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Building Trust
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"Trust is the foundation of patient care;
without it, the effectiveness of treatment diminishes.“

— Dr. Thomas Lee, Chief Medical Officer at Press Ganey



Patient-Centered Marketing: Patient Journey Jenga

Common misconceptions and lack of education have 
caused patient concerns to be all over the place.

To build trust, we first need to identify why our 
patients are concerned in the first place; what are 
their pain points.
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Patient-Centered Marketing: Patient Journey Jenga
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A Patient’s brain on urgent care: One of those fears coming true:



Patient-Centered Marketing

Patient-Centered Marketing is a strategy that prioritizes the needs, concerns, and preferences of 
patients at every stage of their healthcare journey. Instead of solely promoting services, this approach 
focuses on understanding what matters most to patients.
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Transparent Informative

Consistent Empathetic



Patient-Centered Marketing: Transparent + Informative

Best Practice: Alleviate Concerns Before a Visit

Website: Often a first impression
Should be simple to navigate and address patients’ 
main concerns as quickly as possible 
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Do they treat my…? Do they take my…?

How much is it gonna…? Will I be there for…?



Patient-Centered Marketing: Informative + Consistent

Best Practice: Alleviate Concerns Through 
Other Mediums
Regardless of the medium, your marketing materials 
should be consistently alleviating the pain points of 
patients

Blog Posts
Become a trusted source of medical information by 
posting relatable content – more info than an email 
but short enough to maintain audience attention

Email Marketing
Don’t be annoying. Patients will be reluctant to 
unsubscribe from your emails because they may be 
expecting test results or care information – use their 
attention sparingly and meaningfully – Are rumors 
spreading about a Covid surge? Is it time to get a flu 
shot?
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Patient-Centered Marketing: Informative + Empathetic

Best Practice: Alleviate Concerns Through 
Other Mediums

Digital, OOH, DOOH Ads:
Awareness: Display 
Remind patients you’re here when they need you. Even 
though you may not catch patients in their exact 
moment of need, you’re consistently making them 
aware that you exist when the need arises. 

Direct Response: Paid Search
Patients might not remember your name and might not 
care what it is, but they do care whether you take their 
insurance and whether you’re open late. Search ads 
should have the patients concerns in mind to grab their 
attention

Don’t forget your hours of operation, location(s), cost 
and insurance info where possible



Patient-Centered Marketing: Empathetic + Informative

Best Practice: Alleviate Concerns Through 
Empathy
Empathy-Focused Messaging

Use Empathy-Driven Language: Position your 
messaging to reflect understanding and compassion for 
the uncertainty patients feel. Statements like, “We’re 
here to support you, not surprise you,” reinforce that 
you prioritize patient comfort.

Use relatable imagery for the audience you’re looking 
to attract: While it’s nice to know what our doctor 
might look like, patients want to know we can treat 
their ailments and deliver a caring experience



Patient-Centered Marketing: Consistency

Best Practice: Alleviate Concerns Through 
Other Mediums

Branding/Messaging
A cohesive brand message from website to clinic 
experience strengthens patient confidence 

Revenue Growth: Presenting a brand consistently 
across all platforms can increase revenue by up to 23%. 
Small Biz Genius

Consumer Expectations: 60% of millennial consumers 
expect consistent branding across all channels, 
emphasizing the need for a unified brand image. 
Live Your Message

Brand Recognition: Consistent use of color in branding 
can improve brand recognition by up to 80%. 
Small Biz Genius
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https://www.smallbizgenius.net/by-the-numbers/branding-statistics/
https://liveyourmessage.com/branding-statistics/
https://www.smallbizgenius.net/by-the-numbers/branding-statistics/


Patient-Centered Marketing: Consistent + Informative

Best Practice: Consistency in Patient Experience

Unified Brand Promise: Ensure that every touchpoint—
from your website to your front-desk interactions—
delivers on the same promise. A unified message like 
“Quality care when you need it most” provides a 
comforting expectation that helps patients feel 
supported.

Staff Ambassadors: Staff are some of the best 
marketers for your brand, they should be trained to 
deliver on the promises you’ve been making through 
your traditional marketing methods, verbally inform 
patients of their top concerns

• Inform wait times

• Check patient insurance

• Offer a price list if not paying with insurance

• Be kind, transparent, informative, consistent, and 
empathetic
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Patient-Centered Marketing: Transparent, Informative, Consistent, Empathetic

Best Practice: Manage Your Internet Reputation
...Even after the fact

Address Patient Concerns Directly: Responding to online reviews 
shows patients that their feedback is valued and directly 
contributes to improving care. This transparent engagement 
reassures patients that their concerns are heard and addressed, 
which helps repair or even strengthen the trust we’ve been 
building with our patients through experience and other marketing 
mediums.

• Influence on Patient Choice: A 2020 survey revealed that 77% 
of people use online reviews as the first step in finding a new 
physician. Levo Health

• Impact on Engagement: Healthcare professionals with 7-12 
reviews received 5 times more appointment requests than 
those without reviews. Healthgrades B2B

• Patient Expectations: 72% of patients say they'd only consider a 
provider with an average rating of 4 stars or higher. Repugen

https://levohealth.com/online-review-statistics-why-they-matter/
https://b2b.healthgrades.com/wp-content/uploads/2022/08/Responding-to-Patient-Reviews-Healthgrades.pdf
https://www.repugen.com/blog/statistics-on-patient-reviews-for-healthcare-professionals


Patient-Centered Marketing: Trust
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In patient-centered marketing, trust is our foundation. 
By prioritizing transparent, informative, consistent and 
empathetic messaging, we can transform urgent care 
into a trusted, comforting choice for our patients. Let's 
take these principles forward to create meaningful 
connections and truly patient-centered care.

Cost

Insurance 

Wait times



Patient-Centered Marketing: Trust
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Building Trust is all in how you frame it…



Thank You
Lisa Overman – Director of Marketing Exer Urgent Care
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