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About NHS Elect

• NHS Elect was founded in 2002 by Lord Ara Darzi to support NHS organisations to work 
together to innovate and improve care for patients

• We are part of the NHS, hosted by Imperial College Healthcare NHS Trust 

• We work with 70 organisations in our membership supporting local teams in leadership 
development, quality improvement, marketing and branding and organisational 
development 

• We also lead several improvement collaboratives, focused on urgent and emergency care 
including the ambulatory emergency care network and the acute frailty network. 200+ 
organisations have participated in these networks

• More details on our work programme can be found on www.nhselect.nhs.uk

http://www.nhslect.nhs.uk/


About me – Sue Kong
PREVIOUSLY:
Manager for facilities and surgical services in acute Trusts, performance 
management, Strategic Health Authority Director for Strategy, passionate 
about customer service and patient experience.

MBA Distinction (specializing in marketing and international marketing)
Marketing Insight Speaker with Warwick Business School
Editorial panel member for Journal of Patient Experience, SAGE

NOW:
Director – NHS Elect (Lead for the Marketing, Branding & Patient 
Experience Programme

E: sue.kong@nhs.net
W: www.nhselect.nhs.uk
Twitter: @MarketMingle @NHSElect

http://www.nhselect.nhs.uk/


What we will cover
1. What is marketing?
2. Preparing a Marketing Plan – Fundamentals of market analysis

– SWOT and PEST from a customer point of view
– Competitor Analysis & marketing models

3. Preparing a Marketing Plan – Identifying your target audiences
– Target audiences
– Creating pen portraits

4. Devising your strategy
– Marketing Mix (7Ps)
– Impact of Branding and customer experience

5. Promoting NHS services
– Effective promotion tools
– Department of Health Code of Practice

6. Completing your marketing plan
– KPIs / budget / evaluation



What we will cover in our 6 step programme
Part 1 Introduction to Marketing – what is marketing? Wednesday 3rd June
https://attendee.gotowebinar.com/register/4477032534414287884

Part 2: Introduction to Marketing - the fundamentals of market analysis, Wednesday 10th June
https://attendee.gotowebinar.com/register/277701859309949196

Part 3: Introduction to marketing - identifying your target audiences, Wednesday 17th June
https://attendee.gotowebinar.com/register/828307595686300172

Part 4: Introduction to marketing - Devising your marketing strategy, Wednesday 24th June
https://attendee.gotowebinar.com/register/7241296026108482316

Part 5: Introduction to marketing - Promoting NHS services, Wednesday 1st July 
https://attendee.gotowebinar.com/register/3828102970724488716

Part 6: Introduction to marketing - Putting your plan together, Wednesday 8th July
https://attendee.gotowebinar.com/register/8310055413167416076

https://attendee.gotowebinar.com/register/4477032534414287884
https://attendee.gotowebinar.com/register/277701859309949196
https://attendee.gotowebinar.com/register/828307595686300172
https://attendee.gotowebinar.com/register/7241296026108482316
https://attendee.gotowebinar.com/register/3828102970724488716
https://attendee.gotowebinar.com/register/8310055413167416076


Sue Kong
• CIM Chartered Marketer with over 25 years experience in NHS 

strategic planning and operational management
• Managed both Facilities and Surgical services in Acute as well as 

strategic planning at strategic health authority level
• Speaker at Warwick Business School for their ‘Marketing 

Insights’ programme for MBA and Marketing degree students. 
Holder of MBA (Distinction) majoring in marketing

• Member of the Editorial Board for ‘Journal of Patient Experience’, 
SAGE & Cleveland Clinic, USA 
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Ice breaker – ‘What is Marketing?’ Quiz
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What is marketing?

The management process responsible for
identifying, anticipating and satisfying
customer requirements profitably.



So what does that mean

• The importance of the customer and their requirements
• The careful planning processes needed to achieve the 

organisations goals. 
• It acknowledges that marketing is at the core of every business 

irrespective of its size or nature. 
• It is a Management (planned) process.



Kotler

It is all about getting the right product or service to the customer 
at the right price, in the right place, at the right time. 

Business history and current practice both remind us that without 
proper marketing, companies cannot get close to customers and 
satisfy their needs. And if they don’t, a competitor surely will.



The evolution of marketing

Marketing thought to have evolved from previous 
business paradigms over time:

• Production orientation
• Product orientation
• Sales orientation
• Marketing orientation
• Societal orientation
• Relationship marketing
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Steve Jobs’ (Apple) sums it up 
beautifully…
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What is marketing in the NHS and in healthcare?
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NHS Marketing is …

A concept / mindset – understanding your patients’ and purchaser needs (marketing culture)

A process – management process for identifying, anticipating and satisfying the customer 
requirements (marketing plan / strategy)

A series of techniques – Customer insights (GP and patient feedback, Friends & Family Test), 
Marketing Mix (includes promotions, NHS Choices website), Ansoff Matrix, Boston Matrix, 
DH Code of Practice for Promoting NHS Funded Services (ASA)

NHS Marketing: Adapting to your patients’ and referrers’ needs
so that you provide a more timely, efficient and responsive service



© NHS Elect

Choice of at
least 4 

providers

January
2006 2006 

Extended 
Choice

2008

Free Choice

Choice Policy and Coalition Plan
• Patients can choose from any provider of 

elective care in England who can meet quality 
standards ‘at a price acceptable to the NHS’

• ‘Code of Practice for Promoting NHS Services’ 
published 19 March 2008

From 2012 onwards
• Choice in Consultant-led Team
• Choice in GP (2014)
• Choice of Treatment

But…NHS is an ‘internal’ market and not a true 
market but there is comparison of experiences

Why do we need marketing in the NHS?
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Product orientated 
healthcare 
organisation

Market orientated 
healthcare 
organisation

Producer is production focused, selling 
what can be produced

Providing products/services to meet the 
needs of customers 
(profit through customer satisfaction)

Car parking for staff at the front of the 
hospital

Staff car parking furthest away from 
main entrance

Labelling departments by their medical 
terms ‘Cardiology’, ‘Obstetrics’, 
‘Paediatrics’

Patient friendly labelling of departments 
‘Heart’, ‘Mother and Baby’, ‘Children’

Patient schedule is communicated as 
and when the staff is ready

Patient schedule shows exactly which 
tests will happen when during their visit 
and when they are expected to go home
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3 Cs to simplify marketing in your division / department

Customer

Competition
Communication

What are the strengths and 
weaknesses of your 
specialty / division / Trust 
according to our 
customers?

Who else is doing 
better or worse than 
us? 

Which communication 
channel and method is 
the most effective for 
our customer groups?
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Marketing Plan vs Business Plan in the NHS
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The type of responses you will get if you mention 
the ‘M’ word 10 years ago…

• Why do we need to attract more patients? We are busy enough as it is
• That is wasting tax-payers’ money – we don’t need advertising and 

marketing staff but more doctors and nurses
• We are public sector and we save lives so we don’t want any of that 

evil commercialised thinking here
• I need to write a marketing plan but I don’t know where to start?
• Can you help me with a glossy leaflet?
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What colleagues now say when you mention marketing

• How can we attract more income to fund more doctors and nurses?  
• How can we compete with the private, 3rd sector and other NHS Trusts 

in a tender bid?
• How can we engage and communicate better with our stakeholders?
• How can we ensure the right patients are accessing our services easier 

and faster?
• How can I manage our reputation as a hospital and recruit and attract 

the best staff?
• How do we encourage people to make better health choices? 
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How can we attract more income to fund 
more doctors and nurses? 
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Income generation: 
Promotion & Advertising
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How can we compete with the private, 3rd sector 
and other NHS Trusts in a tender bid?
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Can you guess these organisations without 
seeing their logo or brand colours?
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Source: NHS Creative
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Guess the organisation…
?…. to provide outstanding healthcare to our community, delivered with 

PRIDE
Barking, Havering & Redbridge University Hospitals NHS Trust

?... The very best care for every patient, every day
West Hertfordshire Hospitals NHS Trust

?... puts the patient at the heart of everything we do
Western Sussex Hospitals NHS Foundation Trust

See the challenge for these organisations to stand out for patients and for 
attracting staff?
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Competing on customer service! Brand values 

Source: www.careopinion.org.uk
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Source: www.Iwantgreatcare.org
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Creating memories through highly personalised service

WE ARE ALL MEMORY CREATORS

Our roles and jobs are not just about mending the fracture, the changing of 
the dressing, cleaning of the wounds, prescribing the drug but giving a 
holistic care and creating powerful emotional experiences of 
personalised healthcare. 
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How can we engage and communicate 
better with our stakeholders?

How can we ensure the right patients are 
accessing our services easier and faster?
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‘Educating’ the customer on where to go for what you need
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Then there is the NHS
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Using social marketing techniques to change 
behaviour…
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How to use your free A&E services…

https://bit.ly/1kVZnFD Arden & GEM CSU

https://www.youtube.com/watch?v=ffT1orYXdcI
NHS Arden & GEM CSU

https://bit.ly/1kVZnFD
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How can I manage our reputation as a hospital and 
recruit and attract the best staff?
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Recruitment campaigns for the biggest 
hearts and minds
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How do we encourage people to make 
better health choices? 
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Social marketing 
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Social distancing in branding
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Re-imaging and framing 

The impact of fear on patient experience –we’ve already seen this with 
people not coming to A&E when they should… do we need to change the 
messaging? …Why do people behave differently when anxious or fearful? 
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Re-imaging and framing 



Forthcoming NHS Elect Events
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Q&A and Thank you
Sue Kong, Joe Blunden & Gaynor Cross
sue@nhselect.org.uk (@MarketMingle)
joe@nhselect.org.uk (@NHSCommsJoe)
gaynor.cross@yahoo.com (@gaynor_cross) for CIM qualifications 

www.nhselect.nhs.uk
Twitter: @NHS Elect

Chat with Sue on @MarketMingle on NHS marketing, branding and patient 
experience

mailto:sue@nhselect.org.uk
mailto:joe@nhselect.org.uk
mailto:gaynor.cross@yahoo.com
http://www.nhselect.nhs.uk/


What we will cover in our 6 step programme
Part 1 Introduction to Marketing – what is marketing? Wednesday 3rd June
https://attendee.gotowebinar.com/register/4477032534414287884

Part 2: Introduction to Marketing - the fundamentals of market analysis, Wednesday 10th June
https://attendee.gotowebinar.com/register/277701859309949196

Part 3: Introduction to marketing - identifying your target audiences, Wednesday 17th June
https://attendee.gotowebinar.com/register/828307595686300172

Part 4: Introduction to marketing - Devising your marketing strategy, Wednesday 24th June
https://attendee.gotowebinar.com/register/7241296026108482316

Part 5: Introduction to marketing - Promoting NHS services, Wednesday 1st July 
https://attendee.gotowebinar.com/register/3828102970724488716

Part 6: Introduction to marketing - Putting your plan together, Wednesday 8th July
https://attendee.gotowebinar.com/register/8310055413167416076
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