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Poll Question:

• I am ___ in my understanding of how 
generational differences impact traditional and 
digital communication strategies.

• I am ___ in my understanding of the basics of 
targeted communication planning focused on 
the right messaging, for the right audiences, 
at the right place.



KNOW YOUR AUDIENCE
Understanding generational differences



COMMUNICATE to the Individual

Treat each generation as individuals
• Understand generational differences

• Generations behave differently
• They are motivated by different things 
• They consume media in different ways

• Each generation expects personalized and 
tailored content that aligns with their interests 
and preferences



Born 1928 - 1945

They want to be directed
- Follow physician direction explicitly

Health decisions are made by:
- Advice from credible health professionals
- Quality of service



Born   1946 - 1964

They want to be engaged
- They search for health information online 
- Influenced by traditional advertising

Health decisions are made by:
- Online ratings
- Organization’s reputation



Born    1965 - 1980

They want to feel connected
- Responsible for health decisions that impact

both their parents and their children

Health decisions are made by:
- Convenience
- Selecting from multiple options



Born      1981-1997

They want instant information
- They prefer passive forms of communication

Health decisions are made by:
- Peer-driven
- Cost



Born     1997 – 2012

They are the Influencers
- Expect a personalize experience
- They actively avoid ads

Health decisions are made by:
- Digital offerings
- Asking parents and friends



The Millennial Patient
Who is this generation?



Born 1981 - 1997

• Millennials are now the largest living 
generation in the U.S. 

• They are:
– Tech savvy
– Price sensitive 
– Seeking convenience
– Trying to balance work and life
– Less committed to one institution

• They believe healthcare should meet their expectations
• Health decisions are made by:

- Peer-driven
- Cost



WHO IS this Generation?

• A survey by The Advisory Board identified 
that 33% of millennials don’t have a regular 
physician, compared with 15% of adults ages 
50-64

• Many organizations have still not focused 
on the healthcare needs of Millennials 



GET TO KNOW
Your largest demographic group

• Set objectives for your plan
– Increased market share
– Sustainable growth

• Conduct Millennial market research
– Understand your customers wants and needs

• Understand how effective your organization’s brand 
is at attracting this next generation

• Think beyond communications
– This can lead to operational and cultural changes



Get to Know
Your Largest Demographic Group (continued)

• Develop a Millennial Advisory Group
– Hand picked volunteers
– Online surveys
– Offer insights into preferences, your brand, 

thoughts and behaviors
– They can become your future ambassadors of 

your organization



Multigenerational audiences

Hospital workforce
Existing patients

Potential patients



WORKFORCE
Managing Multiple 

Generations

• We are seeing 4 generations together 
in the workforce

• Millennials are projected to be 50% of 
the workforce by next year
(By 2030 millennials will outnumber 
boomers by 22 million)

• Baby Boomers will be retiring within 
the next few years

• Diversity is likely to result in differences
in attitude and aptitude

• If not managed effectively, 
generational differences can lead to 
frustration, conflict, poor patient care



Workforce



WORKFORCE
Reverse Mentoring

• Younger employees paired with older
– Both sides learn from each other

• Create a culture that fosters better 
communication and collaboration 
with everyday interactions

– Encourage collaboration
– Group training or professional 

development
– Social media network connecting staff
– Include in organizational planning 

process
• Build trust and transparency



Create a High Performing Team

When members of each generation 
understand their differences, 

they can come together as a team



HOSPITAL 
WORKFORCE
Recruitment

• Target different generations
• Strengthen brand presence within 

website and social media as a 
destination/landing page for 
additional information

• Offer digital HR electronic processing



EXISTING Patients



TELEMEDICINE 
Greater access for all generations

Virtual care
– Extend access to care 

through online exams
– Patient make future or 

real-time appointments
– Can allow for provider-to-

provider video or chat 
consultation during the exam



ONLINE REVIEWS
Reputation management



CONVENIENCE
Gen X / Millennials

• Same day appointments
• Walk-in care
• Extended hours
• Saturday care
• Improve your access or wait times 

– Hire additional physicians or 
advance practice providers



PERSONALIZED Experience
Traditionalist/Boomers/Gen Z 

Special personalized offer 
makes it’s more than just 
an appointment!



FREE MEDICARE 
WELLNESS VISIT
Traditional/Boomers 



POTENTIAL Patients



Convenience
Gen X / Millennials

• “Save My Place” online for 
Urgent Care

• Receive text messages with 
updates and reminders about 
your upcoming appointment



Speak their Language

• Millennials are tech-savvy, and they expect their 
providers also to be too

• They expect an “Amazon Experience” –
(convenience)



Google It

Engage generations with understandable 
information on your website – not industry jargon

Hey 
Google!



Reputation management
Online reviews

• Transparency is critical to 
help patient search for the 
provider who is right for their 
needs

• Rankings can be based on 
patient satisfaction surveys 
and the various ways you 
deliver patient feedback to 
your providers

• CAHPS surveys
• Offer results within your 

website provider bio pages



Reputation management (continued)
Online reviews

Star ratings are calculated using an average of all 
survey responses 
 Friendliness/courtesy of the care provider
 Concern the care provider showed for questions or worries
 Care provider's discussion of any proposed treatment (options, 

risks, benefits, etc.)
 Likelihood of recommending this care provider to others
 For each provider, ratings from their patients are averaged 

together to form a single star rating



CONVENIENCE
Gen X / Millennials/Gen Z

Be present where they are searching 
• Short video segments focusing on 

healthy living, quick tips to help 
balance their active lifestyle

• Searchable content
– Content should be less hospital 

focused; more health focused
– Google AdWords
– Sponsored social content
– Blogs
– Display ads





EDUCATION
Traditional/Boomers/Gen X



DIVERSITY
All generations



SUMMARY

• Healthcare organizations that can 
successfully master managing the diversity of 
generations in their organization down to the 
team level will thrive

• Recognize the cultural or generational 
differences of the audiences you are 
communicating to

• Determine the preferred method of 
communication

• Personalize and tailor content that aligns with 
each generation’s interests and preferences

• Value and embrace our differences



PRESENTATION Insights

American Hospital Association
The Advisory Board

AARP
Healthcare Strategy Institute

Modern Healthcare
The Predictive Index
Willis Towers Watson



Post poll Question:

• I am ___ in my understanding of how 
generational differences impact traditional and 
digital communication strategies.

• I am ___ in my understanding of the basics of 
targeted communication planning focused on 
the right messaging, for the right audiences, at 
the right place.

• I am ___ that I will apply the knowledge gained 
from this educational training to improve my 
organization’s community outreach and 
education efforts.



DRCHSD Communication Strategies 
for Community Outreach and 
Education Webinar Series
Webinar #4

Physician Relationships and Building a Referral Network
Thursday, November 11, 11:00-12:00 CT

Speakers: 
Mike Milligan, President / Legato Healthcare Marketing
Amy Yaeger, Vice President of Strategic Services/ Legato Healthcare Marketing



Thank You!
For more information contact:

Brian Lani
920.544.8102  ext. 102
brianl@golegato.com

LegatoHealthcareMarketing.com
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