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Key considerations that impact your digital strategy

1 Business Strategy
2 Findability in Search (SEO)
UX Content Strategy

"3 UX Design & Technology
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Brand Changes




Your digital experience should reflect your brand

REBRAND

-OR -

MERGER / ACQUISITION

kinko’s +
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Business Goals




Market Changes




Consumer Expectations







Questions to ask...

« Does your digital experience accurately reflect your
brand’s identity and real-world structure?

» Does it help you achieve your business goals?

« Do you provide a better experience than your
competitors?

» Do you provide a delightful experience that meets
users' needs and expectations?
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Parkview Health System
Pueblo, CO




Business strategy

 Acquire new patients through
competitive advantage

« Keep care local and show benefits and
strength of Parkview

 Reflect new branding




A
¢
o,

geonetric.com






” ”

111



—arly findability
warning signs
that a redesign
S Imminent

Its all about user data

Falling traffic

Decreased
engagement

Increasing
bounce rate

Disrupted
user flow
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o
Understanding user flow provides deep insight into user (j
expectations, frustrations and solutions

/',Search A Express CaH or -

/' Engine \ Location SEnselLie Care __ q Find a Results
l Appointment Find 3 Blelarels

. Results ; Page Billine or Docuw7

\\ Page /! Other? l

Refine
Search:

Express

Specialt
Care : y

No 1

geonetric.com

BLANK
PAGE




S

Non-engaging Outdated
meta descriptions keyword research

/

Causes of lagging

findability

Reliance on -
Limited or no
branded over
Schema
non-branded
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Reasons why neglecting S

-0 IS

detrimental for the user and brand
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The
Importance

of an
Optimized
Redesign




Neglected findability results in increased ad spend

Search Engine
Optimization

Traffic

Search Ad Campaigns

Time
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A Major Analytics Change

Historical data will be lost




A data-driven strategy
elevated the redesign of
Parkview Health System

Set up UX tracking
on existing site

Analyzed user flow, engagement

and other key metrics

Devised a redesign plan based
on discovered opportunities

User-focused redesign
drove revenue and value




Signs your digital footprint is no longer
living up to its full user potential



SEO requires good
content

Some of Google's most
important factors when ranking
webpages:

e Content
e Links

e | ocalization, or how relevant
your content is to local
searches

e User engagement



Competitive importance of your digital platform

83% 61%

of patients visit a hospital of patients visit at least two
wepsite before booking an hospital sites before booking
appointment

Google/Compete Hospital Study



Planning redesign with UX
content strategy

Use UX research to define:
« Who are the users

e Why users engage with Parkview
Medical Center online

e What do consumers want to know

« What are the top tasks do users
what to complete




Focus on the user

» Put yourselfin the minds of your site visitors and patients

o (et past marketing-speak and provide helpful details

» Emphasize benefits users receive from your services

« Streamline content and quickly get to the point

» Create strong calls to action that focus on users and benefits
» Address the user directly; write in second person

« Anticipate and answer your users’ questions 1

» Be warm, conversational, and empathetic

The number of

humans you speak to
digitally at a time




$1.4 Million

iNn revenue to a hospital over a loyal customer’s lifetime

Becker’s Hospital Review



Create conversions with
content strategy

Goals of content strategy:
e Patient acquisition

e Provide consumers with
simple, straightforward access
to the information they needa

e Enhance UX by tailoring
content to the user journey

 Drive Parkview's business
value long-term with loyal
customers and conversions




How we read online

How people read on the web depends on:

v Their task v’ Type of content (e.g. text
v Their assumptions from vs.C;mageS'), forrtnattmg,
previous experiences with ana Pdse 1ayou
the internet, your site, or v' Personal characteristics
your brand

v' Their motivation and level
of focus

Most of the time, people don't read every word. They scan.
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Tailor the user pathway

» Are users finding what they need?

« Can they easily understand the
information?

It's time for a
redesign if your
current site isn't

meeting consumer
needs.




Enhance UX with navigation

High-level, system-wide structure that;

Supports site and organizational goals

Addresses needs of target audiences

ncludes primary, secondary, footer, and task navigation
ncorporates design functionality

nforms design, but /s not design
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What do patients want to know?

e Can you treat my condition? What conditions
do you treat?

« \What treatments are available? How will you
treat my condition?

« What's it like to get care from your health
system?

« Why should | choose your organization for
care?

/0%

of patients take their
conversation offline
and to their doctor
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Achieving content
strategy goals

Quality, organized content supports
Parkview's organizational goals by:

Keeping care local and highlighting
the benefits and strengths of Parkview
services

Providing clear user pathways

Growing patient acquisition through
competitive advantage

Making actionable experiences that
drive user engagement and
conversions

Incorporating patient stories
throughout its digital footprint to align
with marketing campaigns




Keep it simple & make it
easy to take action

On every page, get to the point;

o Start with the main point/conclusion
 Include supporting information

e Share less important details

On every page, include a call to action
(CTA) that's:

e Clear and concise

e Prominently displayed

e Relevant to the page and audience
« Trackable whenever possible




S
Health-related online activities :

Consumers who participated in health-related activities online over
the past 12 months

=—=®scarch a disease/medical condition
—CSCarch symptoms to self-diagnose

=P Research a medical treatment, procedure, or...
==»mnmunicate with a health care provider
= scarch diet and/or exercise plans
==®aCh for a local health care provider
Purchase a health-related product

Where do you first turn
when researching
health information?

, e Internet;: 57/%
Purchase health insurance °

e Doctor/healthcare
professional: 32%

Search for a gym/fitness center

Participate in an online support group

Purchase a health-related service

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

Source: dotHealth Consumer Health Online - 2017 Research Report geonetric.com



[t's time for a redesign, it your content
doesnt:

Provide a good user experience on all
devices

Meet federal accessibility guidelines that
require an inclusive experience for all users

Help users find what they need to
accomplish their top tasks

Represent all your facilities, doctors, and
services in the best possible way

Drive conversions

A website redesign
offers your
organization the
opportunity to
Improve your

digital front door,
connect with site
visitors and create
a path to
conversion.







UX Design




Patient

Online bill intake

pay
Business
listings

Ratings &
reviews

Digital
symptom
checker '
Online
provider
search

Online
appointment
Social scheduling
media
Telehealth




DIGITAL Research /

PATIENT Self
JOURNEY Diagnosis




Page Layouts
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Parkview Medical Cente
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Technology




Digital
Experience

Technologies utilized by patients to interact with healthcare
organizations

¢  Curatinga seamless flow from virtual to in-person care
» (Convenience at your finger tips







TECH DEBT &

MAINTENANCE







t's the dependencies between all of them that often
require a fresh start

Technology
and
Infrastructure

Business
Strategy
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Research Insights
Making data-driven decisions

({2



S

“Geonetric's UX research allowed us to dive into the
behavior and minds of our consumers. We were able to
Create a digital experience where consumers keep
returning since we leave a positive impression that
helps meet their needs and solve their problems.”

Ryan Severance
Digital Media Specialist



Business Need

‘ Define Pain Points _é

Rseﬁaﬁg‘ls?:;g;é-- Research Goal
[ E— Highlight Objectives
o)
o)
I [el
Trends A i
nalytics
Key Themes or Change @&—— RESEARCH . ShareyData
Over Time STO RY

+ ',0
“ ‘\\'1/0

Key Quotes .
Connect with Real Customer Interviews
People ° Tell Stories

&r

Team Interviews
Share Internal
Insights
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