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Goals
• How to build a social media curriculum to fit the 

needs and usage of every employee

• How to get buy-in from the C-Suite

• How a social media curriculum can elevate your 
brand



Monday:
Comment made
by staff member
to patient family

Tuesday:
Dad posts to 

Facebook about 
the comment

Wednesday:
Dad’s initial post is 
shared more than 
10,000 times on 

Facebook

Thursday:
Story is picked up by 
media in Virginia and, 

internationally, in Ireland

“Dad BLASTS Hospital 
for Rude Behavior”

Friday: 
Post goes viral

Saturday:
Post shared or viewed 

more than 600K
times
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Education Goals
• Create advocates 

• Reintroduce Policy

• Encourage awareness

• Protect patients and staff



………………..……………………………………………………………………………………………………………………………………..

Getting Approval

Image credit Brad Feinknopf



Our Social Landscape
• At the time, nearly 400,000 fans/followers
• Podcasts with worldwide audiences
• Blogs with more than 320 authors
• Patient and staff stories



Engaged Staff and Teams
Doctors on Twitter Service Lines on FB 
FaFacebook

Service Lines on Twitter



………………..……………………………………………………………………………………………………………………………………..

Social Media and Consumers

Choice
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Social Media and Consumers

• 41% of people said social media would affect their choice of a 
specific doctor, hospital, or medical facility. (source: Demi & Cooper Advertising and DC Interactive 
Group)

• Nationally, 72% of people look online for healthcare 
information (source: Pew Research Center). Locally, 84%. (NCH Consumer Survey)

Choice
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Social Media and Consumers

Trust
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Social Media and Consumers

• 60% of social media users are the most likely to trust social 
media posts and activity by doctors over any other group. (source: 
Infographics Archive)

Trust
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Reputation Management
- Triage, respond and elevate consumer questions and provide feedback to 

service lines
- Audit channels for success, future improvement, branding and structure
- Have an established account approval process
- New vendor secured to create procedural governance

Structure, Strategy and Support

Application Marketing Legal
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Reputation Management
- Triage, respond and elevate consumer questions and provide feedback to 

service lines
- Audit channels for success, future improvement, branding and structure
- Have an established account approval process
- New vendor secured to create procedural governance

Opportunity Assessment
- Assess rewards and risks associated with content and partnerships prior to 

sharing in the social space
- Assess opportunities and risks with use of new social platforms

Structure, Strategy and Support
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Reputation Management
- Triage, respond and elevate consumer questions and provide feedback to service lines
- Audit channels for success, future improvement, branding and structure
- Have an established account approval process
- New vendor secured to create procedural governance

Opportunity Assessment
- Assess rewards and risks associated with content and partnerships prior to sharing in the social 

space
- Assess opportunities and risks with use of new social platforms

Support
- Service line social marketing strategy development, execution and performance tracking

Structure, Strategy and Support
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The Seven Tiers
C-Suite

Physicians

Residents
Fellows

Leaders
Staff

New Hires
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Education Goals
• Create 

advocates 
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Education Options
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The CEO – Dr. Steve Allen
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The C-Suite

“Away from work I love to ski, golf, bike and create 
home cooked meals. Reading  has always been 
deeply meaningful to me and ranges from medical 
journals to contemporary literature and American 
history.” – Dr. Steve Allen



Leaders
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Thought Leadership and Sharing
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Physicians, Fellows and Residents

• Faculty development lunch and learns

• CME module

• 1:1

• Resident orientation
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Physicians, Fellows and Residents

• Promotion of papers, blog posts and research

• Twitter chats and Facebook Live

• Build rapport

• Discuss professional developments

• 57.5% of physicians perceived social media to be beneficial, engaging, and 
a good way to get current, high-quality information (Source: Journal of Medical Internet 
Research)



Doctors on Twitter
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Building a Twitter Profile
• Picture
• Name
• Professional affiliations
• Location
• Interests
• Links to other sites



Repurposing and 
Promotion of Content
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Education Goals
• Create 

advocates 

• Reintroduce 
policy
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Staff and New Hires 
• Manager education module

• Departmental meetings

• New employee orientation





The Bad Side of Social Media
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Education Goals
• Create 

advocates 

• Reintroduce 
policy

• Encourage 
awareness
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Education Goals
• Create advocates

• Reintroduce policy

• Encourage 
awareness

• Protect patients and 
staff
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Organizational Competency
• Complaint protocol 
• Social Media Committee 
• Brand/Marketing Leadership Academy Workshop
• Suicide threat action plan
• Crisis Communications
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SUCCESS!
• Recorded a 12-part podcast series for CME credit 

on Healthcare Social 

• Social Media Conference

• Authored textbook on Healthcare Social Media
• Over 11,200 staff trained

– New hire orientation
– Group presentations
– Community advocacy organizations
– 1:1
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Thank You!
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