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Patient experiences play a pivotal role in healthcare, as they
have a profound impact on patient engagement, satisfaction,
and loyalty. In today’s digital age, patients expect interactions
with healthcare providers to be tailored to their unique needs
and preferences, and personalized experiences are crucial
to building trust, improving outcomes, and driving patient
satisfaction.

Marketing Cloud Personalization empowers healthcare organizations to deliver
relevant and timely information to patients, ultimately enhancing patient engagement -
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analysis of patient behavioral data on digital properties such as a website, patient
portal, and mobile app.

By leveraging this comprehensive information about your patient population, including
their relevant encounter data, demographics, and preferences, healthcare providers
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provide targeted recommendations, and create a more connected and empathetic A
experience.

In this comprehensive guide, we will explore the art of using Marketing Cloud
Personalization to transform healthcare marketing strategies and drive acquisition.
We will delve into:
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Crafting patient experiences requires healthcare organizations to consider several key elements. First and foremost,
collecting and integrating comprehensive patient data is necessary for creating a holistic view of each individual. By
combining data from various sources, such as electronic health records, patient surveys, and digital interactions,

healthcare providers can gain valuable insights into patients’ needs, preferences, and behaviors.
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right message to the right patient at the right time. By categorizing patients into relevant segments, healthcare
organizations can deliver tailored messaging, personalized recommendations, and customized treatment plans.

Customizing messaging and content is another key aspect of these use cases. Patients want information that is
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needs and concerns, healthcare providers can enhance patient engagement and empower individuals to take an
active role in their healthcare journey.
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data and behavioral triggers, healthcare organizations can proactively engage patients, provide timely reminders,
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to treatment plans, and improves overall health outcomes.
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Real-world examples of successful patient experience use cases

Implementing these healthcare use cases yields impressive results for organizations

Marketing Cloud
Personalization
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Customizing
mobile app experience

Mobile apps have become an essential
touchpoint for healthcare organizations
to engage patients. Marketing Cloud
Personalization allows healthcare
companies to customize the mobile app
experience based on patient preferences,
behaviors, and location. For instance, a
healthcare app can display personalized
health recommendations, appointment
scheduling options, and targeted health
education content, leading to higher app
engagement and user retention.

Tailored
patient education
materials and resources

With Marketing Cloud Personalization,
in combination with Marketing Cloud
Engagement, healthcare providers can
deliver customized patient education
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condition, treatment plan, unique member
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based on a patient’s condition or deliver
appointment reminders with relevant
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that patients receive the most relevant
and helpful information to support their
healthcare journey. Combine this with
your overall content strategy to drive
patients back to your website to explore
and convert.
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that embrace Marketing Cloud Personalization.
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Targeted
wellness and preventive
care campaigns

Healthcare can leverage

providers
Marketing Cloud Personalization to design
targeted campaigns promoting wellness
and preventive care. By analyzing patient
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Marketing Cloud Personalization enables
healthcare organizations to create a
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of the patient allows for personalized and
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touchpoints, such as websites, mobile
apps, and email campaigns. By having
a comprehensive understanding of the
patient, healthcare providers can deliver
tailored content and recommendations,
leading to improved patient engagement
and satisfaction.
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Personalized
website experiences

Healthcare organizations can leverage
Marketing Cloud Personalization to
personalize their website content and
landing pages based on their unknown
or known patient audience. By leveraging
data such as location, browsing history,
and previous interactions, marketers can
dynamically adjust the content displayed
to match the patient’s interests and
ULLKZ ;0OPZ J\Z[VTPaH[P\
engagement, increases the likelihood
of conversions, and provides a more
seamless patient experience.

A healthcare website can be personalized
in the following ways:

| Adding a call to action for someone
who doesn't have a primary care
provider
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| Highlighting specialists near the
patient’s location

| Promoting content based on
encounter data or website search,
such as providing information on
sinus infections based on a recent
urgent care visit or search

| Highlighting relevant location data,
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Implementing patient experience use cases with Marketing Cloud Personalization
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Marketing Cloud
Personalization
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objectives and target
audience

Before  implementing  Marketing
Cloud Personalization, healthcare
organizations should establish clear
objectives and identify their target
audience segments. Understanding
the goals of personalization and
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on allows marketers to develop
personalized content strategies that
align with organizational objectives.
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ensures synergy between your
business goals and the capabilities of
the Marketing Cloud Personalization
WSH[MVYT
breadth and depth of your Marketing
Cloud Personalization engagement.
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Healthcare data is often fragmented
across various systems and platforms.
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organizations need to integrate
data from disparate sources into
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V iaglifreq datdgovarhance strategies,
data mapping, and integration tools
[V LUZ\YL H \UPALK ]P
and enable seamless personalization
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Collect and leverage
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Data and

integration
considerations are critical to building
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security

patient experiences. Healthcare
organizations must prioritize patient
HIpM V pfivacy; @iRdZ security when
implementing  Marketing  Cloud
Personalization.

%ﬁﬂ’aﬁéf IWHM Zdata protection
regulations, suchas GDPR and HIPAA,
is essential. A recent HHS bulletin
emphasizes healthcare companies
KVVMISPUN KVAU VU JVTW
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may expose patient data. It tackles
webpage tracking, mobile tracking,
HUK /07(( JVTWSPHUJL
party trackers.

Marketing Cloud ensures security
of PHI while delivering personalized
experiences and tracking analytics.
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compliant services for covered
entities and handling PHI with
integrity. Marketers no longer have
to compromise marketing power for
HIPAA compliance.
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Patient consent
5~ and preference
framework

Healthcare organizations must obtain
patient consent, clearly communicate
data usage and privacy policies, and
provide mechanisms for patients to
JVU[YVS [OLPY KH[H ;
ethical considerations are essential
to building trust with patients
and maintaining the integrity of
personalized patient experiences.
Before implementing Marketing Cloud
Personalization, be sure to discuss
your consent capture process and
Hery ilt_vqi_ll\igt?glrzte into your current
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Create consistent

and cohesive patient
experiences

Healthcare  organizations  should
strive for consistency and cohesion
across all personalized touchpoints.
Whether it's email, web, mobile

| ZpPsHOY bacidl middibK maintaining a
\UPALK
the organization’s identity and builds
patient trust. Personalized content
should align with the overall brand
voice and visual identity, ensuring a
seamless and recognizable patient
experience.
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Resource and skill
constraints
Implementing  Marketing  Cloud

Personalization may require additional
resources and specialized skills.
Healthcare  organizations  should
assess their internal capabilities and
Lconsidér U paNméringZ with  experts
or agencies with experience in
personalization and Marketing Cloud
WSH[MVYTZ ;' YHPUPUN
or hiring specialized talent can help
overcome skill gaps and maximize the
WV[LU[PHS VM WLYZVU

Implementing these use cases requires careful planning, data integration, and consideration of privacy ant
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Let’s look at a few keys to success to consider before diving into the personalization deep end.
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Measuring the impact of
personalized patient experiences
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performance indicators (KPIs) can include patient satisfaction surveys, patient engagement metrics, health outcome
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organizations can gauge the impact of personalized experiences on patient perceptions and loyalty.

Marketing Cloud Personalization surfaces performance trends and useful insights across your touchpoints, helping
you understand who your patients are, how they behave, and how they respond to personalized conversations.
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Adobe Analytics and Google Analytics, taking into account the legal considerations of the aforementioned HSS
bulletin.

Marketing Cloud Personalization provides robust white box machine learning capabilities. By using deep contextual
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healthcare and life sciences
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Al-driven journey triggers
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personalize the patient experience throughout their healthcare journey, with the key goal of connecting with
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Einstein Decisions introduces a contextual bandit algorithm to elevate
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Al test and learn for continuous optimization
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contextual, and historical data, Marketing Cloud Personalization targets
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personalization optimization across various channels, including websites,
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engagement.

In essence, Marketing Cloud Personalization emerges as a strategic ally for healthcare
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Conclusion

Personalized patient experiences have the power to transform patient engagement, satisfaction, and outcomes.
By harnessing the capabilities of Marketing Cloud Personalization, healthcare organizations can deliver tailored
messaging, relevant content, and personalized support to patients.
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leveraging comprehensive patient data, and designing targeted interventions. With careful planning, collaboration,
and adherence to privacy regulations, healthcare providers can unlock the full potential of Marketing Cloud
Personalization to create exceptional personalized patient experiences and drive improved healthcare outcomes.

By partnering with healthcare
technology consultants like Silverline,
healthcare organizations can navigate
the complexities of implementing
patient experience use cases and
maximize the value of Marketing
Cloud Personalization. With Silverline’s
expertise, guidance, and support,
healthcare organizations can elevate
experiences and revolutionize the way
they engage with patients, ultimately
leading to better health outcomes and
patient satisfaction.

As part of Mphasis, Silverline creates rewarding experiences for

our team, our clients, and the world we live in. We tailor digital
transformation solutions to meet your current and future needs.

Our team leverages insight acquired through 10+ years in the
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world expertise gained across the Healthcare and Life Sciences
industry, including: provider, payer, medical devices, and life
sciences. From strategy and implementation to managed
services, we guide clients through every phase of their journey —
enabling continuous value with the Salesforce platform. Silverline
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== Find out how our team can help you transform your

partNER  cuStomer interactions with Marketing Cloud Personalization.
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