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Upcoming Webinar

Health Consumer Needs During COVID- vouilearn:

19: Survey Results and Discussion What COD19topiss
Join us Tuesday, April 21, 2020 at 2 p.m. EDT/ 11 a.m. PDT

What formats they prefer for
engaging with content

GGeonetric recently surveyed 600 consumers to
gain insights into how they are responding to »  What information sources
different types of communication from health Ll
systems and where there are opportunities to
engage and connect.

Register at: geonetric.com/webinars




Survey Results - Wait List
COVID-19 Healthcare Consumer

SU rvey COVID-19 Healthcare
Consumer Survey

geonetric.com/covid19-survey-waitlist

geonetric.com



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

ldeas section.

geonetric.com



Today's Panel

Ben Dillon
Chief Strategy Officer

Tim Lane
Senior Digital Marketing Strategist

Elizabeth Boenish
Web Content Strategist & Writer

Erin Schroeder
Senior Content Strategist

Stella Hart
Web Content Strategist & Writer

geonetric.com



®
Agenda (3

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

geonetric.com






Building a crisis resource hub

How to organize external communications
during a health care crisis.



Overall, trust in local hospital/health system has increased

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

o,

— 33%
Increased or
Strongly Increased

m Strongly Increased Increased Neutral m Decreased = Strongly Decreased

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



Most consumers would like information more frequently

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

| would like to receive information more frequently

— 57%

Agree or
Strongly Agree
m Strongly Agree Agree Neutral m Disagree m Strongly Disagree

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



o
What you need to start a crisis resource hub (3

« A space on your website gnd 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:

d Information about the crisis — what it is, who it affects, how to
avoid it or prevent it, treatment, etc.

1 How patients can get care when they need it - your call-to-action!
d Information about how your organization is handling the crisis

d Answers to common guestions from your patients and visitors

geonetric.com



Cape Cod Healthcare: Need-to-

Educate your
audience on the
necessary, basic
facts of the crisis
and how (and
where) they can
get access to

fr O

Call

Calla

Stay Home
Stay home and
avoid contact

with others Advisor at

Bronson Care

(269) 341-7788

know information

STEPS TO TAKE IF YOU HAVE

COVID-19 SYMPTOMS

J & A

Video Visit Call Message
Doa Call your Send a message to
BronsonConnect primary care your provider via

Video Visit provider your Bronson

MyChart account

@ BRONSON

If you suspect that you have symptoms of COVID-19, you should stay home and take one of the following next steps:

care.

2. Do a BronsonConnect Video Visit: For a lim

3. Contact your primary care provider via tele

It's important to stay home, outside of seeking
with a tissue or your elbow and then immediate
the CDC.

The hospital is intended for those who are very

1. Call a Bronson Care Advisor at (269) 341-778%8

About COVID-19

COVID-19 is a strain of coronavirus that is easily spread from person-to-person through respiratory droplets or by contact with an infected
surface or object. Symptoms may appear in as few as two days or as long as 14 days after exposure to the virus. COVID-19 symptoms

include:
» Fever
» Cough

Shortness of breath

complications appear, you should go to the em

drink, unresponsive, sudden dizziness, confusion, or flu-like symptoms that improve, but then return.

- o o G

geonetric.com



Michigan Medicine: (3
HOow your organization )

. . COVID-19 at Michigan Medicine by the Numbers

| S reS p O n d | ng Michigan Medicine has begun posting daily snapshots of our current COVID-19 testing and inpatient counts.

“We know there is a lot of anxiety and concern in our community. We are sharing these statistics to help the public
understand the current situation in our hospital * said Marschall Runge, M.D_, Ph.D_, CEO of Michigan Medicine, dean
of the U-M Medical School and executive vice president of Medical Affairs for the University of Michigan.

[ ] Ti m e—Sta m p e d d a i |y u pd ateS These numbers will be updated daily.
Of Stats As of April 1, 1:00 pm:

« Total patients tested for COVID-19 at Michigan Medicine since the pandemic began (includes pending tests): 2,346
« Total positive tests: 464

* Details on how your staff is  Coren et o s ot g 165
preparing for any increases
of cases

Confirmed Coronavirus (COVID-19) Cases in Michigan

« |dentify an “owner” of this RIEETN
information who can be 3 i%%%

direct resource to your team

Cases per County
B —— )
2000 2500 3000 3500 4000 4500

St 42 cases Other (Michigan Departm yrrections), Inknown.

Source: hitps://www.uofmhealth.org/covid-19-update . geonetric.com



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

Stanford Health Care: How the organization is responding

Be clear about how your organization is responding to the crisis.

Stanford
HEALTH CARE

Information about the Novel Coronavirus (COVID-19)

As the world copes with the impact of the coronavirus (COVID-19} pandemic, we know that you
what it means for you and the people you care about. At Stanford Medicine, our highest priority i
health care workers and cur community. We follow protocols recommended by the Centers for D

w

{CDC), and we will continue to update our institutional guidelines and processes to respend to tf
Guidelines for supply donations »

Changes to our visitor policy »

Leaders of the Stanford School of Medicine, Stanford Health Care and Stanford
red questions about COVID-12 and discussed how Stanford

Children’s Health ans
Medicine is addressing the cutbreak.

COVID-19 AND STANFORD HEALTH CARE

» Whatis Stanford Health Care doing about COVID-197 » lIsitsafe to go to the hospital or my doctor’s office?

» What does the Bay Area’s “shelter-in-place” order mean for  » What is Stanford Health Care’s visitor policy?
Stanford Health Care?

With the spread of COVID-19 across the natian, the surgeon general is urging healthy
Americans to donate blood as blood donation centers are sesing shortages dus to .
. . COVID-19 precautions
canceled blood drives and fewer donars.
Donating blood is exempt from
shelter-in-place restrictions. It is
safe for denors while they are here,

There are three easy ways to donate blood:

1. Make an appointment by phone. You can call our friendly staff at 888-723-7831.
2. Make an appointment online. Visit sbedonor.org, We are taking every precaution and
employing sccial distancing.
. Walkin to a center or meobile blood drive.

Learn more about our current need

- Find a center location or search for mobile blood drives by zip code. for blood donations »

» Walk-in space may be limited. We recommend calling us for same-day
appointments to ensure shorter wait times: 888-723-7831

geonetric.com



Altru Health: Hospital system and visitor policy updates

1 Ali r U About Altru Classes & Events Careers Patient Tran
HEALTH SYSTEM
@ MyChart Login

Medical Services

Use an alert panel draw
attention to your hub

Find a Provider Our Locations

Create spedcific
resources for

24/7 Coronavirus Screening Hotline: 701.780.6358
Click for more information on the hotline, visitor restrictions and other information on COVID-19.

) Ap p O | ntm e nt Home » Coronavirus » Visitor Restrictions I wantto... @
C h a n ge S Coronavirus

R Visitor Restrictions
! ! ! ! i Qur top priority is keeping our patients, staff and community safe and healthy. It is vital for us to
e VISt |
| S | O r p O | C | e S Appointments & Procedures carefully monitor admittance into our facilities. Thank you for your understanding and
Frequently Asked Questions assistance as we work to ensure a healthy environment for our patients and staff.
® S h How to Help » All visitors and patients will continue to be screened upon entering our facilities.
ervice cnanges, 3 e
Resources for Employees » Visitors should not have symptoms of respiratory infection such as a cough, shortness of

such as surgeries  vsorresiion

» No visitors under the age of 18.
A Message From Dr. Steven

. ) » Exceptions may be made by clinical administration for critical illness or end of life situations.
Weiser, President

Additional Information & No visitors allowed:

Resources
» Inpatient units — some exceptions may be made by clinical administration.

» Emergency department — If patient requires assistance or a driver, exemptions for 1 visitor .
geonetric.com



Fast Tennessee Children's Hospital: Support other languages

Consider audiences that speak other languages and create or
provider links to more accessible content for them.

Mantener a los nifios ocupados (Espariol)

P l.
bk ene 0 DS ocupado pDano
! a w -
- AT
i = L o=
' o L
I _ o
I — l—t—

Es importante mantener a los nifos ocupados durante este tiempo en casa. Este video muestra ideas y
consejos coma recursos en linea e ideas de ejercicios para involucrar a sus hijos mientras los mantiene seguras
y saludables.

Resources

For Parents (Para padres)

Coronavirus (COVID-19) (En espafiol: Coronavirus (COVID-19))
The coronavirus is making people sick with flu-like symptoms. Here are the basics on the COVID-19 iliness. Call your
doctor if a child has a fever, cough, and breathing trouble after contact with people who might be infected.

Your Questions Answered (En espafiol: Respuestas a sus preguntas)
Is my child at risk for COVID-19? How is it treated? How can we protect ourselves? Here are answers to 14 commaonly
asked questions about the coronavirus.

How to Talk to Your Child (En espafiol: ;Cémo hablar con su hijo sobre este virus?)

Your kids are hearing about COVID-19. To make sure they get reliable information, here's how to talk about it.

What to Do if Your Child Is Sick (En espafiol: Qué hacer si su hijo esta enfermo)

There's still much to learn about COVID-19. Here's what doctors say to do if your child has symptoms.

How to Prepare Your Family (En espaiiol: Cémo preparar a su familia)

Preparinag for coronavirus means beina ready to stay home for a few weeks. Here's how to plan ahead.

geonetric.com



Aetna: Frequently asked questions (FAQs)

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

PPOtCCting Yourself Update vour contact

info

Check that your email is
up to date to stay

How can you protect yourself or others from COVID-19? v
informed on COVID-19.
What should you to do if you suspect you or someone else has contracted v
COVID-19?
Does getting the flu or pneumonia vaccine reduce an individual’s risk of v

developing COVID-19?

Who should be tested for COVID-19? v

How can | access COVID-19 testing? v

geonetric.com



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

L ';'F{"‘}“é’:"l‘l i
P imincs

g



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

geonetric.com



UNC Health: Audience-specific content

Include content for audiences most impacted by the

crisis, or vulnerable populations at risk.

N
HEALTH.

Home Coronavirus/COVID-19 Resources

Coronavirus/COVID-19
Resources

Understanding Coronavirus/COVID-19
What UNC Health Patients Need to Know
Physician Resources

UNC Health Visitor Restrictions

-

Older Adults and High-Risk Patients
Parents and Families

Ways to Help

Older Adults: CDC
Recommendations

€0C coviD-19: What OL...
COVID -19:

PATIENT FIND A HOSPITALS

Older Adults and High-Risk Patients

Older Adults and High-Risk Patients

Although coronavirus (COVID-2019) is new, experts know that older adults and those with underlying
medical conditions are being more severely affected. According to the Centers for Disease Control and
Prevention (CDC), those who are at greater risk of becoming seriously ill include:
* Older adults
= People who have serious chronic medical conditions like:

o Heart disease

o Diabetes

o Lung disease

Emergency Warning Signs

If you develop these emergency warning signs, the CDC recommends seeking immediate medical
attention

Difficulty breathing or shortness of breath

Persistent pain or pressure in the chest

New confusion or inability to arouse

Bluish lips or face

PATIENTS, FAMILIES
CARE DOCTOR & CLINICS & VISITORS

ABOUT US

If You Have Symptoms of
Coronavirus

If you are concerned you have been
exposed or have symptoms of coronavirus
(COVID-19), click the Coronavirus Help tab
on the bottom of the page. This will bring
up our coronavirus symptom checker that
will lead you through some questions to
determine if you need medical follow-up.
You can also call your primary care
provider. Do not go to your doctor’s office
or an urgent care without first
determining if further medical screening
is necessary.

If you are having difficulty breathing, call
911 or seek immediate treatment.

geonetric.com



UCLA Health: Link to reputable sources

Breaking News

Include information from CDC, WHO, NIH and + 328 millon people fled fo

unemployment

national news outlets to keep people informed. T

coronavirus spending bill

Maijor banks agree to allow Californians
1o miss mortgage payments

Map and chart showing the spread of
China's coronavirus

Patients & Visitors Breaking News

Your safety is our top priority. Employee mednet access 3.28 million people filed for
unemployment

= Letter to our patients (03-26-20) President's Update (03-26-20) Senate passes massive $2 trillion

= \isitor restrictions (03-24-20) Leadership Communication (03-25-20) coronavirus spending_bill

» What You Should Know: FAQs Major banks agree to allow Californians

What if | think | have coronavirus? » See all information for staff and 10 miss mortgage payments

iQué debo hacer si creo que tengo providers Map and chart showing the spread of
coronavirus? * Pager numbers for guidance China's coronavirus

» UCLA Health President talks about COVID-19 challenges with

UCLA Health COVID-19 ashboa CNN's Don Lemon
* Johnese Spisso speaks about UCLA Health's coronavirus plans on
« UCLA Health President talks about COVID-19 challenges with CNBC’s ‘Squawk on the Street’
CNN'’s Don Lemon + Video: What you need to know about COVID-19
+ Johnese Spisso speaks about UCLA Health's coronavirus plans on
CNBC's ‘Squawk on the Street’ s LA County Department of Public Health

+ Video: What you need to know about COVID-19

+« CDC Coronavirus Information
+ World Health Organization | WHO COVID-19 Report

+ LA County Department of Public Health
+ CDC Coronavirus Information
+ World Health Organization | WHO COVID-19 Report

geonetric.com



S

Cleveland Clinic: Engage related content marketing

The Best Ways to Protect Yourself from COVID-19

CO ﬂte ﬂt ma l’ketl ﬂg @ L 3 Clzseland Sk - W e FodaCke Vo m ly
assets and b|og DOStS — = ﬁ— healthessentials Q. What can we help you f
Follow Travel Guidelines Wash Your Hands i
p a St a n d n e\/\/ Follow recommendationson canceling  Stop the spread of disease-causing Do not
or postponing travel from the Centers germs by washing your hands often. care fad November 15, 2018 / Family Medicine
s o What's the Best Way to Clean
. ViEw Coc GUIDELINES Your House After Someone In
¢ AUdIt the value Of paSt Your Family Has Been Sick?
b | Og p O St tO p i CS W it h t h e The lowdown on how (and where!) to disinfect
OOOE®
current crisis
Practice Social Distancing
« Apply categories to have e §
, distance from other people and avoid
them appear dynamically e -
(if possible) within your
crisis hub e
'I'_IFS Pz mamarahelherils s cnd the Ty gra siomech Bug het

sk, fhos et 0 0] oo oo Brcad S Hhes s iean ng

November 15, 2018 / Family MediCinge  [7%  ocpenismee msryme rier s s et o

oz WL r el [oF Hhe producis pou us e matert

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



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

S

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



S
What's “access to care” content? :

* Information on your website .
where you highlight all the MyChart evisi
ways patients can get care We're w/you rstacCare
from your organization el

rimary Care

« Helps patients compare SpecallS

Emergency Care

options based on symptoms

and other factors

« Guides patients to the . .

Opthﬂ thatls tht for th@”" eeeeeeeeeee l dt hdg tor p tltg?ﬁ e altglehetatttfw?;c

needs in the moment

geonetric.com



OW are you currently presenting this
information on your website?




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-hnome testing

« Create a webpage specifically about the options for care
your organization offers for COVID-19 symptoms

geonetric.com



@
COVID-19 access to care content; what to include (3

dWhat are the symptoms of COVID-19?
dWhat should I do if | 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

geonetric.com



What to include

dWhat health conditions mean | may be at risk of
complications?

dWhat symptoms mean | need to see a doctor in person?
- (Call ahead so the provider can prepare

- Call 911 and notity the operator

- Wear a mask, don't take public transportation/ride share
service, etc.

geonetric.com



o
“What should | do if | have coronavirus symptoms?” (3

25% say:

"Seek care immediately at an emergency room”

138%

Among respondents with lower incomes

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

geonetric.com


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

Many consumers uncertain about non-COVID care options

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

100% - =7 - — -
- seos | 41% - 35% - 34%
70%

60% -
50% N
40%
30%
20%
10% 17% 19%

0%

| know what to expect before, during, There are safe ways for me to get the | have the option of a telephone, | know how to get medical care.
and after my visit. health care | need. video, or online visit.

B Strongly Agree  m Agree Neutral mDisagree mStrongly Disagree

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



[ )
Guidance for other healthcare concerns (3

» Routine care - primary care, urgent care
» Elective procedures

* Emergency care

Specialty care - pregnancy and birth, cancer care,
rehabilitation services, etc.

Pharmacy services

geonetric.com



o
Writing best practices for COVID-19 communications (3

Use clear, plain language that's understandable to users
of all health literacy levels (8™ 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

geonetric.com



| everaging telemedicine



Best practices for telemedicine during the pandemic

e 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

geonetric.com



S your telemedicine content optimized
for online audiences?



What to include

dPatient benefits

- Convenience, cost savings, access to experts, etc.

dSecurity and privacy

JAvailable services

Q For example, conditions and symptoms treated through video visits,
diagnostic services, prescription refills, etc.

dAnswers to common user questions

geonetric.com



S
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

geonetric.com



Digital marketing considerations






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

geonetric.com



How schema Works

 NAP information

- Name
— Address

— Phone number

 Specialties

® Benefit Health System 319.221.1667

Care & Treatment  Find a Doctor QOur Locations Patients & Visitors

Search a ‘

HOME » FIND A DOCTOR » DOCTOR PROFILE

Return to Results

Reuben Abbas, MD

Schedule an Appointment

To schedule an appointment with Reuben Abbas please call 800-589-1171 or use

our online form.
Accepting new patients. A referral is required.

« Cedar Valley Top 100
« Benefit Medical Group

Be the first of your friends fo like this.

Profile | Office Information

Board Certified Specialty
« Endocrinology, Diabetes and Metabolism
« Family Medicine

« Internal Medicine

Gender: Male

Year began practicing: 1995

Year joined staff: 2000

Year began practicing in specialty: 1995

Specialties

» Diabetes

« Family/General Practice
« Infectious Disease

« Internal Medicine

Contact Us

Contact Benefit Health System
in the way most convenient to
you

Online

Contact Us Form

Phone

800-589-1171

Email

info@benefithealth.org

Mail

4211 Glass Road NE

Cedar Rapids, I1A 52402

geonetric.com



How schema Works

 NAP information

- Name
— Address

— Phone number

 Specialties

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

"@context": "http://schema.org",
"@type": "Physician”,

"name": "Reuben Abbas, MD",
"medicalSpecialty": [

{

"@type": "MedicalSpecialty",
"name": "Internal Medicine"

2

{

"@type": "MedicalSpecialty",
"name": "Family/General Practice"
2

{

"@type": "MedicalSpecialty",
"name": "Diabetes"

2

{

"@type": "MedicalSpecialty",
"name": "Infectious Disease"

}

Iy

"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"

geonetric.com



How schema Works

 NAP information

- Name
— Address

— Phone number

 Specialties

Name: Reuben Abbas, MD
Address: 1811 Williams Blvd SW, Cedar Rapids lowa, 52404
Telephone: 800-589-1171

Fax: 319-221-1450

Specialty 1: Internal Medicine
Specialty 2: Family Medicine
Specialty 3: Diabetes
Specialty 4. Infectious Disease

geonetric.com



1 7 b\ F o 8 305 . ik

¥
i
.-\.'.' i

A,
T E——

(o




Why is schema important?

63% zero click

Many users arent making it to your website

geonetric.com



Why is schema important?

« Get the right information to
the right people even it they
don't visit your website

« People want information
now, and often

£ COVID-19 alert

Coronavirus
disease

Overview

Symptoms
Prevention
Treatments

Statistics

< Share

Top stories

White House COVID-19 Coronavirus updates: Temporary Burials to >
Coordinator: Don't Go To U.S. hospitals forced to Begin for COVID-19

Grocery Store Or cut staff as COVID-19 Victims, Likely in

Pharmacy Unless... deaths mount Trenches in NYC Parks:...
Deadline CBS News NBC New York

1 day ago 26 mins ago 8 mins ago

/A Help and information

COVID-19 (Novel Coronavirus) - lowa

lowa Department of Public Health

@ idph.iowa.gov

Information about COVID-19 in the United States

Centers for Disease Control and Prevention

& cdc.gov/coronavirus/2019-ncov

Coronavirus Self-Checker

Centers for Disease Control and Prevention

& cdc.gov/coronavirus

/A Local and national resources

General information v

geonetric.com






Fvents



Fvents

 Events are being impacted

by covid-19 in various ways:
"@context": "https://schema.org",

—- Canceled "@type": "Event",
- Postponed "eventStatus":
- Going virtual "https://schema.org/EventCancelled”,

- Schema can help keep your "startDate": "2020-07-21T719:00"
users informed ]



Special Announcements



Special announcement

e Similar to the alert banner
most are using on their
wepsite

« Get the most important
information, from the most
important pages out to users
before they get to the
wepsite

]
%
<script type="application/Id+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>

geonetric.com



L ocation/Covid-19 testing facility



Testing facility

e Indicate which facilities offer
testing

* Let users know the facility
type
- Permanent

- Temporary

- Drive-through

S

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

"@context": "nttp://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.ntml",

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

"announcementLocation" : {

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

}
}

</script>

geonetric.com






GMB

63% zero click

Many users arent making it to your website

geonetric.com



GMB

Basic information

Description

POStsS
Q&A
Photos

Wayne UNC Health Care < .

1l vz ’

If you have a cough, fever, shortness of breath, or you are
concerned that you may have been exposed to COVID-19,
you must call your primary care provider before visiting a
doctor's office, urgent care clinic or the hospital. If you do
not have a primary care provider, please call the UNC Health
Helpline at 1-888-850-2684.

If you are having difficulty breathing, call 911 or seek
immediate treatment.
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INnternal communications

Move important information quickly and
effectively amongst your internal team.



S

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

« Benefits
« Community resources
« Working expectations
» Staff protocols

« Patient care protocols
Public messaging




Providence: Caregiver and health care worker support

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

For all our brave caregivers, we're here for you.

The situathon arourd COVID-19 s unprecedertsd. Much is being asked of you, and things are changlng every day. This alone can Irerease andety. The toll of stress can be

profouncl. vou may nesd supoort now, more than ever, and we want 1 do sverything we can to make sure you have the resources you nesl.

We'ne lstening 1o you, and know rmary of you, vour fellow caregivers and yaur family members may De experiencng siress and arsiety. We have a range of resg
best supoort vour emetionz nesds. These rescurces are free for pow

Trarik wou for caring fer aur mest vulierable, today - ard every cay.

Stress Meter
Rate your stress. Connect with resources.

Plesme sekeot the most applicabla laval of stres, baloes

MILD MODERATE

SEVERE

NO STRESS

You are Experiencing Moderate Stress
Get help with the mounting stress of COVID-19

You may feel you're being pushed to your limits by the situation currently unfolding. We see you, and acknowledge your risk and your commitment. Let us be there for you by
providing services that can help mitigate the mounting stress of COVID-19.

b Providenee
by B SRR e

telehedlth

Behavioral Health
Concierge

Free virtual visits with licensed
mental health professionals.
Open daily, 7 am. -8 p.m. PST.

Get care now

choose
well

Choose Well

The Caregiver Assistance
Program can help with
everything from counseling to
legal services.

Explore your options

L/ 7N

CredibleMind

CredibleMind

Explore expertly validated
articles, podcasts and videos that
will help guide you through this
challenging time.

Get started

£

SilverCloud

Digital Mental Health Platform

Silver Cloud

Self-guided cognitive behavioral
therapy programs to help you o
waork through stress and build a

toolkit for resilience.,

Feedback

geonetric.com



Ongoing communications

« Action plan
 Building changes
» (Census updates
 Staffing updates
« Supply status

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




How do you send updates?

Best ways to
communicate.
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Ways to communicate internally

« QOverhead announcement
* In-person

« (Group text

* Phone tree

* Email

* [ntranet

« 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.



o
Top COVID-19 topics: Treatment, testing, and prevention (3

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

Treatment [ —— 62%
Testing & Diagnosis [ R 6%
Prevention [ 53
Access to Care [N 3%
Community || N 3%
Local Healthcare Status | N NN ' o No significant differences found
Wellness |GGG 0% QCross age groups or regions.
Mental Wellbeing || NN 5%
Health Insurance || ERNEENIEN %

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

B % of Respondents Who Selected Topic

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



Preferred formats: Short articles, videos, graphics

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

Shorter news articles or blog posts _ 50%
Infographics, illustration, or charts _ 34%
Longer, in-depth articles _ 30%
Email messages _ 28%
Social media posts _ 22%
Podcasts _ 13%
0% 10% 20% 30% 40% 50% 60%

W % of Respondents Who Selected Format

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

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.

geonetric.com



|l wantto @

March 23, 2020

COVID-19 Stress and Kids: 3 Ways to
Empower Your Children to Cope With
Coronavirus Worries

[ L) -

@ COVID-19 Stress and Kids: 3 Ways to Empower Your Children to Cope With Coronavirus Worries
Watch later  Share

Behavioral Health

Screening and Diagnosis

Inpatient Behavioral Health
Care

Qutpatient Behavioral Health
Care

Cone Health

Helping kids cope with crises

P b o Wl B ek

({2

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



balance

MARCH 24, 2020

Enjoy Reading Aloud With
Your Children

CHILDREN'S HEALTHTEAM

Curling up with my kids and a favorite picture book is one of the best parts of the day. Ave ra Ba Ia nce
Family-time comfort

Reading aloud to your children is an amazing way to bond and increase their reading skills.

Taking time daily to read together has been shown to benefit children in numerous ways.
Benefits from reading to your child begin right from the start. Even though infants can't
always understand the words that you are reading they do benefit from that special one-on- _Subsc:rib_e to our

one time with a caregiver. Reading to your baby can also help them develop important wellness e-newsletter

visual skills like tracking and focus by looking at the colors and patterns in books.

As kids grow, reading will promote memory and sequencing skills, build vocabulary, and First Name*

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




(@) World Health
£ Organization

Western Pacific Region

WHO: Crisis infographics
COVID-19 spreads primarily from person to person

» Droplets released when someone sick
sneezes or coughs can land on the
mouths or noses of people nearby

Create infographics to break down | Geecommtmn ok
difficult or complicated information

COVID-19 mainly spreads from person to person

|ﬂf0graph|CS make |t eaSler— tO But it can also be left on objects and surfaces...
remember information 2

W o

lift butt:

« Post them internally to share with your [
staff (breakrooms, restrooms, etc.) B

« 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

#Al'l'ru Home Health & Wellness Patient Stories QOur Stories ~ New Era Q

The Human Body is Trainable...Even During a Pandemic =IO SR

Want health tips delivered directly to your inbox? Get
the latest tips + insights from our experts, hot off the

press. Sign up for our eNews options.
The human body is trainable, even during 3 pandemic when you are stuck at home. Whether you attend the gym frequently or casually, tha thought of

being inside a gym coverad in germs can be frightening. COVID-19 is spreading and gyms, health clubs, and fitness centers around the nation are
Sign Up Now

closing their doors to protect their members and non-members.

The good news Is that the human body Is not only trainable at a gym, but it is also trainable inside your home. Staying active and celebrating the gift

of movement can be performed anywhere, we just need to be a little creative. Training isn't something you only do at a gym and getting in shape isn‘t Connect With Us
something you only do for a wedding, the beach or the lake. If yvou're fit, healthy and you can move, then anything Is possible, even during a

pandemic. = f W [ in @ [© | &

Altru Health System

Exercise during a pandemic

world-wide-web is
¢ burpee challenges
ach who

gift of fitness

to move. Inhale the fresh air that nature offers you. Maybe you want to use a Fitbit to track your

steps, or maybe you want to time yourself for a continued challenge, Either way, exercise doesn't have to be a lonsassskauiasandaunsanalic

may do more to heal the body and repair the soul

) ) _ Related Posts
3. Squat, Push, Hinge, Pull, Carry something. These are five basic movements in the training world that every human

these patterns, find a ceach online to help you became familiar. If you are polished with these patterns, then find

five movement patterns. These patterns will keep you strong, and there is nothing wrong with being strong. Conti =8 e
within a range of 4% minutes to an hour. You don't need much more { COMMUNITY

4. Fitness doesn't need to be expensive. If you are on a budget and are

pieces of equipment, have no fear. Your body weight is enough. Grab - EE,
. Four Ways to Take Care of Yourself During Working from Home with Kids? Now What? The Healing Power of Generosity
for more resisted pushups and planks. Load a heavy book bag and sg coviD-19

waler bottles for upper body resistance training. It can be that simple

loaded backpack for a half-hour straight is considered a healthy fitness routine.

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




Emergency Blood Drive

UNC Health is working with The Blood Connection, Wake Med He U NC Hea Ith
Hurricanes to help meet an urgent blood supply need in our com SU PPO rt commun |ty gIving

the event is designed to follow physical distancing guidelines.

COVID-19 Response Fund
PMNC Arena Box Office Lobby P
Gifts to the COVID-19 Response Fund will provide critical funding for UNC Health's immediate needs to fight

ThLlI'SdayI Man:h EE the pandemic. These include:

1{:' a.m. = E F:'-m- * Protective equipment for health care providers on the front lines of the COVID-19 outbreak

* Lab equipment and materials for researchers working around the clock to develop new tests and

Appointments are strongly encouraged

treatments
-I":"nl | dﬁnﬂrg W| ” rec E'i"'-"'E' = | SED HISJ&\ ':a-rd I + Aid for already-vulnerable patients, families and caregivers suffering from additional loss of income

* Financial support for medical students affected by reduced campus operations

Physical Distancing Notice to Donors

» Donors will be asked to wait in their cars to eliminate the need for people to gather in the same area

before their donation.

* Donors will be contacted via call or text when TBC is ready to start the donation process.

» Donor chairs will be spaced as far apart as possible.

Care of UNC Health: https:.//www.unchealthcare.org/coronavirus/ways-to-help/
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Coronavirus Sea% T GoogIeTrends

reveals trending queries

Coronavirus, also known as COVID-19, has spread to a number
of countries around the world. This is how it is being searched.

Trending Insights, 03.25.2020

+3,080%

“Stimulus package Trending in search today COVID loss of taste and Search interest in 3D mask “How to self-isolate in a
meaning” Past day, US smell printing reached peak shared house”
Past week, US = Past day, US Since 2004, US Past week, US

= | = [ == [ =




US: Search interest in past week

Google Trends

i ol B (=T ATy T R s el W il S
@ Hand Sanitizer @ Facemask @ Social gistanci 10 Hand Washir g

reveals trending queries

Related Topics
Pandemic Virus United States Influenza Death
Topic Infectious agent Country in North America Disease Topic



Mercy: Face mask FAQs

* Answer common guestions
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

When You're Covered, We're Al
Covered

A Message from Dr. Tim Quinn, Mercy Executive
Vice President and Chief of Clinical Operations:
We can't say it enough: THANK YOU to everyone who has donated

homemade masks to Mercy! Because of this overwhelming generosity
and show of community support, Mercy is now able to further ramp up
its efforts to help stop the spread of COVID-19.

As aresult, if you come to the hospital or a Mercy or MercyCare clinic,
you'll notice that we look a little different. That's because we're now
encouraging ALL of our employees, patients and visitors to wear one of
the homemade masks that have been donated to us.

Dr. Tim Quinn

Additionally, because cloth masks can help reduce the spread of
droplets to those around you (and the virus may be spreading among asymptomatic or pre-
sympiomatic people), we invite you to jain us, ool Download instructions fo make your own mask

at: www.mercycare.org/masks. If you have a mask, wear it whenever you're outside of your

home — because when you're covered, we're all covered.

So, step up, mask up and do your part to help us fight back against the spread of the coronavirus in
our areal

Frequently Asked Questions

o Should members of the community wear cloth masks?

0 | don't have a mask and don't know where to get one.

o Is Mercy still accepting donated homemade masks?

0 I'm afraid because | don't have a mask.

o Isn't there a shortage of masks? | don’t want to add to that shortage by wearing one
myself.

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

© 8 9® € =
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https://www.mercycare.org/healthy-living/protect-yourself-from-illness/covid-19-coronavirus/homemade-masks/

University of lowa: 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/

PINNED POST

University of lowa Hospitals & Clinics was live.
March 26 at 1:30 PM - D - D

Join us LIVE as we answer your questions about Coronavirus (COVID-
19) with University of lowa Hospitals & Clinics Chief Medical Officer
Theresa Brennan, MD. Please comment below with your questions and
we'll provide as many answers as we can.

DO 111 51 Comments 95 Shares 6.7K Views

oY Like (J Comment &> Share


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

- * =
Stanford Health

Thank your heroes

Family members of health care
workers pay tribute: ‘We’re proud of
you’

—

Settings

T—
T

L L |

) 007 /7:40 - E % Youlube 51

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

g



Share your celebrations = ™%
inside your walls, too, to |
continue inspiring your

patients and community!

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



Questions



Upcoming Webinar

Health Consumer Needs During COVID- vouilearn:

19: Survey Results and Discussion What COD19topiss
Join us Tuesday, April 21, 2020 at 2 p.m. EDT/ 11 a.m. PDT

What formats they prefer for
engaging with content

GGeonetric recently surveyed 600 consumers to
gain insights into how they are responding to »  What information sources
different types of communication from health Ll
systems and where there are opportunities to
engage and connect.

Register at: geonetric.com/webinars




Survey Results - Wait List
COVID-19 Healthcare Consumer

SU rvey COVID-19 Healthcare
Consumer Survey

geonetric.com/covid19-survey-waitlist

geonetric.com



,

Thanks for &




	Healthcare Marketing & Communications Strategies During COVID-19
	Upcoming Webinar
	Survey Results – Wait List 
	Webinar Best Practices
	Today’s Panel
	Agenda
	Slide Number 7
	Building a crisis resource hub
	Overall, trust in local hospital/health system has increased
	Most consumers would like information more frequently
	What you need to start a crisis resource hub
	Cape Cod Healthcare: Need-to-know information
	Michigan Medicine: �How your organization �is responding
	Stanford Health Care: How the organization is responding
	Altru Health: Hospital system and visitor policy updates
	East Tennessee Children’s Hospital: Support other languages
	Aetna: Frequently asked questions (FAQs)
	Identify a communications rep
	Additional helpful information
	UNC Health: Audience-specific content
	UCLA Health: Link to reputable sources
	Cleveland Clinic: Engage related content marketing
	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
	What’s “access to care” content?
	How are you currently presenting this information on your website?
	Adapting access to care content for COVID-19
	COVID-19 access to care content: what to include
	What to include
	“What should I do if I have coronavirus symptoms?”
	Many consumers uncertain about non-COVID care options
	Guidance for other healthcare concerns
	Writing best practices for COVID-19 communications
	Leveraging telemedicine
	Best practices for telemedicine during the pandemic
	Is your telemedicine content optimized for online audiences?
	What to include
	Writing about e-visits/virtual visits
	Digital marketing considerations
	How schema works
	How schema works
	How schema works
	How schema works
	How schema works
	Why is schema important?
	Why is schema important?
	Why is schema important?
	Schema and covid-19
	Events
	Events
	Special Announcements
	Special announcement
	Location/Covid-19 testing facility
	Testing facility
	Google My Business (GMB)
	GMB
	GMB
	Internal communications 
	Reduce confusion and worry, as well as stop inadvertent spread of misinformation with a solid internal communication plan. 
	Who needs information?
	What do they need to know?
	Slide Number 63
	Providence: Caregiver and health care worker support
	Slide Number 65
	Slide Number 66
	Keep messaging simple.
	How do you send updates?
	Slide Number 69
	People will have questions. 
	Create time to reflect.
	Pivot your content marketing story
	Top COVID-19 topics: Treatment, testing, and prevention
	Preferred formats: Short articles, videos, graphics
	Cone Health
	Avera Balance
	WHO: Crisis infographics
	Altru Health System
	UNC Health
	Google Trends 
	Google Trends 
	Mercy: Face mask FAQs
	University of Iowa: Engage�social media tools
	Stanford Health
	Share your celebrations
	Questions
	Upcoming Webinar
	Survey Results – Wait List 
	Thanks for attending today’s webinar!

