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Digital with care.

Redesign Roundtable

Tips from Healthcare Marketing Leaders




Your Presenter

Ben Dillon
Chief Strategy Officer, Geonetric

« Helps organizations across the country embrace online strategies
to engage health consumers

« SHSMD Past President and eHealthcare Strategy & Trends Editorial
Advisory Board Member

« Master’s degree in eBusiness and strategic management from the
University of lowa and a bachelor’s degree in computer engineering
from the University of Michigan
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Redesign Trends



Decrease

Remain the same

Increase

Decrease

Remain the same

Increase

Expected change in overall marketing budget

15.22%

10.00%

Leader

8.82%

Expected change in digital marketing budget
Laggard

22.22%

Average

Leader

11.54%

Overall

21.719
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Slowing D Speeding Up? ;
owing Down or Speeding Up:
) . e . [ . N o« e . o .
Pandemics Impact on Digital Transformation Initiatives? Pandemic’s Impact on Digital Marketing Initiatives?
Other - please specify
20 Other - Please specify
8.5%
No impact to digital marketing
Unsure No impact to digital initiatives from these events
18% transformation initiatives Unsure 12.1%
4 from these events 7.1%
12%
o ‘ Digital transformation
DFg!tfal Fransformatlon initiatives cancelled or
initiatives added or delayed ital marketing initiatives added Digital marketing initiatives
accelerated 35% Digital marketing initiatives added or cancelled or delayed
33% accelerated 41.1%
31.2%
geonetric.com

Source: Geonetric’s 2020 Healthcare Digital Marketing Trends Survey



Yes, redesign.i
14%

Yes, redesign is in planning stages.
30%

Website Redesign Plans

No, redesign recently completed (within 12
months).
20%

No, no plans to redesign in near
future.
36%
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Do you plan to
redesign your main

website?

Do you plan to redesign your main website?

No, redesign recently completed (within 12 months).

No, no plans to redesign in near future.

Yes, redesign is in planning stages.

Yes, redesign in progress.

Laggard Average Leader
13% 26% 21%
35% 26% 55%
40% 32% 14%
13% 17‘7] 10%

Overall
20%
36%
30%

14%
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How important are each of the following for the
future success of your digital marketing efforts?

Laggard Average Leader Overall

Patient Acquisition 1.30 143 1.39 1.38
Consumer Awareness 1.16 1.17 1.41 1.23
Consumer Engagement 1.07 1.21 1.44 1.22
Consumer Experience 1.32 1.19
Profitability 1.12 1.18
Patient Satisfaction 1.09 1.18
Revenue 1.03 1.16
Return on Investment (ROI) 0.97 1.06
Community Relations 0.97 0.69
Physician Engagement 0.53 0.48
Population Health 0.72 0.43
Employee Recruiting Efforts 0.27 0.38 0.36 0.34
Fundraising/Giving 0.05 0.15 0.21 0.14
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Importance of Website Features

Provider Directory

Online Bill Payment

Appointment Scheduling for New Patients
Video Visits

Appointment Scheduling for Current Patients
Physician Ratings and Reviews

Patient Satisfaction Ratings

Class/Event Registration

Patient Forms

Pricing Transparency or Cost Calculator
CRM Integration

Quality Transparency or Reports
Multilingual Content

Personalization

Call Center Integration

ER/Urgent Care Queuing

Financial Clearance / Insurance Verification
Mobile Apps

Identity Management / Single Sign-On for Consumers
Health Assessment

Automated/Al Chatbot

Online Chat (Live Staffed)

Virtual Assistant Apps (Siri / Alexa)

=
0
=}

™~
(=}
S

2.50

B Overall Score (1-4)

B Leader Score (1-4)

B Average Score (1-4)
Laggard Score (1-4)

3.00 3.50
geonetric.com



Fisher-Titus Medical Center
Norwalk, OH



About
Fisher-Titus







Goals

« Enhance user experience
« Create more modern design
« Make information easier for people to find

geonetric.com
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@H\HH{ TTus ContactUs  Scheehie an A

Find a Provider = Find a Location ~ Patient & Guests ~

Cross-promotion

Pediatrics »  Fisher-Titus Pediatrics
Schedule an
Comprehensive care from birth to young adulthood Appointment

among tha best n pedistic med
Related Locations
Fisher-Titus Pediatrics

ue. Fisher-Tity
manage go

282 Benedct Ave, Sute 3
Moncsy and Thursdsy Bam-8om
Tuescay and Wednesdsy Sam - Gpm
Fray Bam-Spm

Saturday Barn - noor

Fisher-Ttus Virtual Visits e avaitable.

Akron Children's Specialty Care

Airon Chlren's Hospitat ranked 3 Best Chidren's Hosoital by U.S. News & World Report has

e than 20 years. To better serve

w Beginaings Pedatrics, ang

{ossital Specisty Care in Norwa, ca

Cartotony - 330-5438521
MaternlFeta Medicne - 330-543-4500
Neurslogy - 330-543-8050
Home / Megicy s
L Onhopaedics - 330-543-3500

Pulmonology - $30-543-8885

Pediatrics
Urology - 330-764-3499

Fisher-Titus Pediatrics

Comprehensive care from birth ¢,

k 0 you
The Fisher-Titus Pegiaric Center of 1. young adulthood Schedule an
o g e 05 s oo Appointment

POMe.From welless checkugs, compoy
herageutic needs, benavioral hegy serv
eN'S hospitals in Americs o

unexpected bumps ang brises e ne luding autsm
C2re f10m one of the best chigy

ard mere

419-663-1975, ext. 3040

Fisher-Titus Behavioral Health

o
all 419-668-0311 sy

North Cartra E145
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Fvent promaotion

myFISHERTITUS
@ FISHER ' TITUS ContactUs  Schedule an Appointment | PATIENT PORTAL LoG-N

Find a Provider ~ Find a Location ~ Patient & Guests ¥ Medical Services ¥

Home / Classes & Events / Event Search Results Detail

Diabetes Self-Management Education
Program

Registration Open

Ongoing Event Fisher-Titus Medical Center
See event details for scheduling information. Norwalk, OH

Diabetes Self-Management Education Program at Fisher-Titus assists patients with
managing diabetes. Learn more.

Registration Details
Physician referral is required.
Fees & Payment

Fees apply.

DI Schedule & Location | Related Events

Physician referral required. This program is designed for individuals interested in
learning more about diabetes management. Individuals will receive a one-on-one
visit with a registered nurse and dietitian, and they are encouraged to join group
classes. Fees apply.

Contact

Diabetes Education at 419-660-2596

Fisher-Titus Medical Center About Us
272 Benedict Avenue Careers
Norwalk, OH 44857 Newsroom
419-668-8101 Vendor Information in f
800-589-3862 (Toll Free)  Patient Rights & Policies
Nondiscrimination Notice © 2021 Fisher-Titus Medical Center.
All rights reserved.
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Find a Provider Find a Location ~ Patient & Guests Medical Services

How ta Reduce, Prevent, and Cope wi

Published on April 14, 2021

Healthy Living Blog

How to Reduce, Prevent, and Cope with Stress
By: Ken C. Murray, Ph.D., LPCC-S

Managing stress is all about taking charge: Taking charge of your thoughts, your emotions, your

schedule, your environment, and the way you deal with problems. The ultimate goal is a
balanced Lfe, with time for work.relationships, relaxation, and the resitience to hold up
under pressure and meet challenges head on. =

Stress management starts

th identifying the sources of
stress in your lfe, This isn't as easy as It sounds. Your

true sources of stress aren't alw

ys obvious, and its all
overlook your own stress-inducing

thoughts, feeiings. and behaviors. Sure, you may know
that you're constantly worried about school or work
deadlines. B

maybe it's your procrast

e actua assigment demands. that leads to e

5. To identify your true sources of stress,

00k clos our habits. attitude, and excuses. Unti

you accept responsibility for the role you play in creating or mai

taining it your stress lew

remain outside your contre

here are many healthy ways to manage and cope with stress, but
can either change the situation or change your reaction. When dec
choose, it's helpful 1o think of the Four A's: Avoid, Alter, Adap, or Ac

all require change. You

h option to

Not all stress can be avoided {and it's not healthy to avoid a situation that needs immediate
attention), b

may be surprised by the number of

ssors in your life that yo.

your limits and s

ick 10 them. Remember

« Avoid people who stress you out.
« Take control of your environment.
= Avold hot-button topics.

+ Cut down your To-Do list: Distinguish between the "shoulds” and the ‘musts.”

50 that the problern will be less in the future. Often, this invoives changing the way you

u can't avoid 2 stressful situation, try to alter it Figure out what you can do to change things

nunicate and oper

in your daily lfe:

+ Express your feelings, Instead of bottling them up.
 Be willing to compromise.

5 + Be more assertive: Set personat limits and boundaries
190 €25yt oy o ¥S Obyicys « Manage your time more efficiently.
thougres, o 5

eeling
thaty ’

Bt st
mtw
YOUTe conge, 0S. Surg, yo
Onstas WO May
. Y Worti abey

Ifyou cant

ange the stressor, then you might have to change yourself. You can adapt to

stressful situations and regain your sense of control by changing your expe

ations and attitude

Reframe problems: Try a more posiive perspective.

Look at the Big Picture: How important wilthis be in the long run?
Youaccept Adjust your standards: No perfectionism..learn to be okay with ‘good enough.”
e
remain o porsity o the '9‘ﬂm.n|a 3
Utside your contrgy ¥ in creatng o maings Focus on the positive: Reflect on all the things you appreciate in your iife.
There are many heatny Adjust Your Attitude: Change your thinking: Eliminate words such as, “Atways. Never, Should, and

Va5 10 manage ang Must”

1761 change the situation
choose, s helpfyl 1o

) o
P COPEYih sites, ey o)

190 change you reacton e e hing 1oy

i ndec Some sources of stress arejust unavoidable. You Cart prevent or change sressors such as the
A of the Four s i g Oecding which cpio G
At A, oAy death of 3 loved one, a serious liness, or a naionsl recession. In such cases, the dest way to

Not al sty . < e t b dificult, butin the &

=T cope with sre ptance may be dificult, but n the long run
i b a0ided st ey g y s easer than raiing againsta situation that you can't change

u Waton that
g YOU My Be sutprised by the b f e i neecs e
minate. Know your limits and sy 0% I Your e that yoy can « Don't try to control the uncontrollable: Particuiarly the behavior of other people

<kt them Remember.
+ Look for the upside: “What doesn't kil us .makes us stronger.”

+ Share your feelings: Talk to  frienc.

« Let go of anger and resentments: Free yourself

The work you put in to reduce, prevent, and cope with stress will more than pay offin the long

About Ken Murray

Ken Murray. Ph.D.. LPCC-S provides counseling services to children, adults, and families
addressing a wide range of mental health concerns. Ken specializes in providing counseling for
children and families and. th providing counseling for

For about Fisher-Titus Beh: Health, visit

fishertitus.org/behavioral-health,

Fisher Titus Medical Center About Us
272 Benedict Avenue Carsers
Norwaik, OH 44857 Newsroom

- . 419:668-8101 jencor nformation

589-3862 (Toll Froe Patient Rights & Policie ‘
800-589-3862 (Toll Froa) atient Rights & Policies in f
Nendiscrimination Notice

North Central EMS ©2021 Fisher-Titus Medica! Center. All rights reserved.
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Results

46.2%

Improvement in bounce
rates

17.2%

InCrease in average session
duration

29.5%

Improvement in pages per
session



Tips for a selling the need for a redesign

 Record negative comments

« Remind stakeholders how the website is part of your overall
marketing plan

 Better Google ratings

geonetric.com



Tips for a selling the need for a redesign

e Include stakeholders
e Don't wait on content
« Create phases

geonetric.com



Fast Tennessee Children’s Hospital
Knoxville, TN



About
East- Tennessee Children’s Hospital
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Goals

« Expand reach: Extend the geographic footprint

* Inspire confidence: The user walks away with confidence about
who we are, the expertise, the staff we have here

* Build program strategy: Share our story about programs, e.g. Brain
Tumor Program, and the comprehensive care available

« Deliver intuitive, pleasing UX: Easy to navigate and more intuitive
for all users

 Create strategic direction: Showcase and defend the strategic
thought behind our website and its delivery to core audiences

geonetric.com
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Design as inspiration

Catout ide - Cotlly Bacuground
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Design as inspiration

o= o o=
. RO : We Get Kid
Y ‘ Y e GetKids

4 o« M

T And they deserve the best possible health care given in a positive, family-centered environment
(.‘.. ¥ -‘.' (.‘.. that nurtures friendliness, cooperation, and support — regardless of race, religion, or ability to pay.

0 ') 0e East Tennessee Children’s Hospital is a 152-bed hospital certified by the state of Tennessee as the
g “.( o g only Comprehensive Regional Pediatric Center accredited by the Jaint Commission. With this
- ng designation, your child is in the best hands. You'll find professional, superb care for acute and
L L serious illnesses, as well as a variety of pediatric specialties.

We're proud to work jointly with the University of Tennessee Medical Center as well as area hospital
to ensure children have the care they need at every stage of their lives.

Learn More About Us

geonetric.com



Design as inspiration

Callout Wide - Eureka Kinetic Machine Background

This Callout uses the class names "CalloutWide”, "Kinetic” and "Right". Float
the image to the right or left using the style dropdown on the
CalloutWide div. The direction you select will determine which side of the

content the image appears on. This is a text link.

Lorem ipsum dolor sit amet, consectetur adipiscing elit, sed do eiusmod
tempor incididunt ut labore et dolore magna aliqua. Ut enim ad minim
veniam, quis nostrud exercitation ullamco laboris nisi ut aliquip ex ea

commodo consequat.

Lorem ipsum dolor sit amet, consectetur adipiscing elit, sed do eiusmod
tempor incididunt ut labore et dolore magna aliqua. Ut enim ad minim
veniam, quis nostrud exercitation ullamco laboris nisi ut aliquip ex ea
commodo consequat.

MWW &
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Location Directory
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Services

* Vrgent cyre

Mideight

* Phone: g5 5600303

*+ Hours Mon £ nspn

* Rehabiltpigp g, 5

* Phone:fgg5) 690,896
* Hours: Mon-Thurs

T 4Pm, Fri Bam
* SlespConer T

43 Pt 243y

©2021 East Termessee

Our Locations
Main Campus
West Knoxville Campus
Emory Center Campus

Sevierville Campus

865-541-8000
2018W Clinch Avenue
Knaxille TN 37516

Alrights rserved

-

Services A-Z v
Home » About Us » Dur Locations » West Kaoxville Campus

West Knoxville Campus

Location
1025 Childrens Way (Find on Googls Maps)
Knoxville, TN 37922
Services
+ Urgent Care
- Phone: 865) 541-8379

ht, Sat & Sun

- Outpatient Surgery Center
- Phone: (865) 560-0303
+ Hours: Mon-Fri 6am-Spm
+ Rehabilitation Services
+ Phone: (865) 690-8961
- Hours: Mon-Thurs 8am-4pm, Fri 8amv1pm
+ Sleep Center
+ Phone: 865] 541-8478
+ Hours: Mon-Thu 8am-4:30pm, Frl 8am-2:00pm

About Us

Annual Reports
Quality
Media & Marketing

Contact U

Employeeintranet  Orientation

Mmoo e T

Careers

Job Openings
Benefits & Culture
Nursing at Children's

Professional Growth

Website Poficies  Code of Conduct & Ethics

Meet Our Doctors v Locations v YourVisit v Community

Contact Us
-+ Online: Cantact Us Form

+ Phone:(865)541-8000
[Main Switchboard)

Make a Donation

Healthcare Professionals

Continuing Education
Maintenance of Certification
Patient Referrals

Physician Forms.
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5 s A Contax toGue Q

Children’s

Hospifal Services A-Z v Meet Our Doctors v Locations v YourVisit v Community

[ ] [ ] L] Home » Meet Our Doctors » Find & Doctor
Provider Directory & profiles
Specites: Emergency Medicne,Petarc nd Sedaion
- u. -
Chidrris Fospitl

Appearances on local news:
2021

« Spotting and treating hives (WATE - 4/8/21)

B and scratches (WATE - 3/25/21)

+ Most Commen Spring Sparts Injuries

e Concussions, Fractures, Lacerat

+ Caring For Our Kids: Children and Caffsine (WATE

o)
+ Wihat to know about the COVID-19 vaccine and kids (WATE - 1/14/21)

Seni
Vices Az, 2020

Locations

Children's Pediatric Group.
2018 Clinch Avenwe
Knoxville, TN 37916,

Main: 865-541-8105
Fax:865-541-8713

Locate on Map
Msp  Satelite

First Name

Last Name

County
Speciaties

Any County

v { s
y v
PCode

Profile

Gander: Male

Medical School
MD -University of Minnesota, Duluth, MN

@ahildren’s kit
Hospital ]

Annual A

00006 ““""‘*

Media & Marketing

865-541-8000

Contact Us

[T —

By Meet s, - Safeguarding medicine to keep out of the reach of chidren (WATE-11/26/20)
Meet OUI' D > MectOur gy, "Doctors il Lhi, s 0 vaccnae thelr chidren agalot the fy VBIR- 10/620)
OctOr e Locay ™ N year (WATE - 9/24/20)
Physici S ons by i e okl s W 272
I fourtigy 5 « Cough and Cold Meds (WATE - 2/6/20)

ns (WATE -3/11721)

+ Wihat You Need to Know About Multi-System Inflammatory Syndrome in Children (MIS-C) (WATE - 2/18:21)

Pediatric Analgesia & Sedation Spe

2018 Clinch Avenue:
Medical Offce Bulding Sufte 235
Knoxville, TN 37916,

Main: 865-541-8398

Locate onMap

Professional Memberships
ExstTennesseo Children' Hospital MedicallDenta taff

Careers

Job Openings
Benefits & Culture
Nursing at Chikdren's

Professional Growth

Codeof Conduct Ethics N

Healthcare Professionals

Continuing Education
Maintenance of Certfication
Patient Referrals

Physician Forms

uration Policy  Privacy Polcy
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ServicesA-Z v Meet Our Doctors v Locations v
Home » Services A-Z b Perioperative Surgery
Perioperative Surgery

Safe Operations for Kids & Adolescents

Tennessee Children pe We want your stay ible. You will have all of the
hildren y

n Before, di d sful

‘outcome, and the staff at East Tennessee Children's H

Three Surgical Departments
« Pre-Post Area
+ Surgery (operating rooms)

« Inpatient Surgery

Surgery Tour Video

Your Visit v Community

‘The Children's Hospital Surgery

Booklet (English | Spanish) is designed to

answer some frequently asked questions
about your child's upcoming surgery.

Surgical Services
Inpatient Surgery Unit:
(865)541-8580

Pediatric Surgery
East Tennessee Pedlatric Surgery Group:
(86515462131

uest
Form (Form 32869, Rev 4/21)

S0t your oy
chig
$5ee Chilgrep ha Pere
"5 Hospia e

Thre X 92 Surgicy) expers Wil e .
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Scheduling and Arrival Time
Surgical Servi Many doctors or offices tellyou a time for your b schedules.
: '9ical Services your child's % you. Child before your
pater Sugey child's surgery to give you the most up-to-date arival time.
18651561650y
e if Children' P 7pm.The
a8t Tennessee Ch; ildren's Hogy i your fter 7 pim. or holidays. The I number is (865) 541-8580.
\ | Pediatri
I d o tric Surgery East Tennessee Pediatric Surgery Group
Temnesee i Segey .
\lﬁs\;m; ek East p at East Tennessee C group i d thoracic
surgery of infants,childs c 31 for i

©2021 EastTenes
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About Us

Annual Reports
Quality

Media & Marketing

865-541-8000
2018W Cinch Averwe
Knoeville, TN 37916

Contact Us

Careers.

Job Openings
Benefits & Culture
Nursing at Children's

Professional Growth

Orentation  LangusgeSenvices  WiebsitePolicies  Code of Conduct & Ethics

Healthcare Professionals

Continuing Education
Maintenance of Certification
Patient Referrals

Physician Forms

Nondiscrimination Policy  Privacy Policy
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Results

157%

lNcrease N sessions
tO services

12.7%

InCrease in average
session duration

22.6%

Decrease in bounce rate
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S
Tips for a successful redesign ;

» Shore up communication with every department
 Find an easy to use platform

 Design to your audience and don't be afraid to bring your culture
iNnto your design

geonetric.com



PIH Health
Whittier, CA









Goals

 Unify all PIH Health entities under one brand identity
and wepsite

* Provide easy access to the information that our
patients are looking for

 Build for growth: overhaul the content and location
strategy to allow for the acquisition of future hospitals
and medical groups

geonetric.com



New site
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L ocation strategy

Map

hiter Hospity

ashingt
Whitter, Msgsgg Bivg A v 562,698,051

Hours of 3
GET DRIVING py f Operation
IRECTIONS
Wethesgay,
- 09602 o +

Satellite Montebety
- J

Commeres

Fancho syn
Aitoney

PicoRiver

HEALTH SERVICES. FIND A DOCTOR

9 setvouLocsion avoutus Hesy Lumgog wentoove RG] QL

FIND A LOCATION PATIENTS & VISITORS 'WELLNESS RESOURCES

8 Information and. v Visiting Hours

PIH HEALTH WHITTIER HOSPITAL

Home [ Findalocation / Locations Profile
New Search
Q PIH Health Whittier Hospital &, Main: 562.698.0811
12401 Washington Bivd

Whittier, CA 90602

GET DRIVING DIRECTIONS

Memetells

Map  Satellite
> T
ton M Acover | e g

oy B
ath Gate

Google

Helpful Links

* Corssrs
* GiftShos

+ Phone directory

Frequently Viewed Medical Services

* CancorCarg

* Imaging & Radiciogy.
+ Gastrosnterclogy

Patient and Visitor Parking

Vil have saveral parking options as w
measures for vour safety, se

recognition and hive pa

See current parking rates and vale: service hours,

can help you find infoematia

Bam-5pm
Monday through Friday
562.947.8478 Ext. 82139

BO-TTY
562696.9267

d solve prablerns

Hours of Operation

Wednesday: Open 24 Hours ~

hscerds
[ty
i
s
Lo Hates

T B

1d exits for your conversence. We have taken sxtra

9 advanced technology systems including icense plate

Hoalthcars Profassionals.
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@ SetVourLocation AboutUs  Heskhy Living Blog. Ways to Giva

e— O

HEALTH SERVICES FIND A DOCTOR FIND A LOCATION PATIENTS & VISITORS WELLNESS RESOURCES

COVID-18 Information and

urces | Tormpacary

a Hours

Provider Profiles

Home / FindaDoctor [ Physician Profile Advanced
Elisabeth D. Brown MD MAKE ANAPFGINTMENT
SPECIALTIES: Family Medicine

Qi Location

{, 562.789.5434

43/5 (based on 503 Reviews}

View 177 Comments

-y

Map

PIH Health Whittier Hospial
P Health Ph

MAKe i

AN APPOINTg Profile
A S50y
Gender Education

Female Residency
P Health Hospi

Specialties

Internship
Famity Modicine PIH Health Hospital-Whittier
Languages .
Juag Medical Education
O et o iy iy g Spanih Univasity of Naw Masico Schoo of Medicing
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Home / Health Services

Health Services at PIH Health

Choose PIH Health for the best healthcare in the greater Los Angeles area. including LA and Orange counties. In addition to excellent primary, care services and a strong refationship with

your doctor. you benefit from access to the latest medical procedures and advanced technology. At PIH Health, we care for you at all ages and stages of your life.
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Results

50.6% 13.6%

InCrease in pageviews Decrease in bounce rate
compared to last year

117%

Increase in sessions from Los Angeles
over this time last year




Tips for a selling a redesign

 Survey your leadership team
« Compare to competitors
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