

Grace Jones, MA
Consumer Branding Director
Dayton Children’s
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Digital journey

5

Their expectations 
for a  successful 
experience is  
typically not shaped 
by  healthcare 
competitors, it is  
shaped by the likes 
of Apple,  Google, 
Amazon and others 
as  standard-bearers 
of a  frictionless 
digital journey.

80%
of healthcare

consumers are 
influenced by their

digital journey.
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Net consumer sentiment

+78% +24% +10%
AMAZON UBER APPLE

RETAIL HOSPITALS

-21%
-47%

SOURCE: Upward Customer Experience Sentiment (5/17, n=200)

6

Presenter
Presentation Notes
Kelly



Hospital consumer experience
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CONSUMER 
SENTIMENT

positive
22%

negative
69%

neutral
9%
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Why Amazon wins

“I would define Amazon 
by our big  ideas, which 
are customer centric —
putting the customer at 
the center of  everything 
we do – [and]
invention.”

Jeff Bezos

Amazon 
Founder and CEO
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Amazon consumer experience

9

CONSUMER 
SENTIMENT

positive
83%

negative
5%

neutral
12%

Presenter
Presentation Notes
Kelly 



10

Amazon consumer experience

consumer
sentiment

positive
83%

negative
5%

neutral
12%
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" People will 
forget what 
you said, 
people will
forget  what 
you did, but 
people will 
never forget 
how you 
made them 
feel.”

Maya 
Angelou
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We're no longer 
competing with the 
best experience in 
our respective 
categories.
We are competing 
with the best 
experience a 
consumer has ever 
had.

The best customer service
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5 brass rings of digital excellence

DISCOVERABILITY
+ VALIDATION

FRICTIONLESS+  
SEAMLESS >  
INTUITIVE  

HELPFULNESS

INFORMED >  
GUIDEDCARE

ON-DEMAND >  
ANTICIPATORY

FRIENDLY +  
PERSONALIZED
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Consumer-centricity at the core of strategy
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+
patient

experience
digital

strategy
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“Healthcare will be less frustrating when the power shifts from 
sellers to buyers, and when the patients are more in charge.”

“…The essence of the new era of medicine… 
is powered by digitization, with the smartphone as the hub…

the common thread is the power of  information 
and individualization.”

From “The Patient Will See You Now”
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The healthcare journey
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Health care digital journey
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Consumer journey: 80 micromoments
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The red circles denoted the most significant pain points consumers experience during their healthcare journey.
 
The blue circles reflect most significant micro moments additionally cited (although not necessarily pain points) across nearly all the focus group participants, whether in Dayton or Columbus, or among Dayton Children’s clients or non-clients
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Pain points
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Empowered

Presenter
Presentation Notes
Grace



Expectations

Digitally-based 
convenience is expected 
by millennials

67% of those polled read  
review and ratings from
consumers like you.

87% of healthcare consumers  
consult search engines at their  
time of need — Google is the  
answer to every question.

89% of millennials
are active smartphone users.

43% of millennials choose
texting as their preference,
higher than any other form
of direct communication.

81% visit websites
from  their mobile
phones.

Over 50% of 
consumers no  longer 
have home phones.
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their journey doesn’t start inside the hospital
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Ratings and reviews
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89% of millennials
are active smartphone users.

81% visit websites
from  their mobile
phones.

Over 50% of 
consumers no  longer 
have home phones.

Video-enhanced bios
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https://www.youtube.com/watch?v=mF0SELFnK8M&t=2s
https://www.youtube.com/watch?v=mF0SELFnK8M&t=2s


Facebook LIVE gives access to our experts
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Reducing pain of wait
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Digital engagement
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Thank you
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Caring out this mission, we are blessed to have highly engaged physicians and employees.  
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