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How Digital Has Changed Healthcare Marketing

Intense competition for patients
Consumers feel more empowered
Brand and reputation have moved online

Your online presence is critical

Traditional marketing isn’t enough any more



= Reputation Materially Influences Behavior

= Find a new provider, or validate a referral
= Want data to evaluate and choose

6 8%

have selected one

provider over another
based on ratings
and reviews

8 0%

claim the ratings and
reviews influenced

their choice of

provider

8 2%

have read online

reviews to evaluate
a healthcare
provider

Reputation.com 2017 Healthcare Consumer Survey



#+ Behavior Isn't Happening on Your Website

= 77% of consumers start at a search engine
= Fewer than 10% look for a provider on a branded website

= But 73% of healthcare marketers think their website is the

“virtual front door”

Pew Research Center, Health Online 2013
Reputation.com Healthcare Consumer Survey, 2017
Greystone.net State of Healthcare Digital Marketing Report, 2017



= Marketing is Now Hyper Local
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= Reputation Is Everywhere Consumers Look
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[ = Online Brand Drives Business

MARKETING SPEND

Low ratings
impede revenue

One more star leads to a 9% increase in revenue

— Harvard Business Review



#+ Online Needs Aren’t Being Met

80% want to read 6+ reviews

— 1%
Zero reviews

How many individual patient reviews do
you read to fairly assess a provider?

...but

'7'7%

of physicians have
zero Google reviews

The average number
of reviews is 0.9



£ This Gap Affects Your Bottom Line

2/3

of consumers will wait

longer for an appointment
with a doctor with better
online reviews.

Reputation.com 2017 Healthcare Consumer Survey

Willingness to pay more to see a
doctor with better online reviews

41%

Born before Millennials
1980



Solving the Problem
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1
ORGANIZE

Your Data

Ensure doctor and
location data is accurate,
complete and amplified

#+ A Healthcare Marketer’s Blueprint

2
ENGAGE

Patients Online

Monitor and respond to
reviews, social & surveys.
Request reviews. Create a

doctor finder

o
IMPROVE

Patient Experience

Leverage data to analyze,
enhance, benchmark and
differentiate vs.
competitors




Organize Your Data
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[ = Organize Your Data

v’ Power your online directory ~ [fromme
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How Ochsnher Does It

Ochsner is the largest health system in
Louisiana

30 hospitals, 80 health centers and 1200
employed physicians

Partner with Reputation to manage listings
for:

100+ locations
400+ providers
100+ Facebook pages




[ = Listings Management at Ochsner

Ochsner medical center baptist

All

Maps News Images Shopping

Settings Tools

Recognizable
photos

About 1 s(0.58

Ochsner Baptist | Ochsner Health System
https://www.ochsner.org/locations/ochsner-baptist v

Ochsner Baptist - A Campus of Ochsner Medical Center is fully accredited and staffed by more than 600
trusted, skilled physicians and specialists - many practicing at Ochsner Baptist for decades. Featuring
all private, inpatient rooms, an intensive care unit, a state-of-the-art operating rooms and two cardiac
catheterization

Ochsner Baptist Women's ... Patient Information
All the women's healthcare you need, Patient Information. Thank you for
all in one place at the choosing Ochsner Health

See outside

More results from ochsner.org »

Ratings and

36 kk k3 © 61Google reviews

n New Orleans, Louisiana

Ochsner Health Center - Baptist Napoleon Medical Plaza | Ochsner .. o ol oo g
https://www.ochsner.org/.../ochsner-health- bapt edical-pl x reVl EWS
A Department of Ochsner Medical Center. Ochsner Heaith Center - Baptist Napoleon Medical Plaza, Ochsner Baptist Medical Center is a hospital in New Orleans, Louisiana.

located on Ochsner Baptist's Campus, offers patients the benefit of easy access to Primary Care and The complex of hospital buildings is located on Napoleon Avenue in

multi-specialities. We want your visit at Ochsner Health Center - Baptist Napoleon Medical Plaza to be Uptown New Orleans. Wikipedia

$5.00Miriatie’ss Address: 2700 Napoleon Ave, New Orleans, LA 70115

Ochsner Medical Center | Ochsner Health System Hours: Opan now - See more hours - Add full hours
https://www.ochsner.org/locations/ochsner-medical-center v Phone: (504) 8999311 A t d
All women's services departments at Ochsner Medical Center on Jefferson Highway, including 08/GYN Parish: New Orleans CC U ra e a n

clinics, Labor and Delivery, Maternal Fetal Medicine and Robotic Surgery, and the Neonatal Intensive

G Jnit he red he Pavils Nogy- Si 1 an edit
si:;:rw;ve moved 1o the new Women's Pavilion at Ochsner Baptist. The Gynecology-Oncology uggest an CO m p I ete CO nta Ct
Add missing information . .
information

Women's Pavilion at Ochsner Baptlst | Ochsner Health System Add business hours
httns://www.ochsner. 'services sner-hantist v




[ = Listings Management at Ochsner

Q @ ochsner medical center jefferson
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Engage Your Patients
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Monitor Google, Facebook, Specialty Sites
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| Poringfracites | armacy |

ENzabeth Sauer resied on Jon 2 Gl
Hi D, Thank you sharing your poss ws! T glad you fing East interstate to be 0 friendly and eticient and
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= Respond to All Reviews from One Platform

. e

Jason Cheng. MD
View Page Summary

‘l»‘ Anonymous

ﬁ S

Banner Urgent Care 3247 E. Bell
Road

Rk kh 50/5 Decio200

My husband and | have been patients of Dr. Cheng for several years. He is caring. He is knowledgeable. He
listens. We now live 20 miles from his office. but continue 1o travel to his office. because of the outstanding
care we have received and continue 10 receive.

[ Doctor Competancs | Peopte | Bessice sanrwe |

Kishorla Barry repliec on Dec 30, 2017.

©Lne

We are happy to hear that you had a wonderful experience with us! | will be sure to share your feedbsck with

the appropriate care team

Respond to this Review

Khkkh 40/5 ovecsoz00

Clean clinic. nice staff, DR & NP's seem very knowledgeable €

[ Doctor Competence § Sttt | Claarioess | Badsics Menner

Banner Health repbed on Dec 30, 2017

6 Lve

Thank you for making us aware of this great team. At Banner Health, we know that a great care team helps
make the patient experience a positive one and we will be happy to share this with them, Thank you again for

the feedback.

Respond 10 ths Review.

Respond across
review sites

m Google

Tarrington

‘_l Andrea LaFrance

b S 2 3.0/5 Jdanz208

Extremely long wait for an urgent care facility. No urgency there... Understaffed and very cranky front desk
nurse who should find a job she likes. She forced an electranic survey on an elderly man who had no
experience with a tablet, then became snippy with him when he didn't do it right. Had she spent five
minutes with him, everyone would have been less stressed.

[bursns [ vt orercerencs [ s ] ey | emrgrcy § wor ime

[ Select Introduction - ] Select Signature -

Your opinion matters
Simple thank you

Simple thank you 2

Create response templates
to ensure patient privacy



#* How Ochsner Manages Online Reviews

= Reputation.com responds to all
online reviews for Ochsner

- Scripted responses used to represent the
Ochsner brand and maintain consistency

- Escalation process developed with Patient
Relations team

132 Reviews

- Starting to train teams interested in
responding directly




Establish a Review Process

Reviews come in daily —
Reputation.com responds

Amber receives all negative reviews in
real-time for flagging and escalation
purposes

Created a feedback inbox where
reviewer can provide more information

Digital team monitors inbox and sends information to
appropriate patient relations contact



= Dealing with a Negative Review

Looked up
patient
record via
Epic

‘/Ochsner' &9 reputation.com
You have a new Negative review
Contacted
* 1015 Feb7, 2018 Escalated to patient and
l” Facebook I'm a full-time student at Tulane University but | grew up in the Access tea m issu ed

Raceland area. Over winter break, | saw my general doctor here in
Raceland. | made the appointment while | was off of school
because | knew it would be difficult to make one during the
semester. I'm becoming an adult and he thought it was time to see
a woman’s doctor. He referred me to Dr. Mann at the woman center
in Raceland, which was across the street from his office. When |
made my appointment, which was a month in advance, | explained
that 1 am a full time student in New Orleans and it was going to be
challenging to make an appointment during the day as | have class.
| was assured that as long as | arrived before 5pm, | would be
seen. | was given a 4:45pm appointment. | expressed my concern
that 1 might be late and | again was reassured that | would be seen
if I got there before 5pm. Finally my appointment day came. |
arrived to the Women's center at about 4:50. The lady inside tried
to lock the door on me but finally let me in. | explained | had an
appointment, apologized for being late and told her that | was

QOchsner Women's
Health Center -
Raceland

apology

Rescheduled
Retained appointment

patient closer to
home




Improve Patient Experience
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Improve Patient Experience

= Get operational insights
= Make data-driven decisions

= Turn patient feedback into action




Executive Reporting at Ochsner

Send automated monthly and quarterly
Executive Summary reports to:

C Suite
Community Hospital CEQ’s and COQ'’s

Leaders for our 9 Center of Excellence

Required in-person meetings and training

Created automated emails for specific service
lines (Urgent Care)

Trained super users to access dashboard and
respond to reviews directly




[ = Monthly Snapshot Report at Ochsner

= Created a custom monthly
snapshot report

= Highlight sentiment and
operational issues

= Sent to C-suite and Operations

Specific

Specific

REPUTATION.COM REPORT

January 2018
Raings and Reviews

207
3.9/5
ko
-

5%

pain point comments:

Rude, didn't stop talking encugh to listen to the reasen far my visit!
(Frances Ralph Dauterive Ir., M.D., Google)

They wasted our time yesterday not taking my husband's iliness serious
enough to actually diagnose him correctly (Ochsner Medical Center -
MNorth Share, Google]

| don’t know what the issue is, but no urgency at this Urgent Care.
(Ochsner Urgent Care — Mandeville, Facebook)

He never answered the one question | asked him._ (Ochsner Medical
Center - Baton Rouge, Facebook)

| waited over 3 hours to be seen by somecne. (Ochsner Emergency
Room —Marrero, Google)

success point comments:

Very professional and friendly, each team member introduced
themselves they explained their position and how they could help
service us better. (Leonard J. Chabers, Medical Center, Facebook)
Very loving and kind staff me and my family have personal issues they
make sure they help. (The Gayle and Tom Benson Cancer Center,
Facebook)

Mo wait and friendly and knowledgeatle doctor, nurse, and
receptionist!! {Ochsner Urgent Care — Luling, Google)

They have mare than enough modern egquipment in all waorkout areas.
(Ochsner Fitness Center — Harahan, Google)

All of the staff were attentive and had good bedside manner. (Ochsner
Medical Complex - River Parishes, Google]

Highlights:

Overall sentiment is back up 1o 3.9 from 3.6
Brent House Hotel/Booking had the most reviews (24) ilth average
rating of 3.8 [down from 4.5)

Brent House ratings also went down on Expedia and Google

ies Patients (67)

Rude and unhelpful

staff and nurses (15)

Long waits (3]

Complaints around
emergencies or urgent
issues (10)

Megative experience involving
children (5)

Poor pain management (2)
Incompetence/
misdiagnosis/etc. (4)
Unexpected or high cost (§)
Foor Dr. bedside manner (4)
Mot Responsive (4)

Issues relating to Benefits (4)
Megative issues relating to
surgery (4]

Delights Patients (114)

Kind, helpful staff

and nurses (43)

Great bedside manner (24)
Competent Dr (10)

Clean fadility (7)

Quick and efficient (4)
Affordable or great value (3)
Free or convenient parking (3)
Surgery Experience (8]

Good/prompt ER or Urgent Care (6)

Positive experience with
Children (5)
Didn’t rush the appointment (3)

Significant increase in compliments and sentiment around Staff (average rating up from 3.45 10 3.8)

Significant reduction in complzints around Wait Time (from 15 to 9
Significant increase in compliments around Badside Manner (from 12 to 24)



Trending Reputation Score at Ochsner

Tied Reputation Score to system-
wide consumerism goal

Reputation Score, digital engagement, loyalty and
retention

Aim to meet hotel and restaurant
benchmarks

Drives connection and accountability
across entire system

Digital Reputation

Aggregate score that factors in data points such as Star Average and
Raview Volume, Length and Recency from all onling review sites.
@ National Healthcare Benchmark Target
@ Matlonal Hotel Banchmark | @ National Restauramt Banchmark
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L, i sz
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352
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247
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2018 201791 2017 Q2 2017 Q3 2017 Q4

Total Reviews YTD = 4,294
78% Positive | 5% Neutral | 17% Negative

ek ek e

=: Reputatia cnline reputation management tocl for maintaining
urate bLmn—§| <tin g d p d g to online reviews for sites like
H |th ades, Vitak, | et 01 Q4 Report.
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Launching a Program
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= Launching a Reputation Management Program

= Educate your executives on listings management

- Listing accuracy affects SEO and your brand!

= Demonstrate the value or review response and
service recovery

- Reviews represent the voice of the customer

- Can help your organization turn a negative experience into a positive

= Define priorities for listings
- What areas do you want to update and track first?

- What are the system priorities?

= Start with a pilot group

= Take the time for road shows and training!



Questions?
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