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Creating a 
love affair 
with your 
patients 

Drew McLellan 
McLellan Marketing Group 

It is 6 – 7 times more costly to acquire a new 
patient than it is to keep an existing one. 
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You can enjoy  
5 - 95% more profit 

by boosting 
retention by as 

little as 5%. 

73% of consumer decisions are primarily influenced by word of mouth. 
McKinsey 2009 
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90%	
  of	
  customers	
  iden1fy	
  word	
  of	
  mouth	
  as	
  the	
  best,	
  most	
  reliable	
  and	
  
trustworthy	
  source	
  about	
  ideas	
  and	
  informa1on	
  on	
  products	
  and	
  services.	
  	
  

NOP	
  World	
  

Big	
  diff	
  between	
  
sa:sfac:on	
  and	
  
love	
  

Satisfaction Love 
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It’s scary! 
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In the beloved and 
prosperous companies: 

Leaders blend who they 
are as people with how 
they lead. 

Business decisions 
combine purpose and 
passion. 

Leaders give employees 
behaviors to model and 
permission to be “real.” 

Relationships are 
between people who 
share the same values. 

3 key lessons to 
the art of woo 

An element of surprise… it’s 
all about them 

The more personal the better 

You have to know who they 
are to woo well 
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An element of 
surprise…  it’s all 

about them 

Can’t be a bait and switch 

Can’t be insincere 

Doesn’t have to be big 

Bonus Bucks 
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Create your own gratitude holiday 

A 10¢ lollipop? 
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The Disney way 

The more personal 
the better 

Isn’t about having their name 
mail merged into a letter 

Takes a village to pull this off 

Will create staggering WOM! 
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Handwritten wins the day 

They noticed I wasn’t there 
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Mandatory intro lunches… on marketing’s dime 

You have to know who 
they are to woo well 

It has to matter to them 

It makes it a real relationship 

A misstep will get noticed and 
talked about 
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Could you help them meet their 
business goals? 

Later just won’t do 
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Walk a mile in their flak jackets! 

What about online? 
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What does it looks like? 

An element of surprise -- it’s all about them – it’s okay 
to go off topic, no one talks about their health all the 
time 

The more personal the better – it’s not about you. 

You have to know who they are to woo well – talk to 
real people, get them to talk back to you. 

You have to know who they are to woo well – talk to real 
people, get them to talk back to you. 
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How	
  would	
  you	
  sell	
  these	
  shoes?	
  

Now	
  how	
  would	
  you	
  sell	
  those	
  shoes?	
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Create 
personas 

Know	
  them	
  like	
  they’re	
  your	
  friends	
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The more personal the better – it’s not about you. 

Remember	
  the	
  cocktail	
  party	
  rule	
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An element of surprise -- it’s all about them – it’s okay to 
go off topic, no one talks about their health all the time 

What’s	
  your	
  strategy?	
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Have	
  plenty	
  of	
  content	
  when	
  you	
  launch	
  (15	
  items	
  or	
  more)	
  
Get	
  25	
  friends	
  so	
  you	
  can	
  create	
  a	
  vanity	
  URL	
  (www.Facebook.com/McLellanMarke:ng)	
  
Lots	
  of	
  visuals	
  –	
  bright	
  colors,	
  imagery	
  versus	
  senior	
  photo	
  style	
  

Ask	
  ques:ons	
  
Contests/giveaways	
  
Community	
  partner	
  –	
  talk	
  about	
  the	
  events	
  your	
  personas	
  will	
  care	
  about	
  
Comments	
  –	
  “what	
  if	
  someone	
  says	
  something	
  bad?”	
  
Pa:ent	
  ques:on	
  of	
  the	
  week:	
  	
  Same	
  informa:on,	
  be^er	
  packaging	
  
What	
  would	
  they	
  share	
  at	
  the	
  dinner	
  table?	
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How	
  do	
  you	
  create	
  the	
  love?	
  

1.  Build	
  your	
  hub/spoke	
  model	
  (go	
  deep	
  before	
  you	
  go	
  
wide)	
  

2.  Create	
  your	
  personas	
  –	
  know	
  who	
  you	
  are	
  talking	
  to	
  
3.  Build	
  a	
  team	
  
4.  Use	
  tools	
  to	
  help	
  you	
  be	
  present	
  24/7	
  (Hootsuite.com)	
  
5.  Talk	
  to	
  them	
  like	
  a	
  real	
  person	
  –	
  no	
  corporate	
  drones	
  
6.  Be	
  a	
  conversa:on	
  starter,	
  not	
  a	
  fact	
  fountain	
  
7.  Share	
  the	
  content	
  of	
  others	
  (RT,	
  share,	
  etc.)	
  
8.  Create	
  some	
  metrics	
  for	
  measurement	
  –	
  define	
  what	
  

ma^ers	
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It’s a marathon, not a sprint 

www.DrewsMarke1ngMinute.com/Medical.html	
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