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A Story & Perspective on The Changing 
Landscape of Marketing in Healthcare

Barkers, Band 
Aids, & Bravery

Brian Deffaa
Chief Marketing Officer, LifeBridge Health
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MARKETING      

Not …
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BAND-AID        

What is a…
“               ”
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Johns Hopkins, Baltimore, MD.
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Proton Therapy Clinic
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Providers

Consumers

Power

Information

Structural Shift                 

MARKETING
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MARKETING           is …
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IDENTITY                
The characteristics that 
determine what a 
person or thing is.
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PURPOSE               
The reason for which 
something is done or 
created or for which 
something exists.
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EmotionalRational

what + how why
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Brand Positioning 

Why
us?
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People & Purpose 

“When employees feel that 
their work has meaning, 
they become more 
committed and engaged. 
They take risks, learn, and 
raise their game.”
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“Companies who 
centered their business 
on a culture of 
improving people’s lives 
had a growth rate triple
that of competitors.”

+382%+382%

-7.9%-7.9%

Purpose = Economic Results 

Jim Stengel
Former CMO, P&G

Purpose-driven 
companies

Competitors

Purpose-Driven Companies vs. Competitors
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Purpose = Org. Performance

(why us?)

success
ownership
permission
innovation

awareness
consideration

loyalty

(why us?)

awareness
consideration

loyalty

NRC Health Symposium  |  A journey to understanding | #NRCSympNRC Health Symposium |  A journey to understanding | #NRCSymp 22

21

22



PAGE 12
25th Annual NRC Health Symposium – Omni Nashville Hotel

Nashville, Tennessee
August 14─16, 2019

Purpose & OpportunityPurpose & Opportunity
What makes us special? 
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Our Opportunity

Rather be affiliated with this org.
Feel a strong sense of belonging
This org. keeps me passionate

Would recommend to other providers

2018 Engagement Opportunities

LifeBridge Health Team Member

Note:  The above questions are highly correlated to 
changes in overall engagement scores
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IDENTITY

What do we 
stand for?

PURPOSE

What are we 
trying to 
achieve?

EXECUTE

How do we 
execute to 

achieve this 
purpose?

Our Purpose Objective
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IDENTITY

What do we 
stand for?

PURPOSE

What are we 
trying to 
achieve?

EXECUTE

How do we 
execute to 

achieve this 
purpose?

Our Purpose Objective

Useful 
Culture
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Network of Support

Market data 
& 

performance

Creative 
strategy

Digital 
media
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Why CARE BRAVELY Works

1. Breaks Through the Clutter

2. Bold In a Category of Generic

3. Hit’s Harder and Wider – Effective

4. An Empty Vessel – We Give It Meaning
Although succinct, the real power of CARE BRAVELY comes from 
providing a clear, consistent meaning and telling our authentic story.
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Launching 
The Movement

Every movement begins from within so Neil led the way with an 
inspiring address to all LifeBridge team members and calling on 
them to Care Bravely. 
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Launching The Movement
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Leadership Team:                                                                            
Evangelize Care Bravely across the leadership ranks, increase buy-in 
and model Care Bravely behavior for all. They benefit by learning 
principles of cultural change management, gaining exposure to diverse 
team members’ motivations and reconnecting with their own 
professional purpose.

IGNITER Training Structure

~20 Leadership Team
(LBH Cultural Advisory Council)

Project Sponsors*
5 Institution Leaders

4 HR Leaders

20 2020 20 20

Exec Sponsor
Executive Sponsor:                                                                    
One high-ranking executive who communicates with the 25 
Leadership Team members and Sponsors regarding progress 
and feedback and works with the Coach to optimize delivery.

Project Sponsors:                                                                              
Trained in the program, each leader will be assigned ~20 
Trainees to whom they offer light-touch support in spreading the 
Care Bravely Movement. Plus trained HR Igniters to provide 
support for a smooth rollout and execution.

Trainees: 100 main recipients of the Movement Inside leadership 
training, they will learn how to model and amplify Care Bravely 
messages and behaviors within their local facilities and teams.
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Digital Ads 
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Recognition & Reinforcement
Care Bravely 
Awards

Peer to Peer 
Recognition

Engagement 
Survey 
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Care Bravely 
“HUB”
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Performance & FeedbackPerformance & Feedback
Is working?  Does it motivate? 
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Performance
Note:  Monthly syndicated survey of Baltimore DMA residents 
conducted by NRC.  N = 150 
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Performance

MAY:  LifeBridge Health mentioned as TOP preferred health 
system in Baltimore.  Note:  does not incl. Johns Hopkins

Note:  Monthly syndicated survey of Baltimore DMA residents conducted by NRC.             
N = 150
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“Just saw our prime time commercial spot  
(after 60 minutes) while with my family.

Care Bravely.

Awesome. And feeling proud. Thanks so much.
AW”

“…one of your nurses, Stephanie Gayhart. Stephanie truly 
encompasses the SPIRIT values and Caring Bravely. I cannot 
thank her enough for giving us a “peace of mind” in a very scary, 
chaotic time.”

To Leslie Simmons / June 6th

To Neil Meltzer / June 6th

“This is truly caring bravely. If you only knew what Bernie deals 
with on a daily basis. This is evidence of his leadership by 
example style and being caregiver and patient focused.”

Steven Moskowitz / LinkedIN / May 26th

“Sinai and Lifebridge wanted to make sure 
that our communities were safe and that our 
children and ourselves would not contract the 
measles. …they stood up BRAVELY and 
decided it was only right to make sure they 
provided whatever help they could to stop the 
outbreak!” 

James Roberge / June 16th

“Hi,
Been a long time, I am still here.
Just wanted to let you know I saw the new add for the first 
time over the weekend.  In my 23 years with the team this is 
the “best one ever”.

Have a great week,
Darlene”

To Neil Meltzer / May 6thFeedback
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My Story                 …
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February 4th, 2004
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Today…
July, 2019
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Thank YouThank You
Brian Deffaa / Chief Marketing Officer
bdeffaa@lifebridgeheath.org
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1) What Marketing is and is not…
2) Provides an identity; acts as a culture guide for the enterprise
3) When done right (Target, BMW, Ritz-Carlton) little separation between Marketing/Culture
4) When done right it appeals to the head / heart
5) Real power: unlocks the goodwill and intellectual capital of an organization to ACT on and be part of their 

culture….to make it their own
6) CARE BRAVELY:  That is what we’ve done with CARE BRAVELY.  Is it Marketing – yes.  But it’s more than that.  
7) Borne from the feedback of last year’s engagement survey when team mates told us they were feeling 

disconnected and wanted to believe in something; wanted a clearer understanding of how we’re different 
and why WE exist.

8) So that’s what we did.  
9) Start with manifesto.  Tell people what WE stand for – get them to feel the passion in our mission.  The 

mission the people in this room have set in motion.
10) But to prove something – you have to show people.  And now that we have their attention – that’s what we 

intend to do.  Show story vingnettes creative.
11) But creating a beautiful is nothing without a solid foundation – so we’ve set out to build a world class team 

and set of capabilities that position us as second to none in our market and one of the best in the county.
12) CREATIVE + CAPABILITIES are nothing without measurement and rigor.  
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