
William Smith                                                   
Executive Vice President                                        
Academy for Educational Development

Building a Public health Building a Public health 
Sales ForceSales Force

CDC Health Communication and Marketing Conference
Disseminating Public Health Programs: Lessons for Health Marketing



Problem: excessive use of ER.

Solution: Special cadre of social workers to 
help mothers use primary providers. 

Effect: Minimal

Solution: Hire AED to make more compelling 
patient education materials for the social 
workers.

Dayton, Ohio, 1998

Managed Care - Medicaid population



Our approach: Look at the system, not just 
educational materials.  

Activities: Observed and Interviewed all players. 

Findings:
1. ER was over used, but very convenient
2. Dozens of systems problems
3.But women understood primary provider.

Dayton, Ohio

Managed Care  1997, Medicaid population

Re-analysis of ER usage data.



Key Finding:

12 – 223 providers accounted for more 
than 60% of excessive ER use. 

Real Problem:
Providers did not want Medicaid 
women in their practice because 
Medicaid was slow in paying.

Dayton, Ohio

Managed Care  1997, Medicaid population



If you can get them asking the 
wrong question, the answers 
they get don’t matter.

Sales forceSales force problem, 
not a communication 
problem, and not a 
problem of the women. 



Make a marketing 
deal with the 

providers.

Those with the 
lowest use of the ER 

will be paid first.



WRONG QUESTION: How can we change 
consumer behavior?
• What knowledge do people need?

• What messages will motivate?

• What channels are persuasive and trusted?

RIGHT QUESTION: Where are things going 
wrong in the system?

What barriers do people care about?

What benefits can we add to our service 
that people want?



Public HealthPublic Health
Fulfilling society’s interest in 
assuring conditions in which 

people can be healthy.
John Last, Public Health and 

Preventive Medicine

Sales forceSales force
1. Who are they?

2. What are they doing?

3. How are we helping?



Health Providers Advocates Media/Promotion
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How much of this do any of us know?
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Product Knowledge
Care ProvidersSelling
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Beast Self- Exam

AIDS – from African 
monkeys

What foods are good for 
us.



Customer Experience

Diverse and under-served 
customer base
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ItIt’’s not what we says not what we say……....

ItIt’’s what she understands and believess what she understands and believes



Audience Research
Theory Based
Determinants

Focus Groups

Behavioral
Surveys

Program
Evaluations

Pre-testing

Segmentation

KAPs



90 million90 million
Americans 
would have  
trouble with 
this.



•Tobacco 
companies

•Foods

•Addictions

•Beliefs

•Tobacco 
companies

•Foods

•Addictions

•Beliefs
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Selling Skills
Replace this sales force 

with message campaigns
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Service Providers

Media/Messages

Advocates

Disorganized, uncoordinated, poorly 
trained sales force function.

(Social Marketing)

http://www.faucet.com/decor/product.pl?mid=4646


If you can get them asking the 
wrong question, the answers 
they get don’t matter.

Change the 
mother’s 
behavior



Modest ProposalModest Proposal

1. Ask abut the system first, not the 
target audience.

2. Recognize we have a sales force. 

3. Use the sales force to fix the system, not 
just messages to educate and make aware 
the target audience.



Thanks


