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Balance Local Care and
System Strengths

Finding Success with a Unified UX
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“People ignore design that
ignores people.”

— Frank Chimero, Designer
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Consider your consumers




Steps to developing a successful digital strategy

Define your end state

|dentify your consumers’ needs and expectations

Evaluate SEO opportunities and challenges
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Define your brand architecture

S

BRANDED HOUSE SUB-BRANDS

Products/services organized around Brands that augment and connect to
corporate umbrella brand the master brand
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ENDORSED BRANDS

Brands and products/services that are
endorsed by larger brands
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HOUSE OF BRANDS

A company oversees a set of stand-
alone brands
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Many brands use a hybrid model (j
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Brand architecture roadmap over time

ACQUISITION

k

FedExKinkos. %k FedExOffice.

Office and Print Center Print & Ship Services

FedEx

+
kinko’s

END STATE

Ground
Office

Freight

e

Consumer affinity and brand equity shifting from Kinko's standalone to FedEx overtime
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[dentify your consumers’
needs and expectations



“If you think good design is
expensive, you should look at
the cost of bad design.”

— Dr. Ralf Speth, Chief Executive Officer, Jaguar Land Rover



Start with your questions
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Ask questions that align with your stage in the design process (3

a

~

a

~—

Research

Prototype

Test & Validate

Design & Build

!

INITIAL RESEARCH
How do consumers view our brand?
What is most important to consumers
when deciding where to get care?

TESTING & VALIDATION
Where are there barriers in the user experience?
What is confusing or frustrating?
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@
Choose from attitudinal or behavioral tactics (3

Attitudinal

4 INITIAL RESEARCH

User interviews E E
How do consumers view our brand? |

Focus groups What is most important to consumers

Surveys when deciding where to get care?

Usability testing

Analytics
TESTING & VALIDATION

Where are there barriers in the user experience?

Tree testing What is confusing or frustrating?

\4

A/B testing i
Behavioral | e )
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How do consumers view our brand?

BRANDED HOUSE

-OR -

ENDORSED BRANDS
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How do consumers view our brand? :

“““““““““““““““““““““““““““““““““““““““““““““““““““““““““““““““““““““

“Since there's | MyChart has changed my

[Health System Brand] on all thinking. Seeing everything

. , in one place gives me a
the signs... 'm a [Health better picture of me as a

System Brand] patient.” | [Health System Brand] patient.
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How do consumers think of and search for our brand? (3
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How do consumers think of and search for our brand? (3
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2012 Brand Searches Over Time 2022
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How do consumers think of and search for our brand? (3
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@
How do consumers think of and search for our brand? (3
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]
Where are there barriers in the user experience? (3

Organic
Search

Previous Family Schedule an SOl “~”° _ APPOINTMENT
ege Medicine Appointment Widget > SCHEDULED
T 58%
1% CLICK BACK
CLICK BACK
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Business Need

1 Define Pain Points _é

Rse:asg's?:aiggci'cm Research Goal
e Highlight Objectives
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Key Themes or Change @&— RESEARCH ShareyData
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Key Quotes .
Connect with Real Customer Interviews
People ° Tell Stories
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Team Interviews
Share Internal
Insights
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ke store front

Search Results are a lot |
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03%

of online experiences
begin with a search engine

92% /7%

of users pick businesses of users rely on Maps
on the first page and business listings

53%

Total organic
traffic share

How do users engage with organic search?

geonetric.com



B i el (99 i T0 S 1 B T i (B
o (/e POSHIBH - i
IR - o) 1
] - o
. 0
BEYD UNTR

SEQO versus Ads

« Younger generations
increasingly distrust ads

« SEO costs more upfront with
continuing maintenance




Ads and SEO serve different purposes

35

30
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Traffic

15

10

Ad campaigns

Time

Search Engine
Optimization
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o
Optimization helps consumers every step of the funnel (3

Discovery
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Seeking solutions

Attracted to natural
communication

Seeking context

Understands natural
communication
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The Role of Artificial intelligence

https://www.mercycare.org : doctors i

Find a Provider - Cedar Rapids, IA - Mercy Medical Center
Search for a healthcare provider. Mercy, MercyCare and independent doctors, physician
assistants and nurse practitioners are listed here. Learn about their ...

https://www.healthgrades.com > ... lowa dar Rapids ~ }

Best Primary Care Physicians in Cedar Rapids, |1A

) 1!
O Cto rS n e a r | | I e There are 183 Primary Care Physicians in Cedar Rapids. Find the best for you: - Dr. Jerome

Janda, DO. 9 ratings. Dr. Janda. 2996 7th Ave Ste B Marion, IA 52302 ...

@ https://www.unitypoint.org » cedarrapids » find-a-doctor ~ #

Find a Doctor with UnityPoint Health - Cedar Rapids
Search the St. Luke's Hospital directory to find a doctor for any specialty you are Ic
UnityPoint Health - Cedar Rapids docters are here for your ...

Family Practice Physicians @ et ~  Hous -

Wiorgan
CreskPark
Website i FAve N
had more doctors than| can remember. i Eaen
Hy:Vee Grocdiy ore @)
Dr. Dwight J. Schroeder, MD I y John R Brownell, MD
: i

00 North #101
Opennow

i 17}
doctors

04k 4k (2) Doctor )
Edgenood R

pen
@ More places

People also ask ¢

Website

“I've hiked Mt. Adams and now want to hike Mt. Fuji next fall,
what should | do differently to prepare?”
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o
Fvery decision comes down to system, silo, or distributed (3

An All-Encompassing System Site The Distributed Approach

Acquired
System Site

Location
Microsite

Service
Line
Microsite
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Considerations for distributed sites

S

Least meaningful Most relevant Least concerning

Cases to use distributed sites

Newly acquired system

Short-term ad campaigns
Maintaining local reputation

sons to avoid distributed sites
Redundant content harms findability
Internal resource demand
User confusion
Content governance
Shallow content depth

Brand damage

Complex cross-site paths
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The benefits of a silo-systemization strategy (3

Offerings vary between Maintain the integrity of your Uses location schema and
communities. So should system while providing siloed aligns with business listings
your content. experiences
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How do business listings info

Local map pack

People also ask... —

Local search results —

Top stories

Family Practice Physicians :  rang ~  Hous ~

rm the silo vs system debate?

§ E
John R. Brownell, MD £ b g e
: £ E ¥
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5.0 % s s (2) - Doctor © & T Center - Cedar Rapids McDonald
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= RESH{ITorasmoss @m. DwightJ. = Theisen's
Webste Directions ) Schroeder, MD 3 Ao =
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O Directions i fs) + |
2 UnityPoint
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> More places [k =
\ Keyboar shortcuts | Mapdata ©2022  Terms of Use
People also ask
Which type of doctor is best? v
Who is called a doctor? v
Who is the greatest medical doctor? v
Why are doctors called doctors? v
Feedback

hitps:/www.mercycare.org » doctors

Find a Provider - Cedar Rapids, |A - Mercy Medical Center

Search our provider directory for your dector, find a new provider, ... Mercy, MercyCare and
independent doctors, physician assistants and nurse ...

hittps://www healthgrades.com » .. » lowa » Cedar Rapids

Best Primary Care Physicians in Cedar Rapids, |1A
Healthgrades can help you find the best Primary Care Physicians in Cedar Rapids, 1A. Find
ratings, reviews for top dectors and hospitals in your area.

E Top stories

Foogle % THE TIMES OF ISRAEL o
After a Beloved Small-Town Doctors in Israel care for ’ "
Doctor Murdered His Own Ukrainians 2,000 km away,
Father, the Clinic's New Do. ,  as tech shrinks world

—
4 hours ago 1 dayago
== © Channelao0.com

DeSantis, Ladapo push free
speech for Florida doctors

‘I was sure that | was
overreacting: Doctors say
man avoided fatal heart...
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Challenges of a silo-systemization strategy

e Uniform rules and constraints

« Content governance individual or
team needed

e User confusion
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Strategies for organizing your digital presence

Siloed Content

Integrated Content

Homepage or

Interstitial

Local Local Local Local
content content content content

v v A 4 A 4
Care Care Care Care
conversion conversion conversion conversion

Robust Sea

Homepage

rch

Personalization

Care

conversion
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S
IsSsues with siloed content structures )

Siloed Content

Homepage or

Interstitial

Local Local Local Local
content content content content
Care Care Care Care
conversion conversion conversion conversion

High demand on governance
Often leads to duplicate content
Difficult to understand system offerings

Difficult for users who live “in between” silos

geonetric.com



Issues with integrated content

Integrated Content

« (Content may be thin and irrelevant
« Difficult UX for widespread systems
« Personalization doesn't aid in SEO

e« Disconnected from local communities

Robust Sea

Homepage

rch

Personalization

Care
conversion
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Creating a silo-systemization strategy

Siloed Content

Integrated Content

Homepage or

Interstitial

Local Local Local Local
content content content content

v v A 4 A 4
Care Care Care Care
conversion conversion conversion conversion

Robust Sea

Homepage

rch

Personalization

Care

conversion
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Sub-sites as a solution to distributed sites

Q Set Your Location AboutUs ContactUs TheBeat MyChartim

AboutUs ContactUs TheBeat MyChartia
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) 7] MONTAGE
Wilso) rgent Care . Wellness Center
days < What We Treat
. Cost and Insuranc Get 50% off enrollment

» Urgent or Emerge Become a Montage Wellness Center member in
March and get 50% off enrollment, plus 2 free

Meet MoGo
personal training sessions.*

*Offer expires March 31, 2022. Valid on new
memberships only.

_IAAb.n:t-

Care & Tr
» Primary Ca

Marina - (831) 883-5656
Salinas - (831) 622-6900

Learn more

%

Become a Member Fitness Classes Gym Etiquette & Cleanliness Personal Training Contact Us

Waiting for in.hotjz

CARE & TREATMENT ~ CHOOSE A DOCTOR ~ FIND A LOCATION ~ PATIENT & FAMILY RESOURCES ~

@ Set Your Location AboutUs ContactUs TheBeat MyChartim
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How topic clustering serves the same purpose as microsites
without the negatives

Providers
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Creating a silo-systemization strategy

Siloed Content

Integrated Content

Homepage
or Interstitial

Subsite

Homepage Subsite

Local Local Local Local
content content content content

Robust search

T T

Care conversion

Robust search

Personalization

Ex
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“You've got to start with the
customer experience and
work backward to the
technology. You can't start
with the technology.”

— Steve Jobs
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White Paper

Applying a Consumer-first Lens to _\
Your Healthcare Brand Architecture gy | K

Brand Architectuge

Learn when digital strategy silos'make
sense and when to knock them down.

geonetric.com/lens
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Live Attendee Offer
30-Minute User Experience Consult

geonetric.com/ux30




415 12th Avenue SE
Cedar Rapids, |IA 52401

855.848.7407
hello@geonetric.com
www.geonetric.com
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