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Consumer Understanding 
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The Insights: Learn how Ballad Health strives to understand the 
consumer's why before defining the how in strategic planning.

The Strategy: Examine strategies for gaining buy-in from internal and 
external stakeholders, and the value of developing key personas, journey 
maps, and targeted audience building.

The Execution: How to apply an insights-first methodology in an annual 
marketing cycle and bring your external partners along for the ride.



©2023 LIFT Healthcare  |  Confidential  |  WWW.LIFTHEALTHCARE.COM 4

The Ballad Health Mission
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Re-imagining Rural Healthcare
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Specific
Measurable
Actionable
Relevant
Time-bound



7

About Insights & Ethnography
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Consider This…
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How can healthcare marketers leverage empathy and 
stakeholder understanding to not only GET MORE 
from, but to also DO MORE for, the humans and 
communities we are charged with serving? 

…while still achieving those all-important financial results?
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The Insights: Merit of Doing More
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Ethnography & Mixed Methods Research
The Insights: Path to Understanding
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The Insights: Five Dimensions of Emotional Truth
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The Insights: Seek to Understand - Do More
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The consumer 
wants to be seen, 

heard and 
understood.
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The Strategy: Tools for Success - Personas
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The Strategy: Tools for Success - Language Map
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The Strategy: Tools for Success - Journey Map
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The Strategy: Tools for Success



Is the business
ready for the business?
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The Strategy: Building The Case For Support
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● What is our performance to date? 
● Who is our audience?
● What does our audience want to hear?
● How do they want to hear it?
● What are we trying to say?
● What do our patients want to think, feel and do? 
● What do we want our patients to think, feel and do? 
● What is our current patient journey/experience?
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The Strategy: Building The Case For Support
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● Is this a strategic goal or priority of the health system?
● What is the value proposition to the patient?
● What problem are we trying to solve?
● Who are our competitors in this space?  
● What is our current volume?
● Is there physician or provider availability?
● What is our budget? 
● How will we measure success? 
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The Execution: And Finally…the What
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The Execution: Translating Learnings into Action

Digital, geotargeting, audience data



Questions & Discussion



Thank you for joining us today!


