









	
 Home

	 Add Document
	 Sign In
	 Create An Account














[image: PDFKUL.COM]






































	
 Viewer

	
 Transcript













University of Alberta



Course Guide for SPH 680-B1 Winter 2016 Main Campus



Health Care Marketing and Planning Friday 1:00 – 3:50 pm ECHA 1-144



Instructor: Dr Kent Rondeau, PhD Phone: 780-492-8608



Email: [email protected] Office: ECHA 3-269 Office hours: By appointment



Course Description



Course Objectives/ Student Competencies



Welcome to SPH 680! Health Care Marketing and Planning is an elective, three-credit course designed to provide students with a general understanding of the contribution of marketing to the effective management of health care services and public health programs. The course facilitates this objective by providing a foundation for the acquisition of marketing concepts and skills relevant for understanding the role that marketing plays in health care institutions, and as a vehicle for social change.



Upon completion of this course, students will be able to: 1) Understand the contribution of marketing to the effective management of health service organizations, programs and services. 2) Acquire knowledge and skills in constructing a marketing plan for a health service organization, program or service. Students will build practical skills in analyzing marketing problems and opportunities, and in developing marketing programs for health service organizations. 3) Discuss the salience of strategic market planning to the effective management of health service organizations. 4) Gain an understanding of the contribution of market research to the design of human services and programs. 5) Know how to segment a market in order to select appropriate programs and services to offer to a particular target constituency. 6) Describe how to establish and organize a marketing campaign and marketing budget. 7) Demonstrate skills in market measurement, forecasting, and consumer analysis for health service organizations and programs. 8) Identify and explain the role of public relations and fundraising for the effective management of health service organizations. 9)



Resources



Demonstrate skills in oral and written communication.



Textbook: Thomas, R.K. (2015). Marketing Health Services, 3rd Edition, Chicago: Health Administration Press (Available at University of Alberta Bookstore). Course Notes: Rondeau, K. (2016). SPH 680 Lecture Notes. School of Public Health, University of Alberta. (Handout) Course Readings and Casebook: Available for download on e-class
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Library



The University of Alberta library system’s website www.library.ualberta.ca details the range of services offered to students on and off campus. If you need further information or assistance, contact the Library's Electronic Reference Desk at www.library.ualberta.ca/ereference/index.cfm or call 1-800-207-0172.



Course Mid-Point Evaluation:



Final Course Evaluation:



Student Evaluation Assignment Marketing Research Plan Framework Marketing Plan and Presentation Case Analysis Class Participation / Discussion Board



The course instructor and the School of Public Health are interested in improving this course. I need to hear from you in order to do that well, so will gather feedback and recommendations from you at the mid-point of the course, by asking a student to administer and deliver an anonymous course evaluation. Following completion of the course you will receive a standardized summative evaluation. The standard University of Alberta course evaluation procedure will be followed. This will involve a standard questionnaire with anonymous responses returned to the Student Services Coordinator



Percentage 20%



Date Week 8



40%



Week 12



25%



Week 6 / Week 9 / Week 11



15%



Throughout Term



The University of Alberta Grading System The University of Alberta uses a letter grading system with a four-point scale of numerical equivalents for calculating grade point averages. Grades reflect judgments of student achievement made by instructors. These judgments are based on a combination of absolute achievement and relative performance in a class. Some instructors assign grades as intervals during the course and others assign marks (e.g. percentages) throughout the term and then assign a letter grade at the end. Instructors must adapt their approaches to reflect the letter grading system. Grade distribution should reflect those shown in this document. (EXEC 03 FEB 2003)
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Descriptor Excellent



Good Satisfactory Failure



Academic Integrity



Grading in Graduate Courses Letter Grade Grade Point Value A+ A AB+ B BC+ C CD+ D F



(95 – 100%) (90 – 94.5%) (85 – 89.5%) (80 – 84.5%) (75 – 79.5%) (70 – 74.5%) (67 – 69.5%) (63 – 66.5%) (60 – 62.5%) (55 – 59.5%) (50 – 54.5%) (0 – 49.5%)



4.0 4.0 3.7 3.3 3.0 2.7 2.3 2.0 1.7 1.3 1.0 0.0



Plagiarism is a serious offence. The University of Alberta is committed to the highest standards of academic integrity and honesty. Students are expected to be familiar with these standards regarding academic honesty and to uphold the policies of the University in this respect. Students are particularly urged to familiarize themselves with the provisions of the Code of Student Behaviour (online at www.ualberta.ca/CodeofStudentBehaviour) and avoid any behaviour which could potentially result in suspicions of cheating, plagiarism, misrepresentation of facts and/or participation in an offence. Academic dishonesty is a serious offence and can result in suspension or expulsion from the University. University of Alberta policy about course outline can be found in Section 23.4(2) of the University Calendar. (GFC 29 SEP 2003)



Evaluation of the Course 1.



Marketing Plan (60%)



Students will prepare and present a formal marketing plan for a health organization's program, service, or social product. Students working in groups of two or three will be expected to research, analyze, and construct a marketing plan for an existing or proposed health care program or service. The style and format for the plan is somewhat flexible. Relevant information, along with a small bibliography, concerning the construction and content of health marketing plans has been assembled and will be placed on-line (e-class) in The Professor’s Library.
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Although there is no ideal length for a marketing plan, each student is expected to work approximately 20 hours in the preparation of the plan (including the preparation of the marketing research framework and the marketing plan proper). Each student group, in addition to submitting their formal plan for grading will be required to present their plan in class. It is expected that presenters will gain from exposing their marketing plan to a wider audience for feedback, and will use this feedback before submitting their written plan. Each group presentation will be 30 minutes in length, followed by a 15 minute class discussion of the plan. The written marketing plan constitutes 50% of the final grade in the course, while the presentation of the marketing plan is worth 10%. The marketing plan comprises two parts: Part A includes a framework for the marketing research; Part B includes the marketing plan proper. Written and oral work that is judged "excellent" demonstrates: a) a high magnitude of innovation and creativity b) a high degree of logic and clarity of presentation c) a high proportion of completeness of analysis d) a high level of professionalism, style, and judgment



2. Health Care Marketing and Planning Cases (25%) Students are responsible for critically analyzing and writing up any one (1) case study from the three cases which are examined in this course. The choice of which case to submit for grading is left to the discretion of the student. Regardless of which case is submitted, students are expected to have thoroughly read and reflected upon all assigned cases and must submit the written case at the beginning of the class on the date it is reviewed (see class schedule for submission dates for each case). Late cases will not be graded. Cases will be graded on the basis of: the breadth and depth of understanding of the circumstances, problems, or challenges in the case; the clarity, logic and completeness of analysis; the innovativeness and originality of the chosen solution; and the quality of writing style and presentation. The main body of the written analysis for each case must be not more than 10 pages (2500 words) and should follow the format as described in class and summarized in the casebooks. The following provides a brief overview of the three cases being analyzed in this course: Practice Case—Northwest Hospital’s Health Intervention and Wellness Program: A healthcare organization contemplates establishing and marketing a corporate and employee wellness program. Budgetary constraints place severe limitations on a potential marketing campaign. Case A—Pacific Cataract and Laser Institute: Competing in the LASIK Eye Surgery Market: In response to increasing competition in the eye surgery market, PCLI wonders how it can adapt to increasing competition in Canada while securing the marketplace in the Pacific Northwest. Case B—The Shouldice Hospital: The Shouldice Hospital, a for-profit specialty hospital known for providing a unique method for hernia repairs, wonders how it can become more “patient-focused” and secure greater market share. Case C—Apollo Hospitals of India: Apollo Hospitals, a for-profit Indian Hospital wants to take advantage of an emerging market in medical tourism and considers an expansion in Sri Lanka but faces significant market challenges.
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3. Participation and Attendance (20%) To promote student learning and engagement, class participation and attendance will be assessed. Class attendance will be taken on a regular basis. Students who cannot attend all classes should not register for this course. As a way to foster student engagement, before each (weekly) session the instructor will post two questions on e-class Discussion Board that have been designed to engage the student with the material being examined with an intent to promote dialogue and shared understanding. Each student is expected to select at least one of these questions posted and compose and post their responses. Students may also choose to respond to the postings provided by other students. Responses must be thoughtful, supported by theory and by readings, and at least 75 words in length. The acquisition of knowledge is more easily facilitated when an interactive climate is fostered that recognizes the seminal importance of student involvement in classroom learning. To stimulate this process, students will be required to contribute thoughtfully to class discussion that effectively broadens the quality of dialogue. Each student is expected to have carefully completed the course readings each week and actively participate in the discussions.



SPH 680 – Health Care Marketing and Planning DETAILED COURSE OUTLINE BY WEEK



WEEK 1:



January 8 Course Overview Introduction to Health Care Marketing



LEARNING OBJECTIVES:



Students will learn why marketing management is an essential skill for managers working in public health organizations.



READINGS:



** Text – Chapter 1



INCLASS:



Introduction to the Course. Distribution of class outline and learning objectives. (60 minutes) Case Analysis: Mini-case: "Attracting a New Doctor for Redrocks." Students will explore marketing strategies for attracting physicians to remote rural community in Northwest Ontario. Class discussion. (Handout) (60 minutes) Lecture One: Introduction to Health Care Marketing (I) (30 minutes).



After this class students will: 1. Understand the relevance of the practice of marketing in health care. 2. Use marketing concepts to assist in attracting and retaining health care professionals.
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WEEK 2:



January 15 Why Marketing for Public Health Organizations?



LEARNING OBJECTIVES:



Students will examine the relevance of marketing concepts and principles for the effective management of health care organizations and social programs.



READINGS:



** #1: Levitt, T. (1975). Marketing myopia. Harvard Business Review, September/October, 26-28, 33-34, 38-39,44, 173-183. ** Text – Chapter 2; Chapter 3



IN-CLASS:



Group Exercise: "Health Care Market Demand and Strategy." Students will identify and match market demands and market strategies to variety of realistic health care scenarios. (Handout) (45 minutes) Class Analysis: "Demarketing the Hospital Emergency Department." Students will examine marketing strategies and approaches on how to reduce demand for a busy hospital emergency department. (Handout) (45 minutes) Executive Briefing: Students are required to briefly review and critique required course readings. (30 minutes) Lecture One: Introduction to Health Care Marketing (II) (30 minutes)



After this class students will: 1. Understand the relevance and importance of marketing for Canadian health care organizations. 2. Be able to identify various market demands and apply those market strategies to successfully manage them.



WEEK 3:



January 22 Strategic Marketing Management



LEARNING OBJECTIVES:



Students will demonstrate competence in how to use strategic market planning to position health services to meet community needs.



READINGS:



** #2: Lim, W.M., & Ting, D.H. (2012). Healthcare marketing: contemporary salient issues and future research directions. International Journal of Healthcare Management, 5(1), 3-11. ** Text – Chapter 4; Chapter 8



IN-CLASS:



Case Analysis: Mini-case: "Standard Community Hospital." Students will examine how a community hospital with a declining patient population should respond to environmental threats and opportunities. (Handout) (45 minutes) Executive Briefing: Students are required to briefly review and critique required course readings. (30 minutes) Lecture Two: Strategic Market Management (75 minutes)
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After this class students will: 1. Acquire an understanding of how strategic market management can be used to position health care organizations favorably in their environment. 2. Possess skills in portfolio analysis, stakeholder assessment, and position analysis to more effectively manage health care organizations, programs and services.



WEEK 4:



January 29 Public Health Marketing Research (I)



LEARNING OBJECTIVES:



Students will understand how market research can be used to assess the needs, preferences and interests of health care consumers.



READINGS:



** #3: Urden, L.D. (2002). Patient satisfaction measurement. Current issues and implementation. Lippincott’s Case Management, 7(5), 194-200. ** Text – Chapter 13; Chapter 14



IN-CLASS:



Practice Case—“Northwest Hospital’s Health Intervention and Wellness Program” A healthcare organization contemplates establishing and marketing a corporate and employee wellness program (60 minutes) (Casebook) Executive Briefing: Students are required to review and critique required course readings. (30 minutes) Lecture Three: Understanding the Health Care Consumer (60 minutes)



After this class students will: 1. Acquire an understanding of how market research can be used to assess the needs and satisfaction levels of target markets. 2. Know how to conduct a market audit on a health care program or service. 3. Develop their skills in strategic marketing and planning.



WEEK 5:



February 5 Public Health Marketing Research (II)



LEARNING OBJECTIVES:



Students will examine how to evaluate health care services while maximizing customer satisfaction



READINGS:



** #4: Mukherjee, A., & McGinnis, J. (2007). E-healthcare: an analysis of key themes in research. International Journal of Pharmaceutical and Healthcare Marketing, 1(4), 349363. ** Text – Chapter 15, Chapter 16.



IN-CLASS:



Student Workshop #1 (60 minutes) Class Exercise: “In Basket Exercise: Managing Quality at Sterling Hospital” Students will determine how to respond to a cluttered ‘in-basket.’ (Handout) (60 minutes)
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Executive Briefing: Students are required to review and critique required course readings. (30 minutes) Lecture Four: Marketing Organization and Research (30 minutes) After this class students will: 1. Appreciate the potential and limitations of using market research to assess consumer needs and interests in health programs and services. 2. Determine what attributes of quality are important to patients and consumers. 3. Develop an understanding of the use and potential of a few computerized market research methods.



WEEK 6:



February 12 Public Health Program Development and Design



LEARNING OBJECTIVES:



Students will learn the process of designing and delivering effective health care programs to meet the needs of target markets.



READINGS:



** #5: Perrott, B. (2013). Including customers in health service design. Health Marketing Quarterly, 30, 114-127. ** #6: Moorthi, Y.L.R. (2002). An approach to branding services. Journal of Services Marketing, 16(3), 259-274. ** Text – Chapter 5; Chapter 6.



IN-CLASS:



Case A—“Pacific Cataract and Laser Institute: Competing in the LASIK Eye Surgery Market”: In response to increasing competition in the eye surgery market, PCLI wonders how it can adapt to increasing competition in Canada while securing the marketplace in the Pacific Northwest. (Case Book) (60 minutes) Executive Briefing: Students are required to review and critique required course readings. (30 minutes) Lecture Five: Analyzing Marketing Opportunities (60 minutes)



After this class students will: 1. Know how to design new health care services for selected target markets. 2. Understand how focus groups can be used to collect important information on which to design services and programs. 3. Understand the difference between differentiated, undifferentiated and concentrated marketing.



WEEK 7:
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WEEK 8:



February 26 The Marketing Mix: Product, Price, Promotion, Place and Process



LEARNING OBJECTIVES:



Students will acquire an understanding of the contribution of product attributes, price, promotion and distribution decisions make to the marketing mix.



READINGS:



** #7: Mangold, W.G., and Faulds, D.J. (2009). Social media: The new hybrid element of the promotion mix. Business Horizons, 52(3), 357-365. ** Text – Chapter 11



IN-CLASS:



Student Workshop #2 (60 minutes) Executive Briefing: Students are required to review and critique required course readings. (30 minutes) Lecture Six: The Marketing Mix (60 minutes)



After this class students will: 1. Have a thorough understanding of the concept of the marketing mix and how its thorough delineation constitutes the heart of a marketing plan. 2. Understand the role of image to the successful marketing of health care organizations, programs, and services. 3. Explain how the use of social media can be used to market health care products and services.



WEEK 9:



March 4 International Marketing for Public Health



LEARNING OBJECTIVES:



Students will develop an understanding of public health marketing in a global context.



READINGS:



** #8: Abroms, L.C., & Maibach, E.W. (2008). The effectiveness of mass communication to change public behaviour. Annual Review of Public Health, 29, 219234. ** Text – Chapter 12



IN-CLASS:



Case #B—"The Shouldice Hospital”: How should a Canadian “for profit” specialty hospital position itself to maximize customer satisfaction and loyalty? (Case Book) (60 minutes) Executive Briefing: Students are required to review and critique required course readings. (30 minutes)



After this class students will: 1. Understand the potential of medical tourism to expand health care markets. 2. Understand the methods and means of communication as a way to change public behaviour.
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WEEK 10:



March 18 Social Marketing for Public Health



LEARNING OBJECTIVES:



READINGS:



Students will develop skills and competencies in the application of social marketing to public health issues and problems.



Case C—“Apollo Hospitals of India”: An Indian hospital explores the possibility to expand into neighboring Sri Lanka to pursue medical tourism. (60 minutes) (Casebook) ** #9: Grier, S., & Bryant, C.A. (2005). Social marketing in public health. Annual Review of Public Health, 26, 319-339. ** Text – Chapter 9; Chapter 10 Student Workshop #3 (60 minutes) Executive Briefing: Students are required to review and critique required course readings. (30 minutes) Lecture Seven: Managing Healthcare Quality (60 minutes)



After this class students will: 1. Explain the role of social marketing for shaping the health attitudes and health behaviours of consumers. 2. Understand the principles and practices of total quality management and its contribution to making public health organizations market-centered.



WEEK 11:



March 25 Good Friday/Easter (no class)



WEEK 12:



April 1 Service Quality Marketing



LEARNING OBJECTIVES:



Students will understand the contribution of marketing in delivering health services to consumers.



READINGS:



** #10: Bitner, M.J. (1992). Servicescapes: the impact of physical surroundings on customers and employees. Journal of Marketing, 56(April), 57-71. ** #11: Rondeau, K.V. (1998). Managing the clinic wait: an important quality of care challenge. Journal of Nursing Care Quality, 13(2), 11-20.



IN-CLASS:



Executive Briefing: Students are required to review and critique required course readings. (30 minutes) Lecture Eight: The Marketing of Healthcare Services (60 minutes)



After this class students will: 1. Be able to identify the attributes of high service quality. 2. Understand how patient satisfaction is conceived and evaluated. SPH 680 2016 Course Syllabus
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WEEK 13:



April 8 Public Relations, Sales Force Management and Fundraising in Health Care



LEARNING OBJECTIVES:



Students will develop and understanding of how public healthcare organizations conduct public relations and fundraise with donor publics. Salesforce management and its relationship to the marketing function will also be examined.



READINGS:



** #12: Berkowitz, E.N. (2007). The evolution of public relations and the use of the internet: the implications for health care organizations. Health Marketing Quarterly, 24(3-4), 117-130.



IN-CLASS:



Executive Briefing: Students are required to review and critique required course readings. (30 minutes) Lecture Nine: Public Relations and Fundraising (30 minutes) Course Review (60 minutes)



After this class students will: 1. Identify various means that public health organizations can effectively communicate with its diverse donor publics. 2. Explain how public relations can be used to improve the marketing function of public health organizations. 3. Identify the elements of an effective sales force management program.



Schedule at a Glance Date February 12 February 26 March 4 March 18 April 8



Topic Case A: Pacific Cataract and Laser Institute Marketing Research Plan Case B: The Shouldice Hospital Case C: Apollo Hospitals Marketing Plan and Presentation
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