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Feels like “The Matrix” could actually be REAL!

We’ve been tested and we’ve grown stronger.

Today we explore simple time-tested strategies & tools that position your 
clinic to thrive in an ever changing world.

THE WORLD CONTINUES TO CHANGE
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TOOLS WE WILL CREATE
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NOT YOUR ORDINARY PRESENTATION
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•More of a workshop than presentation
•Walk through developing a patient & clinic 
persona & patient journey map

•Worksheets provided
•Work independently or with your team
•Will have a Q&A after each section workshop



OOverview



1PATIENT PERSONAS



WHAT IS A PATIENT PERSONA



WHAT IS A PATIENT PERSONA



WHY DO WE NEED IT



HOW DO WE CREATE IT?
PATIENT PERSONA WORKSHOP



EXAMPLES
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Mike the GenX 
Firefighter

Bebe the Boomer Carl the Current 
User 



PATIENT PERSONAS
GOALS & VALUES



Mike the GenX 
Firefighter

PATIENT PERSONAS
GOALS & VALUES



PATIENT PERSONAS
SOURCES OF INFORMATION



Mike the GenX 
Firefighter

PATIENT PERSONAS
SOURCES OF INFO



PATIENT PERSONAS
DEMOGRAPHIC INFO



Mike the GenX 
Firefighter

PATIENT PERSONAS
DEMOGRAPHICS



PATIENT PERSONAS
CHALLENGE & PAINT POINTS



Mike the GenX 
Firefighter

PATIENT PERSONAS
CHALLENGES & PAIN POINTS



PATIENT PERSONAS
OBJECTIONS & ROLE IN

PURCHASE PROCESS



Mike the GenX 
Firefighter

PATIENT PERSONAS
OBJECTIONS & ROLE



EXAMPLES
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Mike the GenX 
Firefighter

Bebe the Boomer Carl the Current 
User 



EXAMPLES
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EXAMPLES
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EXAMPLES
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PATIENT PERSONA
Q&A
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SUMMARY: PATIENT PERSONAS
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•Create multiple personas
•Ensures you take the most effective approach 
in marketing

•Provides powerful insights about your core 
patients

•Key tool in developing the Patient Journey



2CLINIC PERSONA



WHAT IS A CLINIC PERSONA



WHY DO WE NEED IT



HOW DO WE CREATE IT?
CLINIC PERSONA WORKSHOP



CLINIC PERSONAS
NAME & PERSONALITY



CLINIC PERSONAS
MOTIVATIONS & EMOTIONS



CLINIC PERSONAS
DEMOGRAPHICS



CLINIC PERSONAS
GOALS, VALUES & FRUSTRATIONS



CLINIC PERSONAS
QUOTES/MOTTO, BIO & BRANDS
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Clinic 
Persona
Example
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CLINIC PERSONA
Q&A



3PATIENT JOURNEY



WHAT IS THE PATIENT JOURNEY?



WHY DO WE NEED IT?



HOW DO WE CREATE IT?
PATIENT JOURNEY WORKSHOP



  UNDERSTANDING THE STAGES

PATIENT JOURNEY WORKSHOP

UNDERSTANDING 
THE PATIENT 
FOCUS

  



PATIENT JOURNEY: AWARENESS

•Online search and reviews
•Social media
•Existing patient referrals
•Traditional Marketing
•Lunch & Learns

HOW ARE MY PATIENTS FINDING ME?



PATIENT JOURNEY: CONSIDERATION

•Comparing options
•Brand awareness
•Online Reviews
•Existing patient referrals
•Perceptions of quality

WHO ARE THEY COMPARING ME TO?



PATIENT JOURNEY: ACQUISITION

•Conversion
•Front desk/phone skills
•Onboarding
•Include family or support person
•Online appointments

WHY WOULD THEY CHOOSE ME?



PATIENT JOURNEY: SERVICE

•Testing & diagnostics
•Treatment plan & fitting
•Your time to shine
•Locking in the relationship

HOW DO YOU MAKE YOUR PATIENTS FEEL?



PATIENT JOURNEY: RETENTION

•Follow up & communication
•Secret sauce of success

WHY WOULD THEY COME BACK TO MY CLINIC?



Define the specific goals of the patient based on the stage 
of the journey they are in.

PATIENT JOURNEY: PATIENT GOALS



Define the actions will the patient will most likely take in 
the stage of the journey they are in. 

PATIENT JOURNEY: PATIENT ACTIONS



Touchpoints are anytime a patient interacts with your 
brand.

Channels are similar to touchpoints but are how the 
patient communicates with you. 

PATIENT JOURNEY: TOUCHPOINTS & CHANNELS



What is your patient thinking and how are they feeling at 
this stage of their journey? 

PATIENT JOURNEY: PATIENT THOUGHTS/EMOTIONS



Pain Points are problems that occur at the different stages 
of the journey.

PATIENT JOURNEY: PAIN POINTS



Processes, actions, strategies YOU can take to improve 
the experience for the patient at this stage of their journey.

PATIENT JOURNEY: OPPORTUNITES TO IMPROVE
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MIKE
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BEBE



57

CARL
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PATIENT JOURNEY - YOUR TURN



1 2 3

REVIEW 
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Q & A



Thank you!
All of our worksheets are available for download here: 
https://cleardigitalmedia.net/thaa-patient-journey/

Michele Ahlman
michele.ahlman@cleardigitalmedia.net
cleardigitalmedia.net

Carla Hoffman
carla@hoffmanhearing.com
https://www.hoffmanhearing.com/

mailto:michele.ahlman@cleardigitalmedia.net
mailto:carla@hoffmanhearing.com

