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Goals with  Internal and External marketing

• Explore marketing strategies that can boost patient engagement, 
retention, and acquisition in an ophthalmology practice.

Goal: Increase patient and surgical volume



Understanding Internal Marketing

• Definition: Internal marketing involves strategies that target current 
patients and staff to 

• Build loyalty
• Enhance patient experience
• Drive word-of-mouth referrals.

• Goals:
• Improve patient satisfaction
• Increase retention rates
• Foster positive staff-patient relationships
• Encourage internal referrals



Key Internal Marketing Strategies

• 1. Patient Experience Management
• Ensure excellent patient care at every touchpoint (from reception to post-

treatment follow-up).
• Invest in staff training and education to enhance service quality.

• 2. Communication & Engagement
• Utilize email newsletters, personalized patient reminders, and feedback surveys.
• Educate patients on eye care and treatments through educational content.

• 3. Staff as Brand Ambassadors
• Train and empower your staff to represent the practice positively.
• Encourage staff to build strong, personal relationships with patients.



Key Internal Marketing Strategies

Panel Discussion with: 
Carrie Jacobs & Dagny Zhu, MD

Please share some Keys to Success with Internal Marketing in your practice



Understanding External Marketing

• Definition: External marketing involves strategies aimed at attracting new 
patients to your practice through various channels.

• Goals:
• Increase brand awareness
• Generate new patient leads
• Build a strong reputation in the community

• Key Channels:
• Online presence
• Traditional advertising
• Community outreach



Key External Marketing Strategies

• Digital Marketing
• Website Optimization:

• Ensure your website is user-friendly, mobile-responsive, and provides clear information about 
your services.

• SEO (Search Engine Optimization):
• Optimize your website for search engines to attract local traffic (e.g., "ophthalmologist near me").

• Online Reviews & Reputation Management:
• Encourage satisfied patients to leave positive reviews on Google, Yelp, or healthcare review sites.

• Social Media Marketing:
• Engage with the community and share informative content on platforms like Facebook, 

Instagram, and LinkedIn.



Importance of
Google Reviews

• Practice on Google?

• Physician on Google?

• Hybrid: Practice/physician



Review Sites:
• Google Reviews: Most impactful due to:

• High visibility
• SEO benefits
• High patient usage.

• Healthgrades: 
• Impactful in healthcare-specific searches and trusted by patients looking for detailed physician 

reviews.
• Yelp: 

• Can influence local search rankings and attract patients who rely on detailed, emotional reviews.
• Zocdoc: 

• Both a review platform and an appointment booking system. 
• Facebook: 

• Reviews show up on your practice’s business page and can be easily shared by patients within 
their social network, amplifying their reach.



Social Media Marketing
• Instagram
• TikTok
• Facebook
• LinkedIn
• Youtube

TikTok Videos

LinkedIn

Instagram



YouTube Educational Channels



Additional Key External Marketing Strategies 

• Pay-Per-Click (PPC) Advertising
• Run targeted PPC campaigns on platforms like Google Ads to reach patients 

searching for eye care services.
• Challenge: Has become very expensive

• Community Outreach
• Partner with local organizations, schools, and businesses to offer free eye 

screenings or educational seminars.
• Sponsor local events to increase visibility in your community.

• Traditional Advertising
• Use print ads, radio spots, and local TV ads to promote your practice to a broader 

audience.



Integrating Internal & External Marketing

• Why Integration is Important:
• Consistent messaging across internal and external efforts strengthens brand identity.
• Engaged and satisfied existing patients can drive external growth through referrals.

• Examples of Integration:
• Use patient success stories from internal marketing in external social media ads..
• Utilize social media to spotlight your internal staff and patient experiences.

Panel: How do you integrate your marketing?



Case Examples: 

Panel: Please share examples where you have been able to impact your 
patient volume



Measuring Success ?

• Key Metrics for Internal Marketing:
• Patient retention rates
• Patient satisfaction scores (via surveys)

• Key Metrics for External Marketing:
• New patient acquisition rates
• Website traffic and conversion rates
• Online review scores and social media engagement
• ROI on marketing spend (e.g., PPC campaign performance)

• Overall goal:  Increases in surgical volume



Action Plan

• 1. Assess Your Current Situation:
• Review current patient satisfaction, marketing efforts, and staff engagement.

• 2. Set SMART Goals:
• Specific, Measurable, Achievable, Relevant, Time-bound goals for both internal and 

external marketing.

• 3. Implement Strategies:
• Develop a marketing calendar for content, promotions, and campaigns.
• Allocate budget and resources for both internal and external initiatives.

• 4. Monitor and Adjust:
• Regularly review performance metrics and adjust strategies as needed.



Key Takeaways:

• Effective marketing requires a balance of internal and external strategies.
• Patient experience and staff engagement are crucial to internal success.
• Digital presence, community outreach, and advertising drive external growth.
• Regular monitoring and adjustments ensure continued success.
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