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Fairview Health Services
Chris Boyer | Director, Digital Strategy and Analytics
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Building Our “Digital Front Door”

Step 1: Diagnosing the user’s journey
• “Path to Purchase”
• Critical thresholds
• Understanding influencers
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Assessing Our User’s Needs

Step 2: Auditing & improving “digital front 
door” touchpoints
• Provider profiles
• Location directories
• Patient portals
• Social media
• Third-party listings
• Online appointment scheduling (OAS)
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Building Our “Digital Front Door”
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Digital Touchpoints Serve Different Needs

Website
• Top-task: “Finding a doctor that’s right 

for me”
• Making the right selection
• Making an appointment
• Secondary tasks: location, service 

(condition or treatment)
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Digital Touchpoints Serve Different Needs

Social media
• Location vs. provider-based strategies
• Using content to support decision 

making

Third-party
• Get the network coverage right
• Developing your ”digital referral” 

strategies
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Building Our “Digital Front Door”
Step 3: Future-state mapping
How can we integrate and use consistent 
data to develop insights? 
What is the best way to align with other 
internal initiatives?
• Patient Access
• EMR/Patient Portal
• Patient Experience
• Etc.
Where should we be testing and 
optimizing to best impact the online 
customer experience? 
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UnityPoint Health
Blake Long | Director Marketing Technology and Strategy
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Approaching the Digital Front Door

One Bite at a time
2018 Focus: Connecting consumers with 
the right providers

Three key areas 
• Local SEO
• Ratings and reviews 
• Paid search
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Local SEO

• Getting alignment on physician 
data

• What sources of provider data 
exist?

• How will we manage them? 
• Identifying partners to help with 

local SEO and listings management
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Rating and Reviews

• Market differentiator

• Star ratings help inform provider 
promotion

• SEO helps make our own ratings 
and reviews rise about third parties
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Using Paid Search to Connect Consumers 
with Accessible Providers

• UnityPoint Health spans three states

• Access to providers is spotty and 
varies greatly by market

• Find a doctor tool on unitypoint.org 
does not take in data on provider 
access
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Using Paid Search to Connect Consumers 
with Accessible Providers
• 77% of people search online before 

making an appointment

• UnityPoint Health uses PPC 
campaigns to serve up doctors with 
access near to the consumer who is 
searching

• Promoted providers must have 5 
day new patient access and a star 
rating of 4 or higher
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Using Paid Search to Connect Consumers 
with Accessible Providers

• Partnering with operations gives us 
the access data we need

• Partnering on publishing patient 
experience surveys gives us the 
ratings data we need
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Using Paid Search to Connect Consumers 
with Accessible Providers
We are ultimately driving consumers to:



© 2018 Binary Fountain, Inc. - Proprietary and Confidential Information

Dayton Children’s Hospital
Grace Jones | Consumer Brand Manager



© 2018 Binary Fountain, Inc. - Proprietary and Confidential Information

Dayton Children’s Hospital

• 178 bed freestanding children’s hospital 
in Dayton, Ohio

• Located in a highly competitive market 
with 6 other children’s hospitals in Ohio

• Began reputation management and 
publishing star ratings and comments 
on doctor bios in October 2016 

• Over 150 physicians on website with 
star ratings and comments 

• 22 person marketing team with 2 FTEs 
and 1 intern working on reputation 
management (partnered with 3 patient 
experience FTEs). 
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Digital Front Door Strategy 

Our Digital Front 
Door

New 
website

Star 
ratings

Local 
listings

Doctors 
digital 

footprint
ED/Urge
nt care 

check in 
options

Nurse 
chat

Texting

Patient 
portal

Social 
media
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Implementation Timeline 

Partnered 
with 

patient 
experience

Presented 
at the 

medical 
directors 
retreat

Brought to 
medical 
directors 
meeting 

for a vote

Set up 
appeal 
process

Trained 
interns on 
publishing 

reviews 

Began 
publishing 
star ratings 

and 
reviews

Scheduled 
monthly 

reports for 
doctors 

and 
medical 
directors 
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