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What You’ll Learn Today

How to use data to make the right marketing decisions

How to build consensus and buy-in for those decisions

Growing the strategic scope of your team

LEARNING OBJECTIVES

AGENDA

01 Clash of the Titans: The New Retail Health Landscape – James Gardner (10m)

02 The Walmart Health Consumer Experience – Chris Hemphill (10m)

03 MultiCare Health System’s Retail Health Strategy – Shari Campbell (10m)

04 Ask the Experts: Impact and Actions of the New Consumer Experience (25m)



Will retail entrants improve 

the consumer experience in 

healthcare?

• These new players won't have an impact

• Consumer experiences will get worse

• Consumer experiences will improve



Meet James Gardner

James Gardner
Sr. Marketing Strategist

StudioNorth
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HELLO, I’M JAMES!
P&G, McKinsey w/ MBA

15+ years agency-side 

healthcare marketing & 

digital transformation 

experience

Marketing strategist by day / 

retail health analyst by night

james.a.gardner@gmail.com

@jamesagardner



PRIMARY CARE THEN & NOW

Primary care: guardian of lifelong health & 

wellness and gateway to the healthcare 

system

SO …

Urgent care clinics, virtual care, employer 

clinics, concierge clinics, home care, retail 

health

BUT …

National shortage of primary care physicians

Savvy Millennials and Gen X seeking better 

#CX/#PtExp



RETAIL HEALTH: WHO’S WHO?



HUGE, COMPETITIVE, AND RELENTLESS



MEET WALMART HEALTH



Uninsured & underinsured 



PRIMARY CARE’S FUTURE? PERHAPS

+ Florida

+ Illinois

= 30 or so 

clinics by 

early 2021

… but oddly 
stalled at the 
moment 💤



AMAZON CARE: MEMORIES OF AWS



CVS HEALTH: IMPRESSIVE ASSETS



WALGREENS: LAGGING, 
BUT STILL IN THE GAME



James A. Gardner

james.a.gardner@gmail.com

The Impact of Retail Disruptors on 
the Healthcare Consumer Experience

April 15, 2021



Can traditional health systems address the 

consumer experience (CX) gaps disruptors 

focus on? 

• There aren't any important/meaningful CX gaps

• No, traditional health systems can't address culture & tech challenges 

causing CX gaps

• Yes, health systems can shift and pivot meaningfully to improve 

consumer experiences



Meet Chris Hemphill

Chris Hemphill
VP, Applied AI & Growth

SymphonyRM

Data Science Data Ethics 

Transparency

My Personal Experience



Registration and Scheduling Experience

😮



Price Transparency Made EASY



No Drama with Scheduling

Sunday Availability



Getting Settled – Walmart’s CX Focus



Breezy, Pre-populated, Paperless Registration



The Visit: I’m Smiling Under the Mask

8 8 10 20
Price Transparency Continued (Labs)



Billing Made Instant & Easy

Physician knew all 

of these lab prices 

from memory



Final Verdict on Walmart Health Experience

Convenient Inexpensive Experience 

& Follow-up

Why?



Data Science Reveals How One Medical Delights its Consumers

Desk Staff

Doctor’s Office

Appointment Time

Waiting Area

5 minutes (short time related)

n = 1681 Reviews



What's the biggest barrier 

to consumer experience at 

your health system?

• Convenience of scheduling and registration

• The "Know Me" experience - lack of context & personalization

• Problems with staff and facility

• Problems with healthcare delivery



Meet Shari Campbell

Shari Campbell
Director of Marketing: Retail Health

MultiCare Health System



A Better Way to Get Better



Why can’t I get the care I need, when I 

need it, quickly and conveniently? 

Consumerism + Disruption –

Traditional Culture = 



KPIs
Employee 
Engagement 

UC Visits Per Day

Door to Door

Net Promoter Score



CREATING “WOW” 

MOMENTS, ONE 

PATIENT AT A TIME

The Indigo Experience





ADAPT & EVOLVE:

Constant change, disruption is 

in our DNA



2021
• Increase online appointments
• Decrease D2D
• Make registration paperless
• Listen and act on customer 

feedback (NPS), Employee 
engagement



What challenges would your 

organization need to overcome to 

improve consumer experiences?

• We're satisfied or are well on the way with the level of consumer 

experience we're offering

• Challenges are mainly cultural - hard to get buy-in on the needed 

change

• Challenges are primarily technical - no infrastructure to deliver on 

new experiences in foreseeable future



Panel: Impact of 

Retail Health 

Discussion


