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Those providers with a digital front door 

were suddenly front and center, and 

everyone else had to adapt on the fly to 

create contactless services, curbside 

options and new procedures that limit the 

number of patients in a waiting room at any 

one time.

As providers have adapted, one thing has 

become clear. With the right plan and 

technology in place, this new model for 

delivering care really works.

A recent Accenture survey reported that 9 

out of 10 patients feel the care they received 

from their healthcare provider was as good 

or better than before COVID-19. A 

contributing factor to this positive response 

is the role digital tools have played: Another 

survey shows 60% of patients want to use 

technology more for communicating with 

healthcare providers and managing their care.

The traditional model for delivering care has 

been largely unchallenged for decades. 

Patients called their providers over the phone 

for everything — from scheduling 

appointments to asking care and billing 

questions — and then came into an office at 

scheduled appointment times and stayed in 

the waiting room before being treated. 

In recent years, some providers have explored 

and even tested new technologies to 

communicate with patients virtually, but for 

most smaller clinics and providers, there was 

always something more pressing. Running the 

day-to-day business and serving patients 

usually took precedence over “digital 

transformation” initiatives. 

And then the global pandemic happened and 

the world changed almost overnight. From 

new guidelines mandating social distancing 

and limiting crowd sizes to increasing 

consumer anxiety, providers were forced to 

reinvent the way they communicate with 

patients and staff and how they provide care.

Introduction

60%
of patients want to use technology 

more for communicating 

with healthcare providers and 

managing their care.

Source: Accenture

https://www.accenture.com/us-en/insights/life-sciences/coronavirus-patient-behavior-research
https://patientengagementhit.com/news/60-of-patients-interested-in-using-digital-communication-tools
https://patientengagementhit.com/news/60-of-patients-interested-in-using-digital-communication-tools
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patients on the channels they prefer and 

engage them across their entire journey in 

real time. And technology enabling the 

automation of messages for FAQs and 

simpler procedures like check-ins and 

appointment reminders can reduce 

call volume and free up staff to focus 

on responding to the more complex 

messages and to handle inbound 

call volume. 

With ongoing uncertainty and changing 

patient expectations, two-way 

communication is the key to driving 

long-term patient loyalty. 

With increased consumer anxiety and 

call volumes surging, the stakes are 

much higher. Providers are realizing the 

importance of proactively communicating 

with patients and responding quickly to 

their questions. A recent study from 

Medallia underscores this: Consumers 

don’t want to wait on hold for more than 

five minutes, and if expectations like those 

aren’t met, 77% are unlikely to return to 

the business. 

By offering consumers more ways to 

communicate — through web chat, SMS 

text or other common messaging 

applications — you can connect with 
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77%
Consumers don’t want to wait on 

hold for more than five minutes, 

and if expectations like those 

aren’t met, 77% are unlikely to 

return to the business. 

https://f.hubspotusercontent20.net/hubfs/393073/2019%20eBooks/2019%20Guest%20Service%20Report/Med-Zing-2020-Guest-Survey-Report-FNL.pdf
https://f.hubspotusercontent20.net/hubfs/393073/2019%20eBooks/2019%20Guest%20Service%20Report/Med-Zing-2020-Guest-Survey-Report-FNL.pdf


Traditional communication methods are no 

longer as effective today. Patients want to 

engage on their terms, and in many cases, 

that means through messaging, not phone 

calls and emails. It’s how consumers 

communicate important updates and plans 

to co-workers and loved ones and it’s how a 

growing majority want to engage businesses.

More than half of U.S. homes no longer have 

a landline (U.S. Health Department), 77% of 

the population owns a smartphone (Pew 

Research) and texting is now the most 

common form of communication for 

Americans under 50 (Gallup).

Not only can messaging provide a way to 

inform and support patients in real time 

throughout their journey, it can also 

provide a far more effective way to gather 

timely feedback.

5 Ways to Use Two-way Communication
to Boost Patient Loyalty:

1 Engage Patients on Their Terms

Consider these 

According to recent Medallia research, 

consumers report that 65% of their feedback 

is provided via mobile device. But it isn’t just 

mobile that is important. Your signal 

collection toolkit needs to include a range of 

methods and instruments — SMS text, web 

chat, messaging apps — that are integrated 

on the back end to create one source of truth 

and to catch patients when and how they 

want to engage.

Often, communicating directly with a patient 

via mobile messaging before, during and after 

a patient’s appointment is far more beneficial 

than waiting until the patient has left and 

there is no way to address any issues along 

the way. Belinda Simmons, head of Medallia’s 

Healthcare practice, says that her clients will 

often automatically send via text a short 

satisfaction survey with as few as three 

questions to patients immediately following 

an interaction. If the results show an 

unsatisfactory experience, an alert is sent 

for someone to follow up in the moment. 

This approach ensures organizations are 

acting and addressing their concerns in 

real time.
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SMARTPHONE
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https://www.cdc.gov/nchs/data/nhis/earlyrelease/wireless201705.pdf
https://www.pewresearch.org/internet/fact-sheet/mobile/
https://www.pewresearch.org/internet/fact-sheet/mobile/
https://news.gallup.com/poll/179288/new-era-communication-americans.aspx
https://go.medallia.com/rs/669-VLQ-276/images/Medallia-Report-Customer-Engagement-Now.pdf


The most crucial step in building patient 

loyalty is making them feel heard. By 

providing patients with a voice, they can 

be reassured that you’re invested in their 

health and wellbeing.

On the other hand, if they don’t feel heard, 

they may continue to seek an outlet to air 

their frustrations or they may find a new 

provider. And make no mistake, other 

patients and potential patients are listening.

A PwC study shows that the reputation of 

healthcare organizations is shaped by 

personal experiences, peer recommendations

and word-of-mouth. While only about 20% 

of consumers attributed their choices of 

retailers, hospitality, and travel services on 

peer recommendations and personal 

2 Ensure Patients Feel Heard

experience, more than double that 

number (42%) said those experiences 

directly influenced their choice of a 

healthcare provider.

Simmons also urges healthcare 

organizations to recognize the power of 

social media in building — or undermining 

— perceptions and loyalty. Many forward- 

thinking providers and payers are linking 

experience surveys to social media reviews 

to build volume as a hedge against that 

one “really bad” rating on a review site. 

“There may be lots of patients who had 

a very positive experience with your 

organization, but who just need a nudge 

to provide social feedback,” Simmons said.
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42%
of consumers attributed their 

choice of a healthcare provider 

on peer recommendations and 

personal experience.

Source: PwC

https://www.prnewswire.com/news-releases/moment-of-truth-for-healthcare-why-the-customer-experience-matters-according-to-new-pwc-health-research-institute-report-163827736.html


The staff working closest to patients have the greatest impact on care delivered — 

a fact that is difficult to argue against. Indeed, employees are the change agents 

that ultimately deliver the experiences that influence your organization’s brand. 

Here are a few ways you can maximize their impact:

Staff Efficiency Tools

Provide technology so that staff can effectively handle the peaks and valleys of 

patient questions throughout the day. Deflect call volume to text where 

automations can handle simple questions and specific conversations can be 

routed to teams or specialists for fast follow up. This ensures the patient’s needs 

are being met throughout their journey, while also providing staff with tools to 

efficiently and effectively triage communication throughout the day.

Employee Ideas

While you may be getting a strong signal from customers and internal systems 

indicating where problems exist, your employees can be the single best source of 

truth for how to fix those problems. Capturing ideas and suggestions across your 

entire organization, acknowledging them, and evaluating them with transparency 

encourages engagement and action.

Employee Satisfaction

Ensuring employees are satisfied with their work environment, conditions and 

relationships allows them to focus on what matters most — providing the best 

possible patient care. Just like with patients, engage employees in real time and 

gather feedback during key moments. Continuously monitoring, measuring and 

analyzing employee satisfaction scores can help you keep a pulse on how your 

staff is feeling and proactively intervene, when and where appropriate.

3 Activate Your Employees
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of consumers attributed their choices 
of retailers, hospitality, and travel 

services on peer recommendations 
and personal experience, 
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52%
of consumers stated that a 

negative experience they had 

could have been improved if they 

had the opportunity to give 

real-time feedback and had the 

company taken immediate action.

Source: 
Medallia Customer Engagement Now

A healthcare setting can be hectic and does 

not always lend itself to following up on 

patient feedback. But consider this: 52% of 

consumers stated that a negative experience 

they had in the past year could have been 

improved if they had the opportunity to give 

real-time feedback and had the company 

taken immediate action.

It’s not enough just to generate feedback. 

What can build loyalty is actually doing 

something with that feedback — via timely 

responses and meaningful actions.

“With real-time data in the hands of 

somebody who can actually take action, you 

have the opportunity to improve patient 

experience,” Simmons noted. “Staff can call 

or text an unsatisfied patient and say, ‘Hey, 

I’m sorry, but can you come back in? What’s 

a good day for you?’ which shows that you 

really care about their experience.”

4 Prioritize Service Recovery

There are two elements of prioritization

at play:

 Investing in technology that can  

effectively capture and route   

feedback to the appropriate person  

who can address the specific   

problem area(s) and make a lasting  

impact for the patient.

 Building service recovery into the

workflows of your frontline teams

with two-way communication.
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https://go.medallia.com/rs/669-VLQ-276/images/Medallia-Report-Customer-Engagement-Now.pdf


The care experience is often not a single event, but a 

set of connected moments — before, during and after 

an appointment — that together form the experience. 

While the sum of these moments determines how the 

patient views the experience, any single moment can 

have an impact.

In fact, a recent McKinsey and Co. article asserts there 

are many “mini-journeys” throughout the care 

experience. In the same article, they urge practitioners 

to consider the factors with the strongest influence 

on each mini-journey, and assert that they often 

vary by market and patient segment.

Organizations should look beyond the individual to 

find patterns across patient journeys, identifying which 

patients are similar and how experiences compare 

by segments in order to understand where poor 

experiences stem from.

5 Identify Root Causes — Not Just Symptoms

Before Treatment

During Treatment

After Treatment

(engage patients on their terms)

(prioritize service recovery)

(ensure patients feel heard)

The Patient Experience Cycle
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With changing times and greater patient expectations, communication 

has become more important than ever and the key to driving long- 

term patient loyalty. Your organization should feel empowered to 

create exceptional experiences that boost patient loyalty.

By strategically leveraging technology such as two-way mobile 

messaging and surveys to drive convenience, communication and 

quality, you can cement the bonds needed to maintain enduring 

patient relationships in the face of emerging competition, increasing 

price sensitivity and market disruptors.

To achieve this, partner with a technology leader in patient and 

employee experience that will offer the right mix of product 

innovation and industry expertise to drive your organization forward.

Conclusion
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Medallia Zingle empowers businesses to engage, support and respond to customers in more 

meaningful and impactful ways. Zingle’s customer engagement platform combines artificial 

intelligence and machine learning with workflow automation and mobile messaging, allowing 

brands to easily deliver exceptional customer experiences in real time. Leading brands across 

different verticals, including hospitality, food & beverage, retail, and more, use Zingle to increase 

efficiency, improve operations and delight their customers. Zingle is a division of Medallia, the 

pioneer and market leader in experience management. Find out more at zingle.com.
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