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You’ll learn:

• What COVID-19 topics 
consumers want to hear 

• What formats they prefer for 
engaging with content 

• What information sources 
health consumes trust 

Upcoming Webinar

Health Consumer Needs During COVID-
19: Survey Results and Discussion
Join us Tuesday, April 21, 2020 at 2 p.m. EDT / 11 a.m. PDT

Geonetric recently surveyed 600 consumers to 
gain insights into how they are responding to 
different types of communication from health 
systems and where there are opportunities to 
engage and connect. 

Register at: geonetric.com/webinars
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Survey Results – Wait List 
COVID-19 Healthcare Consumer 
Survey

geonetric.com/covid19-survey-waitlist
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Webinar Best Practices

Speakerphone tip
Mute your microphone for best audio quality.

Have questions?
We’ll try to answer as many as possible. Enter them in the Q&A field.

We love feedback
Please complete the survey at the end of the webinar.

We’re recording
Video of today’s webinar will be posted on geonetric.com in the 
Ideas section.
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Ben Dillon
Chief Strategy Officer

Tim Lane
Senior Digital Marketing Strategist

Stella Hart
Web Content Strategist & Writer

Erin Schroeder
Senior Content Strategist

Elizabeth Boenish
Web Content Strategist & Writer

Today’s Panel
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Agenda

• Building a crisis resource hub
• Access to care guidance
• Promoting telemedicine
• Digital marketing considerations
• Internal and external crisis communications
• Pivoting your content marketing story
• Q&A
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Building a crisis resource hub
How to organize external communications 
during a health care crisis.



13%

20%

54%

10%
3%

How has your trust in your local hospital or health system changed the past month?

Strongly Increased Increased Neutral Decreased Strongly Decreased

33%
Increased or 
Strongly Increased

Overall, trust in local hospital/health system has increased

Source: COVID-19 Healthcare Consumer Survey, Geonetric, April 2020



20%

37%

28%

10%
5%

Thinking about COVID-19 information you’ve received from your local healthcare providers, 
do you agree or disagree with each of these statements?

I would like to receive information more frequently

Strongly Agree Agree Neutral Disagree Strongly Disagree

57%
Agree or 
Strongly Agree

Most consumers would like information more frequently

Source: COVID-19 Healthcare Consumer Survey, Geonetric, April 2020
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What you need to start a crisis resource hub

• A space on your website and intranet for a hub
• An easy, accessible way to reach your hub, such as an alert 

panel and calls-to-action throughout your site
• A blueprint of most valuable content for your hub:
 Information about the crisis – what it is, who it affects, how to 

avoid it or prevent it, treatment, etc.

How patients can get care when they need it – your call-to-action!

 Information about how your organization is handling the crisis

Answers to common questions from your patients and visitors
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Cape Cod Healthcare: Need-to-know information

Educate your 
audience on the 
necessary, basic 
facts of the crisis 
and how (and 
where) they can 
get access to 
care.
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Michigan Medicine: 
How your organization 
is responding

• Time-stamped daily updates 
of stats

• Details on how your staff is 
preparing for any increases 
of cases 

• Identify an “owner” of this 
information who can be a 
direct resource to your team

Source: https://www.uofmhealth.org/covid-19-update

https://www.uofmhealth.org/covid-19-update
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Stanford Health Care: How the organization is responding

Be clear about how your organization is responding to the crisis.
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Altru Health: Hospital system and visitor policy updates

Create specific 
resources for
• Appointment 

changes
• Visitor policies
• Service changes, 

such as surgeries

Use an alert panel draw 
attention to your hub
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East Tennessee Children’s Hospital: Support other languages

Consider audiences that speak other languages and create or 
provider links to more accessible content for them.
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Aetna: Frequently asked questions (FAQs)

Create robust but navigable FAQs and break them into relevant 
categories for easier reading and scanning on devices.



Identify a communications rep
Someone who can be the consistent 
contact between marketing and 
front-line staff updates

Get front-line staff updates
Create an online form or weekly survey to 

send departments and representatives 
for regular input and updates
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Additional helpful information

With time, expand your hub with other helpful information for 
your audiences.

• Audience-specific content including immunocompromised 
patients, people who are pregnant or newly parents, parents 
of children and teens, caregivers, and older adults

• Links to reputable resources and organizations

• Related content marketing assets to the crisis topics
• Guidance from experts

• Blog posts (past and present)

• Infographics
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UNC Health: Audience-specific content

Include content for audiences most impacted by the 
crisis, or vulnerable populations at risk.
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UCLA Health: Link to reputable sources

Include information from CDC, WHO, NIH and 
national news outlets to keep people informed.
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Cleveland Clinic: Engage related content marketing

Content marketing 
assets and blog posts –
past and new
• Audit the value of past 

blog post topics with the 
current crisis

• Apply categories to have 
them appear dynamically 
(if possible) within your 
crisis hub

Cleveland Clinic Health Essentials: https://health.clevelandclinic.org/whats-the-best-way-to-clean-your-house-after-someone-in-your-family-is-sick/

https://health.clevelandclinic.org/whats-the-best-way-to-clean-your-house-after-someone-in-your-family-is-sick/
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Do continual research on your community’s needs 
— the questions they have tomorrow or next week 

may be completely different than the questions 
they have today.



Access to care
Guiding patients through COVID-19 
care options
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What’s “access to care” content?

• Information on your website 
where you highlight all the 
ways patients can get care 
from your organization

• Helps patients compare 
options based on symptoms 
and other factors 

• Guides patients to the 
option that’s right for their 
needs in the moment
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How are you currently presenting this 
information on your website?
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Adapting access to care content for COVID-19

• Optimize existing access to care content to reflect 
necessitated changes
– Expanded telehealth services

– Communicate when patients should stay home or call ahead

– New services, such as drive-up or in-home testing

• Create a webpage specifically about the options for care 
your organization offers for COVID-19 symptoms
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COVID-19 access to care content: what to include

What are the symptoms of COVID-19? 
What should I do if I have mild symptoms?

– Call primary care provider or hotline

– Send a message through the patient portal

– Use an e-visit

– Use an online self assessment

– Stay home, prevent the spread of the disease

– How to manage symptoms at home
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What to include

What health conditions mean I may be at risk of 
complications?
What symptoms mean I need to see a doctor in person?

– Call ahead so the provider can prepare

– Call 911 and notify the operator

– Wear a mask, don’t take public transportation/ride share 
service, etc.
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25% say:
“Seek care immediately at an emergency room”

38%

“What should I do if I have coronavirus symptoms?”

Source: Kaiser Family Foundation, https://www.kff.org/global-health-policy/poll-finding/kff-coronavirus-poll-march-2020/

Among respondents with lower incomes

https://www.kff.org/global-health-policy/poll-finding/kff-coronavirus-poll-march-2020/


17% 19%
26% 25%

37%
41%

39% 41%

25%
27%

24% 19%

15%
9% 6% 8%

6% 5% 6% 7%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

I know what to expect before, during,
and after my visit.

There are safe ways for me to get the
health care I need.

I have the option of a telephone,
video, or online visit.

I know how to get medical care.

If I needed medical care right now for something other than COVID-19 symptoms ... 

Strongly Agree Agree Neutral Disagree Strongly Disagree

Many consumers uncertain about non-COVID care options

Source: COVID-19 Healthcare Consumer Survey, Geonetric, April 2020

46% 41% 35% 34%
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Guidance for other healthcare concerns

• Routine care – primary care, urgent care
• Elective procedures
• Emergency care
• Specialty care – pregnancy and birth, cancer care, 

rehabilitation services, etc.
• Pharmacy services
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Writing best practices for COVID-19 communications

• Use clear, plain language that’s understandable to users 
of all health literacy levels (8th grade reading level or 
lower)

• Aim for a knowledgeable, reassuring voice and tone
• Focus on the user
• Keep it scannable
• Make it easy to take action
• Optimize for search engines



Leveraging telemedicine
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Best practices for telemedicine during the pandemic

• Communicate services that have moved online
• Offer e-visits, video visits, and other digital options to 

answer coronavirus-related questions, perform 
screening and triage, and monitor and manage nonlife-
threatening symptoms

• Highlight if virtual guidance from specialists is available 
at the point of care
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Is your telemedicine content optimized 
for online audiences?
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What to include

Patient benefits
– Convenience, cost savings, access to experts, etc.

Security and privacy
Available services
 For example, conditions and symptoms treated through video visits, 

diagnostic services, prescription refills, etc.

Answers to common user questions
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Writing about e-visits/virtual visits

• Availability and scheduling 

• Technology needed to access the service, including internet 
connection

• Who is able to access e-visits (current/existing patients, or if the 
service is available to anyone)

• How to register or sign in, and what patient information is needed

• Cost and insurance information

• Terms and conditions, including privacy and security information

• When/why to choose an e-Visit



Digital marketing considerations



How schema works
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How schema works

• Package all relevant data for a specific data-type
• Feed accurate data to search engines
• Tell search engines what your data means, not just what 

it says
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How schema works

• NAP information
– Name

– Address

– Phone number

• Specialties
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How schema works

• NAP information
– Name

– Address

– Phone number

• Specialties

<script type="application/ld+json"> 
{ 
"@context": "http://schema.org", 
"@type": "Physician", 
"name": "Reuben Abbas, MD", 
"medicalSpecialty": [ 
{ 
"@type": "MedicalSpecialty", 
"name": "Internal Medicine" 
}, 
{ 
"@type": "MedicalSpecialty", 
"name": "Family/General Practice" 
}, 
{ 
"@type": "MedicalSpecialty", 
"name": "Diabetes" 
}, 
{ 
"@type": "MedicalSpecialty", 
"name": "Infectious Disease" 
} 
], 

"url": "http://www.benefithealth.org/doctors/profile/reuben-abbas/", 

"telephone": "800-589-1171", 
"faxNumber": "319-221-1450", 

"image": "/app/files/public/img-doctors-reuben-abbas.png", 

"location": [ 
{ 
"@type": "PostalAddress", 
"addressLocality": "Cedar Rapids", 
"addressRegion": "IA", 
"postalCode": "52404", 
"streetAddress": "1811 Williams Blvd SW", 
"telephone": "319-221-1667", 
"faxNumber": "319-221-1450" 
}
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How schema works

• NAP information
– Name

– Address

– Phone number

• Specialties



Why is schema important?
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63% zero click
Many users aren’t making it to your website

Why is schema important?
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Why is schema important?

• Get the right information to 
the right people even if they 
don’t visit your website

• People want information 
now, and often



geonetric.com

Schema and covid-19



Events



geonetric.com

Events

• Events are being impacted 
by covid-19 in various ways:
– Canceled

– Postponed

– Going virtual

• Schema can help keep your 
users informed

{
"@context": "https://schema.org",
"@type": "Event",
"eventStatus": 
"https://schema.org/EventCancelled",
"startDate": "2020-07-21T19:00"
}



Special Announcements
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Special announcement

• Similar to the alert banner 
most are using on their 
website

• Get the most important 
information, from the most 
important pages out to users 
before they get to the 
website

<script type="application/ld+json">
{

"@context": "http://schema.org",
"@type": "SpecialAnnouncement",
"name": "Stanford announce COVID-19 testing facility",
"text": "Stanford Health Care’s same-day primary care program 

is offering drive-through testing, by appointment, for SARS-CoV-
2, the coronavirus that causes COVID-19.",

"datePosted": "2020-03-16",
"url": "http://med.stanford.edu/news/all-

news/2020/03/stanford-offers-drive-through-coronavirus-
test.html",

"category": "https://www.wikidata.org/wiki/Q81068910",
"announcementLocation" : {

"@type": "CovidTestingFacility",
"name": "Stanford Health Care",
"url": "https://stanfordhealthcare.org/"

}
}
</script>



Location/Covid-19 testing facility
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<script type="application/ld+json">
{

"@context": "http://schema.org",
"@type": "SpecialAnnouncement",
"name": "Stanford announce COVID-19 testing facility",
"text": "Stanford Health Care’s same-day primary care program 

is offering drive-through testing, by appointment, for SARS-CoV-
2, the coronavirus that causes COVID-19.",

"datePosted": "2020-03-16",
"url": "http://med.stanford.edu/news/all-

news/2020/03/stanford-offers-drive-through-coronavirus-
test.html",

"category": "https://www.wikidata.org/wiki/Q81068910",
"announcementLocation" : {

"@type": "CovidTestingFacility",
"name": "Stanford Health Care",
"url": "https://stanfordhealthcare.org/"

}
}
</script>

Testing facility

• Indicate which facilities offer 
testing

• Let users know the facility 
type
– Permanent

– Temporary

– Drive-through



Google My Business (GMB)
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63% zero click
Many users aren’t making it to your website

GMB
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GMB

• Basic information
• Description
• Posts
• Q&A
• Photos



Internal communications 
Move important information quickly and 
effectively amongst your internal team. 
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Reduce confusion and worry, as well as stop inadvertent 
spread of misinformation with a solid internal 
communication plan. 



Who needs information?
Assess your layers of 
communication. 



What do they need to know?
Not everyone needs the 
same information.



Initial communications 

• Benefits
• Community resources
• Working expectations
• Staff protocols
• Patient care protocols
• Public messaging 
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Providence: Caregiver and health care worker support

Support local caregivers and health care professionals 
with connections to valuable resources.



Ongoing communications 

• Action plan
• Building changes
• Census updates
• Staffing updates
• Supply status
• Your success 



LCMC Health – One Heart, One Community 



Keep messaging simple.
Builds trust and makes 
you more effective. 



How do you send updates?
Best ways to 
communicate.



Ways to communicate internally

• Overhead announcement

• In-person

• Group text

• Phone tree

• Email 

• Intranet

• Website

• Social media 



People will have questions. 
Where can they go to get 
answers?



Create time to reflect.
Evolve your plans for the 
future.



Pivot your content marketing story
How to be the voice your audience needs 
during a crisis.
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Top COVID-19 topics: Treatment, testing, and prevention

15%

16%

19%

19%

23%

38%

53%

56%

62%

0% 10% 20% 30% 40% 50% 60% 70%

Health Insurance

Mental Wellbeing

Wellness

Local Healthcare Status

Community

Access to Care

Prevention

Testing & Diagnosis

Treatment

What are the top 3 topics you most want to hear about 
from your local healthcare provider?

% of Respondents Who Selected Topic

No significant differences found 
across age groups or regions.

Source: COVID-19 Healthcare Consumer Survey, Geonetric, April 2020
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Preferred formats: Short articles, videos, graphics

13%

22%

28%

30%

34%

40%

50%

0% 10% 20% 30% 40% 50% 60%

Podcasts

Social media posts

Email messages

Longer, in-depth articles

Infographics, illustration, or charts

Videos

Shorter news articles or blog posts

When learning about COVID-19, which of these formats do you prefer?

% of Respondents Who Selected Format

Short news articles most frequently 
selected across all age groups and 
regions.

Significant differences across age 
groups for some formats, will be 
detailed in final report.

Source: COVID-19 Healthcare Consumer Survey, Geonetric, April 2020



Cone Health
Helping kids cope with crises

Cone Health Wellness Matters:  https://www.conehealth.com/services/behavioral-health/covid-19-stress-and-kids-3-ways-to-empower-your-children-to-cope/



Avera Balance
Family-time comfort

Avera Health Balance blog:  https://www.avera.org/balance/childrens-health/enjoy-reading-aloud-with-your-children/
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WHO: Crisis infographics

• Create infographics to break down 
difficult or complicated information

• Infographics make it easier to 
remember information

• Post them internally to share with your 
staff (breakrooms, restrooms, etc.)

• They’re accessible and inclusive to 
most readers of varying literacies and 
languages 

WHO COVID-19 Infographics: 
https://www.who.int/westernpacific/news/multimedia/infographics/covid-19

https://www.who.int/westernpacific/news/multimedia/infographics/covid-19


Altru Health System
Exercise during a pandemic

Altru Health System: https://blogs.altru.org/the-human-body-is-trainable-even-during-a-pandemic/



UNC Health
Support community giving 

Care of  UNC Health: https://www.unchealthcare.org/coronavirus/ways-to-help/



reveals trending queries
Google Trends 



reveals trending queries
Google Trends 
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Mercy: Face mask FAQs

• Answer common questions 
around trending topics from 
your users

• Write in plain language for 
clarity to reach the most 
people

• Crosslink to other valuable 
and reputable content—
yours or third party—for 
more information, if 
applicable

Mercy Cedar Rapids: https://www.mercycare.org/healthy-living/protect-yourself-from-illness/covid-19-coronavirus/homemade-masks/

https://www.mercycare.org/healthy-living/protect-yourself-from-illness/covid-19-coronavirus/homemade-masks/
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University of Iowa: Engage
social media tools

• Use tools provided by 
social media to reach your 
followers, like live videos
– Answer real questions from 

real people

– Build brand trust with your 
audience

– Harvest questions and 
concerns for future topics

UIHC Facebook: https://www.facebook.com/uihealthcare/

https://www.facebook.com/uihealthcare/


Stanford Health
Thank your heroes

Stanford Health Scope blog: https://scopeblog.stanford.edu/2020/03/26/family-members-of-health-care-workers-pay-tribute-were-proud-of-you/



Share your celebrations
inside your walls, too, to 
continue inspiring your 
patients and community!

Mercy Cedar Rapids Facebook: https://www.facebook.com/MercyCedarRapids/



Questions
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You’ll learn:

• What COVID-19 topics 
consumers want to hear 

• What formats they prefer for 
engaging with content 

• What information sources 
health consumes trust 

Upcoming Webinar

Health Consumer Needs During COVID-
19: Survey Results and Discussion
Join us Tuesday, April 21, 2020 at 2 p.m. EDT / 11 a.m. PDT

Geonetric recently surveyed 600 consumers to 
gain insights into how they are responding to 
different types of communication from health 
systems and where there are opportunities to 
engage and connect. 

Register at: geonetric.com/webinars
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Survey Results – Wait List 
COVID-19 Healthcare Consumer 
Survey

geonetric.com/covid19-survey-waitlist



Thanks for attending today’s webinar!
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