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Mobile growth outpaces others

The evolution of technology adoption and usage
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Pew, Record shares of Americans now own smartphones, have home broadband, January 12, 2017
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To care is to simplity.



DEVERWIETIEGE

Hospital Digital
Experience Index

Benchmarking digital excellence from

“In the age of the customer, T ———
companies that are loved win.”

@UsefulArts
@ConnectiveDX




Mobile is the primary user type

e 719 of online time in US is mobile

e 549% of email is opened via mobile

(vs. 20% in desktop application)

 58% of search queries are mobile

1-Comscore, MMX Multi-Platform January 2017
2-Litmus, 2017 State of Email Report
3-Hitwise, Mobile Search Topics & Themes, August 2016




Share of online searches initiated on a mobile device, by industry

32%

Entertainment

Source: Hitwise

Hitwise, Mobile Search Topics & Themes, August 2016




Mobile exceeds desktop traftic 20% on average

MAYO
Traffic Share CLINIC
Cleveland Clinic i\-/E
] Desktop 44.64%
=a = MASSACHUSETTS IC1
o . \ | CiNERAL HospiTaL @ Penn Medicine

@UsefulArts @ConnectiveDX

BARNES JEWISH |\\/| Northwestern I[e V| Health

Medicine’
HealthC:are

| BRIGHAM AND
) WOMEN'S HOSPITAL = NewYork-Presbyterian

Witmgons UPMC [ 0 HOPI
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As mobile experiences begin to change
clinically relevant behaviors - they will shift
from describing the value of care to increasing
it.
Dave Wieneke
@ConnectiveDX
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The responsive web

really is...



Josh Clark
@BigMediumJosh

'

CONTENTIS LIKE WATER

]

g |

o

ol put water into a cup It becomes the cup.
You put water into a bottle it becomes the bottle.
Vo it it i & teaoot, i becemes the eepet. =

Josh Clark (originally Bruce Lee] - Seven deadly mobile myths

Illustration by Stéphanie Walter




“Responsive web design Is not about
creating a slick new container in which to
shove the same ol’ sludgy content.

It's about making all aspects of the web experience succeed
across all contexts...”

Georgy Cohen
| | @RadioFreeGeorgy

https://www.oho.com/blog/content-considerations-responsive-web-design




oooo Verizon 7 5:24 PM @73

MObile and PennMedicine m
r e S p O n S ive & myPennlVediciie: BODETBOEPENN
design

e0oo Verizon F 5:26 PM @ 7% W)

Pay My Bill | MyChart | Financial Assistance | Careers

I\ Northwestern Q
Medicine

Two-thirds of the HDX-15 hospitals
have responsive websites, which display

SHE HAD A RARE FORM OF CANCER.
FORTUNATELY, SHE HAD AN EVEN
MORE RARE FORM OF DOCTOR.

content differently based on the size

SEE OUR IMPACT »

and type of screen a visitor is using.
Among these, Northwestern Medicine, i VVOFJ[h

New York- Presbyterian, NYU Langone
MAKING EVERY DAY FEEL
EVERYDAY AGAIN

See how Northwestern Medicine is making an

and Penn Medicine received top HDX

How May We Help You?

scores for providing highly effective,

impact on the lives of our patients.

comprehensive mobile experiences Find a Doctor

that maintain strong branding and FIND A DOCTOR

provide the same content and utility as
FIND A LOCATION

their desktop experience.
REQUEST APPOINTMENT WITH NEW DOCTOR

Feedback
RFEOIIFST APPOINTMENT WITH YOI IR




{ Google Developers

Mobile-Friendly Test

Mobile Guide GetStarted Documentation v

&  https://my.clevelandclinic.org/

1 Mobile-Friendly Test ¢
B e n e fltS i Page loading issues  VIEW DETAILS
- http://my.clevelandclinic.org/
O f m O b ll e Tested an: May 29, 2017 at 3:40 AM
. - Not mobile-friendly : la €
flrSt deSIgn Page is mobile-friendly

This page is easy to use on a mahile device

Page appears not mobile-friendly How Googlebot sees this page
; (o) Thi 4 hich are blocked b
Mobile represents 68% of N — T paje s 4 resources i are bosked by 2 SUBMITTO GOOGLE

Does this screenshot ook incorrect? Learn how to let
Googlebot view the page c orrectly.

system traffic.

X Links too close together

X Mobile viewport not set » Show resources 3 Cleveland Clinic Q

From 40 seconds to load to
u nder 4 Seconds . This page may appear not mobile-friendly because the

robots txt fie may block Googlebot from loading some of
the page's resources. Learn how to unblock resources
for Googlebat.

o .
90 /0 m Ol'e trafﬁ C getS tO If you've made sure Googlebot is not blocked, you can
see Pagespeed Insights for more details on detected

MD pageS fOr app0|ntment issues. Learn more about the differences betw een the
. twotests.
setting.

Access Anytime Anywhere

Find you o the best care

FIND A DOCTOR >
LOCATIONS & DIRECTIONS >
APPOINTMENTS & ACCESS 2

‘ThePower ~ Ome

of Bvery Ce.

23
FORPATIENTS

VIEW ALL RESOURCES >

FEATURED RESQOURCES

Finding us is
easier 1han ever.

Brian Gresh
@BMGresh

Parking

Billing & Insurance

Medical Records

Express Care Online

A temporary error occurred. 7 resources on this page
could not be loaded. The results and sc reenshot may be
incorrect. You may w ant fo try again later.




Mobile starts the turn to dynamic content

Current

Lack ofhirarchy "//////

Leading to relatively

‘stovepiped’ content
And a non-measured
or attributed result
f

CURRENT

Disparate content hierarchy causes confusion
* Lack of distinct calls to action

* Multiple content types impacts decision making
= Disconnect from audience journey

J’;
Immersed /

Experie

Entry
Experience
V
Proposed
» Simplified options based on
user flows

Presenting relevant choices
Linking to supporting and
related information

Specific calls to action
Increasingly measurable
outcomes

A:f.

RECOMMENDED

Simplified content expedites decision making

= Lirnited initial content options reduces paradox
of choice

* Clear call to action hierarchy

s Alignment with audience needs



NorthShore Kellogg Cancer Center offers

ancer Center sites located al Evarsion,

their families. Patients can choose one of three Kellogg C
i !

Glenbrook and Highland Park H als. Our co !
each patient's individual needs, providing medical, surgic

él, radiation, psychological and emalictal




Localize:
get closer to customers
by recognizing their needs.
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Children’s

Hospital of Wisconsin

& GENERAL HOSPITAL

Kids deserve the best.

Enter keyword(s)

M=)

(41 4) 266-2000 Urgent Care and ER

(617) 724-4100
o A emen™  Viter oo Cancel cal About us
9 ] Kids deserve the best
-~ %
Patient Contact Us Maps &
Gateway Directions

Nothing matters more than our children. At
Children's Hospital of Wisconsin, we believe
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Increased need for location
information

e The drive for scale and consolidation
e Global expansion and partnership

e Consumerization of services

e Mobility of staff and resources
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Hospitals & Health Networks, September 2016

medical'

Academic medical centers lead efforts
to build international partnerships
and business development | sy sos kesoe

ike many academic medical centers, UCLA Heaulth

devotes considerable time and cnergy to haning

its international strategy, both in {reating patients

fram abroad and forging partnerships to deliver

care to foreign paticals closer to home. Not sur-

prisingly, China and Southeas! Asta have been key
topics of discussion.

Mike Burke, director of international services at UCLA
Health, has spent time in China exploring opportunities to pro-
vide consulting, education, training and management services
for Chinese health care providers.

“We're starting to siructure a [partnership| with an exist-
ing consulling firm that has a lot of experience in interational
health care We are designing an exclusive model that will give
us & strategic and operational edge withoul having to hire an
army of consultants in house,* Burke says. The partership
would allow UCLA's Center for World Health to respand to
requests such as writing business plans to build hospitals and

been selective about lending their name to internutions | joint
veritures,

“There are a ot of suitors for a relatively few number of
lorganizations} in the 11.S., and the ability 10 create vatue with-
out destroying the brand in international markets is difficult,*
Spencer cautions. *It's OK to share information_ but when you
dw'thmubrmdlkdfo-lti{mm‘tdﬁcul!hﬁndmm
#et adequutely compensated for the brand risk and the neces-

B " 9 hiokeywrst naime

sary o mak
lis going) above that door.*
Inded, relatively few U.S. healih systems to date have

lent their names i rships: some that have

inclade Johns Hopkins Mecicine, Cleveland Clinie Fouods-

incliuding Slanford University Medical Center and Ochsner
Health System, have begun cstablishing the infrastructure to
promiot i ‘t ‘:__ M thile, Hotish

Method ved an office in Dubai about cight years ago and

pol ly iging service agreements in China, as well as
projects in Victnam, Singapore and other areas, including the
Middle East.

UCLA Health and other U.S. health systems focusing on
building their international capabilities know they face a long,

pficated and often resourceintensive ourney;, butthey s
this work as aligning well with their mission, helping fo leverge
their intellectual capifal and as a means to supplament business

~ development for years to come.

Protecting the brand

Brett Spencer, M.D., partner and managing directar of the Bos.
ton Consulting Group's health care business, says the objectives
vary widely among U.S. hospitals with aspirations hpom?eir

Iaunched an office in Saudi Arabia's capital Riyadhi in July.
And im August, Asccnsion; the nation’s largest nanprofit health
ally in support of its call to Yead the transformation of health
‘offices in Asia and the Middle Easl s our initial staging point for
working overseas, because we understand that we nced to be
these witha value prop d working th Lt 'nf
that we liave,” says Barbara Ralston, vice president of interna-
tional miedical services at Stanford University Medical Center.
‘nization spent a decade suidying these markets and building

i e _._.‘;_, initiatives M'M .ﬂ

on the

brand internationally. And while there are many i

al suitors looking to align with U.S, providers, Spencer says
| America's health systems so far, generally and wisely, have:

HEAon By Thinkstack:

%mwﬂvwmmmwﬁ&



Maps are a growing

e Duke
e Penn
e UCSF
e UPMC

e NYU Langone

marketing capabi

Adult Infusion Center, UCSF at Mount Zion Man
Hospital Esval -

Anal Nepolasia Clinic, Research and Education Center,
Mount Zion

Medicsl Buitding 7 Fix

Art for Recovery, UCSF at Mount Zion

Hoapital Eevater Eﬂ Feo

U-Hau

Asian Heart and Vascular Center, UCSF at Mount Zion Newghborhood Dealer

Hospitsl Ee s'."-".' 2 -

Asian Heart and Vascular Center Library, UCSF at Moun

LIFE
CHANGING UPMC Find a Doctor Careers Resources
MEDICINE
1t Zion
For Health Care Professionals About UPMC ® Cancer Cemter Eevator @ F
it Zion
1 Zion

Hospitals

Rehabilitatio

Urgent Care Facilities

UCSF at Mount Zion

are offers full # Cancer Cemter  Eevaloe

UCSF at Mount Zion

e Cancer Cemter Eeve

UCSF at Mount Zion

¢ Cancer Cemter - Ewvaior

Download Muiti-Language

Driving Directions

Directions from:

City Church San Francisco

Directions to:

Art for Recovery
UCSF af Mount Zion

Hospiial Bevatc

Art for Recovery Ny
UCSF at Mount Zion

" 2130 Pos
Hospita: Bevanor EélF:y 1

Your Driving Directions to Hospital:

Onsite parking is availaiie

Your Walking Directions to Art for Recovery:

1 Folow ihe signs 1o the Hospital Entrance
2 From the Hospital Eatrance. foliow the signs to Elevator h[(_ﬂ

&

3 From Elevator A E\] follow the signs to Art for Recovery
UCSF at Mognt Zion
Hosuw:amrmr 1
1600 Divisadero St
San Francisco, CA 34115

* Gateway High



Your Search For:

SRR Frionty Fealth Medisre

< SEARCH AGAIN

Results

SPECTRUM HEALTI-;%
Find a Doctor

1-100f 12 search results found for Pediatrics

Spectrum Health

Spectrum Health

Spectrum Health

Lana Gagin, MD

Pediatrics

Helen Detvos Children's Hospital (General Pediatrics) - Grand Rapids

# Accepting New Patients
L 6163918810
o Accepts Priority Health Medicare

Primarily Cares
for Children

Ruel Lirio, MD
Pediatrics

SHM G Pediatrics - Hudsonwille
# Accepting New Patients

L1666 5238
o Accepts Priority Health Medicare

Primarily Cares
for Children

Joseph Blodgett, MD
Pediatrics

SHM G Pediatrics - Holland

# Accepting New Patients

L 616434 5840
o Accepts Priority Health Medicare

Mear (Optional):

Use My Location

Insurance Plan (Optional):

No Reviews Available
Why iz this?

0.49 Miles from Grand Rapids,
M, LS A

Likelihood to Recommend
' & 8 6 & ¢

See all patient reviews

.06 Miles frorm Grand Rapids,
M, US A

No Reviews Available
Why is this?

23. N Miles from Grand Rapids,
M, LS A

PRINT &
.4 NARRDW YOLRSEARCH
Sort By:
Default
Dhistance:

Within 120 miles

Gender:

[ wiale
[ Fernale

Show Physicians Who Are:

) Shaw all physicians

Ol Physicians accepting new patients

Next Available Appointment:

Within 1 Week

Includa:

O

Physicians (DO or bAD)

O Phiysician Assistants (P& ar P&-C)
[ Murse Practitioners (MNP

[ Murse midwives

O Psychalogists (PsyD ar PhD)

Employed By Spectrum Haalth Only:

[ wes

Language (In Addition To English):

Please Choose

Apply Changes

Reset Changes

Search

VIEW:




P2 SPECTRUM HEALTI:@
K Find a Doctor

Your Search For:

Shndges HESE RS

<+ SEARCH AGAIN

Results

1-100f 12 search results found

Lana Gagin
Pediatrics
Helen De%os Children's Hospital (General Pediatrics) - Grand Rapids

1, 616.351.2810
4 Accepting New Patiests

Ruel Lirio
Pediatrics
SHiAG Pediatrics - Hudsonville

% 6166655238
£ Accepting New Patiests

Joseph Blodgett
Pediatrics
SHMG Pediatrics - Holland

L el6.d84 5840
B4 Accepling New Paticats

Alexandrea Melonakos-Mahar
Pediatrics
Spectrurn Health Big Rapids Hospital Family Medicine - Big Rapids

Y, 2317963200
4 Accepting New Patiests

Teresa Kovas
Pediatrics
Spectrum Health Ludington Hospital Pediatrics

L 231.8433477
B4 Accepling New Patients

Mear (Optional):

Use My Lacation

Insurance Plan (Optional):

Search
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How many locations do you have?

For Patients and Visitors ¥ For Health Care Professionals +  Research at Penn « 800-789-PENN

e Data structures for staff multi-siting

e Facility nomenclature

e Contaminated search results

e Google Maps / PDFs aren’t wayfinding

How May We Help You?

Find a Doctor Regquest an Appointment

Find a Location Pay Your Bill

lﬁ Robert Debbs, DO, FACOG _ :
Director, Pennsylvania Hospital Maternal Fetal Medicine Network @ HEQUEST an Appomtment
Clinical Professor of Obstetrics and Gynecology

Obstetrics and Gynecology Location:
Penn Medicine Washington Square
Plainsboro, NJ

Princeton, NJ
Somers Point, NJ

Voorhees, MNJ
Woodbury, NJ




Source of anger and fines.

2 Big lists of providers can be big
liabilities when they’re wrong

P efes w U Rrarrears Sas b e

Medicars.gov| Prysican compars Look for a new focus on keeping

provider listings and physician profiles
up to date.

Starting with the new year, new regulations allow the Centers for Medicare and Medicaid
services to fine insurers as much as $25,000 per beneficiary for errors regarding Medicare

Connective DX, January 2016: Regulating change — Healthcare policy trends spur innovation.




) PBS NEWSHOUR

MAKING SENS$SE

Care provider directories wrong nearly
half the time in Medicare Advantage
plan lists

BY PHILIP MOELLER .anuary 18, 2017 at 4:28 PM EDT

There have been widespread reports of
There was at least one

MTEHER inaccuracies in these directories. But the : _
W oo Study nevertheless comes as a shocker. It mistake in nearly 47 percent

found that nearly half of directory entries of the prowder reviews and

n 319 were inaccurate in the plans it reviewed. nearly that many among all
u The Centers for Medicare & Medicaid locations.

Services reviewed more than 5,800 health

care providers offering care at more than 11,600 locations. The directories were provided
by 54 Medicare Advantage Organizations that represented about a third of all Medicare

http://www.pbs.org/newshour/making-sense/care-provider-directories-wrong-nearly-half-time-medicare-advantage-plan-lists/




What if the map isn’t even right....or yours?
= < |
Walgreens
25620 Kingsland Blvd, Katy, TX 77494
Drug Store

@wmtahurger
PLACE DETAILS

son Wid

i | '1I'i 3
@ Amanda Hudson

t-A-Car
Walgreer
* a year ago Capital Of
Your address on google maps is WRONG. If you type
in this store's address in google maps it take you
over to the other side of Grand Parkway. | missed my &
appointment at the health clinic because | went to '
the wrong location.

Ad Age, May 24, 2017 http://adage.com/article/digital/wawa-dunkin-donuts-clean-map-data/309094/




This is where SoLLoMo kicks in for healthcare

..lIIAT&T 3G 5:55 PM =

Lt West
& 2 Concord

http-//www flicki com/photos/annémarlow/4 107928811/

WWW . ﬂlckr com/photos/marc_smith/6231701213/
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Where to start:

Location

Syndicated listing Review promotion, Reporting to explain
updates — locking management and  how these elements
out visitor errors. reporting. contribute to traffic.

yext YV BRANDIFY momentfeed

)




Clinical enterprise Research enterprise ' Payer enterprise

Commercial
Educational enterprise enterprise




System of
experience

System of
Operation

System of
Record

Clinical Research Payer Educational Commercial

enterprise

enterprise enterprise enterprise enterprise

1 Web S rvlcal Y \
MD Profile Location Data Service Line Visitor
Info /A hIStory y,

Clinical Billing Corporate

Systems Systems Systems




Personalize:
get closer to customers
by anticipating their needs.

Ryan Summers
@ConnectiveDX




Testing insights and improvements

Hypothesis: A/B Split Test Segment

An experience that is

designed for a - i -
specific mindset 1\ . ‘n\
should positively Version A /* i?i
impact the conversion / | \
value for that e i e s e
audience, and may : i

have impact on other Version B ?’n\ﬁ T T

mindsets. ’H\'i‘ ‘i‘ i

Visit attribute: geo-location, time of day, visit #
Inferred intent: search term, page topics
Inferred engagement style: purchase profile
Explicit attribute: visitors tell you

CONNECTIVE ox



Detect and customize based on location data

Hallz humankindrnass

S x CAREERS WAYS TO GIVE CONTALT LS ABOUT LS
www.dignityhealth.org wants to

Q@ Know your location

Q &

r%v Dignity Health.
Allow Block @ OUR LOCATIONS HEALTH MATTERS Search My Home

My Baby - A New Dignity
Health Pregnancy App

Dignity Health's My Baby app helps you track pregnancy
milestones, learn gbout symptoms and locate local birthing
programs right from your phone.

Learn More

Tlf'llr"‘\'l' V.f"\lll" I_II"\.-'""\V"I' 'I'f"\ ﬁlllf' I:II"\\J' V.f"\lll" I_II"\&""\I'I'L"\



Market based geo-targeted personalization

Chicago-Joliet-Naperville, IL-IN-WI Metr

T WA-Arlington-Alexandria, DC-VA-MD-WV Metr
L. TI e r 1 Minneapolis-St. Paul-Bloomington, MN-WI Metr
Average of Web ACtl\/'ty NY-Northern New Jersey-Long Island, NY-NJ-PA
Average Score (Sessions + Philadelphia-Camden-Wilmington, PA-NJ-DE-M
Average of My Pages/Session + Session , ) e B R T (R
of Market Demo Duration + Goal Sum of Overview: The Tller 1 Market has the m.ost young and educat-ed parenFs, tr?ey LosMg;-lueus-LTitai]::TaAna’CTQEE?
Score Score Completions) Difference en%age::awly dLilta”y’ aj[ndb?n: m(;:t I;keil]yllgo make tcriansa.ctlons andhlnquwes Z:m:_ﬁ;m_Be’"';‘f::i‘;mM:
Chicago-Joliet-Napenille, IL-IN-WI Metro 52.0 13.9 14.7 $79,842,862 oniine. Ihey are the most able to aftord childcare, and are in areas wnere San Francisco-Oakland-Fremont, CA Metr
Wash?ngton-ArIington-AIexandria, DC-VA-MD-WV Metro 56.3 17.8 14.9 $65.726,617 there is higher availability and medium competition. D.F_-nver—Aurc.»ra—?roomfield, CO Metr
Minneapolis-St. Paul-Bloomington, MN-WI Metro 46.1 125 150  $62,577,357 Mot o e ot A
New York-Northern New Jersey-Long Island, NY-NJ-PA \ 50.1 14.9 14.8 $54,122,635 Keyword Strategy: TED e E—————
Philadelphia-Camden-Wilmington, PA-NJ-DE-MD Metro 47.0 12.6 15.3 $52,131,008 P‘“'a"d"’a"m“"er’”“'SbC‘“’:OR’WAME“
Boston-Cambridge-Quincy, MA-NH Metro 50.4 14.1 15.9 $40,836,129 Audience / Market Attributes Web Visitor Attributes SnioseSmnpiesna f;:::ﬂz:
Los Angeles-Long Beach-Santa Ana, CA Metro 51.2 16.1 13.1 $31,934,360 +  Highest likelihood to be a private pay customer *  View more pages per session Trenton-Ewing, NJ Metr
Dallas-Fort Worth-Arlington, TX Metro 45.5 14.4 14.4 $30,375,083 +  Highest likelihood to be aged 25+ with bachelors ~ *  Have Ionge.r total session durations Albany-Schenectady-Troy, NY Metr
Seattle-Tacoma-Bellewue, WA Metro 505 13.2 15.4 $28,190,155 dt.egree or higher . . ﬁ;;mt?cr: Ig\:;l)y to convert (Complete a Google . Durham-Chapel ‘HiII, NC Metr
San Francisco-Oakland-Fremont, CA Metro 50.2 15.0 149 $20,313,269 L e dincome *  Ave more likely tovsitvia Organic Search e e
Denwer-Aurora-Broomfield, CO Metro 47.3 14.1 15.4 $19,342,626 «  More likely to have a lower occupancy % Columbia, MO Metr
San Diego-Carlsbad-San Marcos, CA Metro 49.5 14.6 15.1 $16,535,499
Atlanta-Sandy Springs-Marietta, GA Metro 49.6 13.3 16.0 $12,805,701
Baltimore-Towson, MD Metro 502 136 167 $12759812
Portland-Vancouver-Hillsboro, OR-WA Metro 46.7 12.6 15.4 $12,402,803
San Jose-Sunnyvale-Santa Clara, CA Metro 58.8 21.7 14.9 $10,837,947
Pittsburgh, PA Metro 46.5 10.8 15.2 $5,112,174 50 9 7 14.2 15.1
Trenton-Ewing, NJ Metro 45.5 15.3 14.1 $2,789,134
Albany-Schenectady-Troy, NY Metro 46.8 11.2 17.4 $1,688,288
Durham-Chapel Hill, NC Metro 45.1 12.3 18.4 $1,337,104 Min Max Min Max Min Max Min Max
Des Moines-West Des Moines, IA Metro 46.1 10.7 17.2 $1,129,711 25 77 15 20 3.5 37 8 25
El Paso, TX Metro 47.0 12.9 18.8 $570,094
Columbia, MO Metro 46.5 12.2 20.5 $494,447 LI

) S
Grand Total 50.0 14.2 15.1 $563,854,814 V /




Business

User Goals User Tasks
Goals

Understand |dentify

Convert

Align




Inferred values get validated

Which is most true for you right now?

Answered: 229 Skipped: 0

| am focused
on my child'...

I am
considering...

The most
important...

| want to make
sure thatl ...

Our financial
situation is...

0% 10% 20% 30% 40% 0% G0% 0% 0%

What kinds of information are you looking
for online?

Answered: 229 Skipped: 0

Pick-up and
drop-off,...

Where a
KinderCare...

Discounts,
rebates,...

Curriculum,
education, a...

Play, crafts,
activities a...

Child
behavior,...

KinderCare
qualificatio...

How KinderCare
will help...

Security,
policies and...

90% 100% Food,

BxXercise, an...

[=]
-
ra
e
=
o
@
-
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Engagement matches motives and values

Meet Amber
A prospective mom
seeking care visits
KinderCare.com

Understand

Engagement
Amber views three
pages

Observe

Amber’s Mindset
“Nurture Focus”

|dentify

DAYCARE THS

Stay Connected

ild a relationship with your
child’s teacher that best supports
boath you and your child,

Customer Need
“How do | know my kid is
being cared for”

User Task

“Talk to a Center Director

about how we stay
connected”

Deliver

-
»

e
Business Goal
Lead Form sent to

Amber’s Local
Center

Convert




CLARKYOU LOGIN SEARCH MENU =

CHANGE
YOUR
WORLD

Everyone has something unique to
contribute to the world. At Clark, an
education that will amplify your
ability to make a difference is our
contribution. What will yours be?

B e GET STARTED £
Or just ask visitors

-
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Take your own personalized Clark journey

JOUMRYN E‘ | am a  Parent Or Family Member

Looking to | See The Return On A Clark Education

Recommended Content:



Mobilize:
help patients in wayfinding especially
through the congested medical campus.
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This is a little like mitigating global warming

by shaving bears.




Mobilize:
get care closer to customers

by taking treatment to them.







coscinces ] would not trade this job'

Children’s Health

Commurity Community health workers like Terri Price empower clients in

ok b e underserved populations to achieve health for themselves and their
- _ families.

Digestive Health & Disorders

General Health & Wellness

Living with Chronic + C on M U ﬂ‘ T
Conditions ‘, WL ME = ’ / m

Lungs, Breathing & Sleep

A

SPECTRUMH E.lN.LTI"I\"’i\'II

HealthBeat

Winter 2016

Men's Health

Healthy moms.
Healthy babies.
Happy endings. ,

MNeuroscience
Crthopedics

Pregnancy & Childbirth +

Research & Technology
Women's Health -
EXPLORE
Infographics
Patient Stories
Photo Galleries
Exercise and healthy eating =
Special Series feeling better Fp 2
For kids like Stella, the school nurse
makes life easier Fapa1s AL
REGIONAL | d - ! K
Choose Your Hospital W o ﬂ

As a certified community health worker with the Spectrum Health Healthier Communities team, Terri Price dedicates her
time to working with women and children in medically underserved populations in Kent County, Michigan. (Taylor Ballek |

ARCHIVES Spectrum Health Beat)

https://www.spectrumhealth.org/healthier-communities/mcgaw-prize-for-excellence-in-community-service



i v B

Sp r I n g b O O rd WATCH VIDEO THEPROCESS FRESH FOOD PHARMACY PRECISION MEDICINE NEWS

powered by Geisinger

Healthy Scranton

D eve I 0 p Springboard Healthy Scranton will seek bold goals, such as the

coordination of all community resources to eliminate hunger and

preventable chronic disease, and to eliminate preventable cancer
I e St and disease through genomic medicine. Once developed, tested
and implemented, projects will be optimized in order to create the

most cost-effective and sustainable solutions to issues affecting a

I I I I p I e I I l e n t community’s health. And, once proven, they will be replicated in j
THE PROCESS @

order to be shared both nationally and globally. ;

® ® ;

Optl mize
R I . t

http://www.springboardhealthy.org
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http://www.medscape.com/viewarticle/874130
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http://www.chop.edu/news/children-s-hospital-philadelphia-celebrates-grand-opening-south-philadelphia-community-health

VIEW FROM BROAD AND MORRIS STREETS

COMMUNITY HEALTH AND LITERACY CENTER




HDX-15 RESEARCH REPORT: Nowvember 2016

Hospital Digital
Experience Index

Benchmarking digital excellence from
the top 15 U.S. hozpital system websites

CONNECTIVE o«

Get HDX-15 and updates
 Next month's update

e More PX, MX, DX insights
 Tips on using HDX yourself

http://dx.connectivedx.com/HDX15-report

@UsefulArts
@ConnectiveDX



Dave Wieneke

@UsefulArts
@ConnectiveDX

Thank you!




Desktop still leads in buying

Conversion Rates by Device Q32015 Q4 2015 Q1 2006 Q22006 Q3 2016

s Traditional A58% 4. 30% 191% 1. T6% 3.45%
g Smartphone 151 143% L47% 1.45% 1.27%
Tablet 3.24% J.H3% 3.32% 3.25%, 2.98%

Traditional 355% 4.38% 3.98% 3.85% 3.55%

5 Smartphone 134% 1L26% 1.34% 1.33% 115%
Tablet 3.08% 3.80% 3.20% 313% £.85%

Traditional & 8% 6. T5% G 4118 G 6. 102 % L BT

& Smartphone 3.23% 3 38%: 312% 2965 3.05%
Tablet S.09% S07% 4. 75% 4,56 4.47%:




Age, income and education bias

Large age, education and income gaps in smartphone usage throughout North
America, Europe, Australia and Japan

% of adults who reporf owning a smariphone

Age Education* income® *
Youngest-
15-34 35-49 S0+  oldestgap) Less Maore Diff Lower Higher Diff
F F o Ha o 2 !

Caneda a5 a7 43 +47 81 a0 +19 67 a0 +13
us. 93 85 61 +32 &5 24 +19 B& a0 22
Greece &4 T 13 +71 35 T9 +44 26 56 +30
Poland 88 BB 18 +70 31 57 +25 32 61 +29
Italy a7 81 T +50 h& a4 +36 44 a2 +38
Hungary a0 575 21 +59 44 &7 +23 a7 B3 +16
France 85 80 31 +hd K2 TG +24 47 B9 +22
Germany a2 &89 48 +dd 50 5 +25 59 T8 +19
Lk a4 a7 B3 +41 G5 &6 +20 63 20 +17
Sweden o7 a4 B4 +33 Fii=) 91 +16 63 88 +25
Metherlands 88 &6 66 +32 [ii=) &9 +14 i B 91 +20
Spain 93 91 63 +30 T4 92 +18 T4 88 +14
Japan o4 a0 29 +55 46 T1 +25 39 68 +29
Australia a5 95 59 +36 B8 88 +20 65 92 +27

Mote: Percentages based on total sample. All differences shownare statistical ly significant.

* For the purpose of comparing educational groups across countries, we standardize education levels based on the UN's International
Standard Classification of Education. In every country but Poland, the lower education categony is secondary education or below and the
higher is postsecondary orabove. In Poland, the lower education categoryis below secondary educstionand the highercategoryis
secondary or above.

** Raspondents with a household income below the approximate country medianare considered lower income. Those with an income ator
above the approximate country median areconsidered higher income.

Spurce: Spring 2016 Global Attitudes Survey. 380 & 081, U.5. data from a Pew Research Center suvey conducted Sept. 28-Mov. 6, 2016.

PEW RESEARCH CENTER




Reliance on smartphones for online access is especially common among

vounger adults, non-whites and lower-income Americans.

Ade [ Race ] Gender lncome Education Community
Chart Embed
=11
40
20
0
2013 20714 2015 2016
— White EBlack Hispanic



HDX-15 hospital system scores and notable strengths

67

A

62

60
(tie)

60
(tie)

Mayo Clinic

#1 in market impact and usability

Stanford Health

Search-forward experience,
strong referring MD

Cleveland Clinic

Strong on telemedicine, physician
reviews, home page routing,
traveling patient resources

NYU Langone

#1 in content and brand clarity

UCSF Health

#1 in site functionality, strong
department page design

58

56

54
(tie)

54
(tie)

53

New York-Presbyterian

#1 time on site, strong in mobile

design and branding

Mass General

Traveling patients and
multilingual pages

UCLA Health

Early use and promotion
of telemedicine

UPMC

Strong market impact,
ER site, geodata usage

Northwestern Medicine

Tied for highest traffic growth,

mobile design leader

50

49
(tie)

49
(tie)

Al

57

Penn Medicine

Leader in mobile design
and geo data

Johns Hopkins
Best website readability

Barnes Jewish

Referring provider program,
MD profile archive

Duke Medicine

MD search and patient
reviews, geodata

Brigham and Women’s
#1 multilingual translation
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