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I Understanding the patient journey...
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I Health consumers rely on search

72% look online for health information
77% begin with a search engine

50% look for local results on mobile
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I Organic search space is disappearing

Delivering the future of digital to healthcare

Sg—__

primary care doctor bette: %

€ - C | 8 nhtps//mwww.google.com/webhp?sourceid=chrome-instant&ion=1&espv=2&ie=UTF-8#q=primary+care+doctor+bettendorf+ia

13 Apps  For quick access, place your here on the bar. Import now..

GO\)SIG primary care doctor bettendorf ia \IIJ, “

Web Maps MNews Shopping Images More ~ Search tools

About 20,500 results (0.47 seconds)

Ads

Local Map/
Detail

Organic Results

Local Pack

GEONETRIC®



“Hello Siri”
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Search is more than web browsei
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Local search is a multi-step process

Google

G Upload Validated NAP Data
oING

Names, addresses & phone numbers

Publish Structured Data
Provide data to crawlers via schema.org

SEARCH ENGINES

== factual.

DATA
AGGREGATORS

YOUR WEBSITE

PROVIDER & LOCATIONS PROFILES

VitalSite:d

[P

FOURSQUARE

- 22

neustar /Localeze yelpqs

nfogroup

DIRECTORY &
REVIEW SITES

yp

, Manually Claim Profiles
mapquest L.
Add photos, description, hours, etc.

“doximity

Delivering the future of digital to healthcare GEONETRIC® I



I Don’t forget to monitor listing health

* Ensure data is aligned

* Find and fix problems
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Local Search: Getting Started

Identify consistent location and provider data

Manually claim listings on Google My Business

Add structured data (schema.org) to your location and provider pages

Maintain and update information in your “source of truth” as it changes

Next steps...
= |dentify high priority listings for more in-depth effort
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Provider Directory



Up to

£, 20%

of inbound traffic arrives
to provider directory
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Up to

25%

of overall page views
occur in the provider
directory

’
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I Information Patients Need & Want

Qualification Qriteria Section Qiteria
- Pass/iall criteria - More nuanced evaluation
- Hlters providers in/out of - Ranks providers according to
consideration o, references
Do they accept my insurance? Will I like them?
Can | get to them? Do others trust them?
Are they accepting new patients? Are they good?
Can they treat my conditions? Are they convenient?
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I Provider Bios: Qualification + Selection
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I Writing Compelling Provider Bios

Narrative unique to each provider that:
* Humanizes the professional
= Displays a sense of commitment to their work

» Helps to begin a relationship with the patient

Use web writing best practices:
= Focus on the user
= Keep it simple

= Make it easy to take action
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Option C. Search By Name

Want to see if your doctoris part of Noble?
Search for his or her name here.

Provider Name

smit

A. Mitchell Smith
Asmita Joshi

Buster Smith

Colleen Burkhart-Smith
Dale Bryansmith
David Smith

Joanne Smith

Karen Smith (Hartnett)
Kristin Smith

Laurance Smith

Lisa Smith

Michael Smith
Michelle Smith

Ryan Smith

Steven Smith

Timothy Smith

Viviana Smith













Provider Directory: Getting Started

= Decide (or reevaluate) who is included

= Determine how various relationships (employed, community, etc.) and
terminology will be presented

= Write and edit content to meet users’ needs for qualification and selection

Identify a clear call to action

Next steps...

= Take it deeper with enhanced content and calls to action
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Publishing Provider
Ratings & Reviews
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Patients use reviews both before and after
decision making

When Patients Use Online Reviews

Before Selecting After Selecting

61% 19%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
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I Qualitative factors are important to patients

Che ’hlll'ﬂl]llll’lh‘lll Post

“When patients are
asked to rate how
doctor quality should
be measured, clinical
outcomes, such as
getting cured of a
disease, rarely come
up... Physicians, on
the other hand, go
straight to the
clinical.”
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I Patient-provider relationships are changing

“...patients have
become more
empowered to

demand both good
care, and a good
attitude.”

http://well.blogs.nytimes.com/2015/07/23/shopping-for-a-doctor-
who-fits/
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Why publish ratings & reviews?

Harvard
Business
Review

* Providers will build trust by empowering patients
to shape the quality of care.

* Providers will get to define the terms of
transparency.

* Physician culture will change.
* Providers’ own data will affect how other ratings
= outlets operate.
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Patient Reviews Learn more about these ratings

August 18, 2015

Dr. Berry is a good listener and responds to questions/statements appropriately and in a
helpful manner. | feel confident in his care.

September 02, 2015

Dr. Berry is a very knowlegeable, caring physician. He listens and offers sound advice. He
is a 5 star doctor.

September 25, 2015

*Dr. Berry is MY doctor, | won't share.

September 30, 2015

Inability to get a written prescription from physician for an over the counter medication
he prescribed. The result is that this over the counter medication can't be claimed and
paid through the medical flexibile spending account. This over the counter medication
cost will need to be paid at my own expense. Physcian/medical staff should understand
the need to get the prescription for prescrebed over the counter medications to be
covered by medical flexible spending accounts.




Bruce Berry - Wheaton Franciscan Healthcare
www._mywheaton.org/._.doctor/ _/bruce-b._. ~ Wheaton Franciscan Healthcare -
%%k Rating: 4.8 - 179 votes

Dr. Bruce Berry was recognized as one of The Business Journal of Milwaukee's Best
Doctors for 2011 and has been recognized by M Magazine as one of the .

The results...

Dr. Bruce Berry, MD - Heanngrades

. www_healthgrades.com » ___» Wisconsin (W) » Milwaukee -
“ Ra N k Im p Froveme ntS % ded o Rating: 3.4 - 14 votes

Visit Healthgrades for information on Dr. Bruce Berry, MD. Find Phone & Address
information, medical practice history, affiliated hospitals and more.

" Increased organic traffic

Dr. Bruce Berry, MD Internal Medicine - Healthgrades
m M ore a p pointm e nt req u eStS www_healthgrades.com » ___» Wisconsin (W) » Milwaukee «

Dr. Bruce Berry, MD, Appointments, Milwaukee, W, Internal Medicine.

Meet Dr. Bruce Berry, Internal Medicine - YouTube

hitps:/Amww youtube comfwatch?v=ykGET77wYLU

Oct 13, 2014 - Uploaded by Wheaton Franciscan Healthcare

Dr. Bruce Berry is an Internal Medicine physician with Wheaton

Why?

= Larger quantity of reviews Dr. Bruce Berry MD - US News Health - US News & World ...

health.usnews_com » Doctors + U5 MNews & World Report

u Expa N d ed pa ge cCO nte nt Dr. Bruce Berry is a Internist in Milwaukee, WI. Dr. Berry admits patients at Wheaton

Franciscan Healthcare-5t. Francis.

= More clickable’ Iistings Dr. Bruce Berry, MD - Internist in Milwaukee, W1 - Vitals

www.vitals.com » Find an Internist » W » Milwaukee Internists -
Dr. Bruce Berry, MD, Compassionate Doctor Recognition, On-Time Doctor Award,
rated 3.5/5 by patients. 13 reviews, Phone number & practice locations, ...
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What are the risks?

= ‘Unfair’ or biased data

» Policies for when ratings and reviews are displayed

* Procedures for requesting removal

= Disclosure of PHI or other sensitive data

o Approval process prior to publication

* Legal language review

= Consumer visibility into operational challenges

* Be transparent about how you’re addressing these
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Provider Ratings: Getting Started

. Ratings & revi /I b
= Review the actual survey(s) that you collect published
today, including legal language. Decide what For Providers employed by the
info you will share online. YR
] ] Who have been employed > 6
» Establish the rules for what will/won't be shared. months
i i Ratings will be shown if more
= Agree on language that will be published on the than 15 ratings
website to represent these rules. Reviews will be shown if more
than 10 reviews
= Select internal physician champion(s) to assist Reviews will only be edited or
with communicating to other providers Pt vl
ibelous or defamatory

language

= Soft launch on staging site for 2+ weeks
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Reputation Management &
Patient Experience Analytics



Reputation Management & Patient
Experience Analytics

PATIENT
SATISFACTION
SURVEY DATA

CG-CAHPS HCAHPS

binaryfountain

\
yelpss

SOCIAL MEDIA &
REVIEW SITES

OiINg

Alerting & Response W orkflow

Monitor and respond to reviews through a single platform
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I Making actionable data from freeform text

B088L8 632013

We've been here twice. The firsttime our dg_ughta-rmraS‘h‘oTyet_qns e Was cowse‘d
suddenly in purpllshhues-nmv‘ln‘g around her Imlabudy‘ﬁlage reglst;atlmfanc‘were
all ﬂhough itwas bysy and il 2 and we did have to WaiaNEEIBiE. The other day

we were

Our daughter's arm bones popped out of joint and

she couldn't move them and cried and said that it hurt whenever she moved her arm. We
were less panicked than with the hives, and expected that with a non-tl'lreatenlrlg_mndﬂlmﬂ
we might have to wait awhile. | guess part of triage is thatthty_“

akercarelcfquickly and move those folks along. The ‘we saw were —
and responsivesand the doctor popped our daughter's arm back in without her noticing.

"Horton Hears a Who'"He-read-whites

Delivering the future of digital to healthcare

(They have _to.take'h?ime'm -tha_nd he handed my husband

1|-r--|-u-r.u-u-n.n-u-q-r-—..

Getting Timely Care
1. Pretty quick care
2. Wait a little bit

3.In and out in less than an
hour

Overall Experience

4. Take care of what they can
take care of quickly

Bedside Manner
5. Super friendly doctors

Physician
6. Responsive doctors

Office
7. Free books ER waiting area

Helps Patients Understand
8. Doctor emailed us a video
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Reputation Management: Getting Started

= Coordinate efforts with patient experience teams
» |dentify the locations and providers you need to monitor
= Establish the data sources and sites you will include

» Setresponse guidelines, responsibilities and workflows

Next steps...

" |ncorporate social and third-party data into your internal
transparency initiatives
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Takeaway: Physician Promotion eBook

Hll out the survey at the end of today's webinar
for this free eBook!

* Packed with information that will help you
develop effective tactics for driving qualified
visitor to your physician profiles

= See examples of physician promotion in
practice
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Get Started with a Provider Directory Audit

How does your physician promotion stack up?
Hnd out with a focused audit.

Our healthcare marketing experts will:

= Review the overall user experience

» Evaluate content against web writing best practices

» |dentify opportunities to increase search engine optimization

» Deliver actionable recommendations for improvement
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