Advanced Social Media and Digital Marketing in Health Care
Live Virtual Conference

Getting to the Heart of Storytelling
How Powerful Stories Can Build Your Brand

Presented by: Melinda Daffin & Adair LeBlanc

#MayoSHSMD

MAYO

Strategy & Market

® S H S M I] Society for Health Care CLINIC
AHA Events Development™ @



Part 1: The Story: Ochsner Heroes

g/ Qchsner
T h o3 n
k yOU

cor Ca I"ing fOr
Ur

C
°"”"Unity
#OchsnerStrong




Who doesn't love a good story?

When you were little, you loved a good story. And you still do now.




What makes a good story?

A great model to follow is "The Story Spine," created by Kenn Adams, author, teacher and
theater director, in 1991. It was popularized by Pixar story artist Emma Coats, in "Pixar's 22

Rules of Storytelling."

THE STORY SPINE

THE STORY SPINE STRUCTURE FUNCTION
Once upon atime... The world of the story is introduced
—_— and the main character's routine is
Beginning
Every day... established.
But, one day... The main character breaks the
The Event )
routine .
Because of that... There are dire consequences for
having broken the routine. It is
Because of that... Middle unclear if the main character will
Because of that... come out alright in the end.
Until finally... The main character embarks upon
Y The Climax _ P
success or failure
And, ever since then... The main character succeeds or
End fails, and a new routine is
established.
Published at aerogrammestudio.com, ©Kenn Adams




Chapter 1 of "Ochsner Heroes": Blaire Guidry

Meet Blaire Guidry, RN, our
very first Ochsner Hero.

Her story posted on March 25,
two weeks into the pandemic
in New Orleans.

Since publishing, her post has
reached 179k people, almost
all through organic reach. It's
remained our top hero story.

Her story was shared 1.2k
times.

It was liked/loved 4.2k times.

Subsequently, she was
interviewed by the "Today"
show.




How Blaire's Story Fits the Story Spine

Once upon a time: “Prior to this unforeseen pandemic, the World Health Organization deemed
the year 2020 as 'The Year of the Nurse.’ If you would’ve asked me in January what 'The Year of
the Nurse' meant to me, | would have said, 'lIt means a year to celebrate how healthcare in
nursing has transformed over the last 200 years.™

But one day: "But, if you were to ask me today what 'The Year of the Nurse' meant to me, I'd
probably start crying because now I'm left speechless. I've withessed innovation creating
solutions to problems that | never thought a first world country would endure."

Because of that: "We couldn’t have predicted that one day we’'d be consoling family members at
the bedside and the next day having to hear tearful family member’s voices on the phone asking
us when this will end and if they’ll ever see their loved ones again due to federal and local
visitation guidelines."

Until finally: "We are called to be brave when the rest of the world is living in unprecedented
fear."

And since then: "l realize that this is just the beginning, but 2020 is not just “The Year of the
Nurse’ and nurses are not solely the ones impacting healthcare this year. We are one team and
2020 has proven to be 'The Year of Healthcare Professionals’ and | am forever grateful for my
Ochsner team that | am lucky to call family!”




How did we get Blaire's story?

Broad appeals on social for submissions of stories weren't working as well as we hoped.

What worked: Asking nursing supervisors directly to suggest outstanding nurses. The very
next day, we got Blaire's story, in her own words.

What worked about her story: Its realness and authenticity.

We kept asking nursing supervisors and other supervisors for stories about people going
above and beyond. And look what happened...




Chapter 2 of "Ochsner Heroes": Amy Finnegan

RN Amy Finnegan: "For as long as | can
remember, | always wanted to be a nurse.
The absolute certainty for me was when |
watched my mom walk down the aisle at
St. Joseph’s church as a nursing grad
when | was 9 years. | was so proud of her.
| thought she was a true superhero. ..."

Ochsner Health
April 8- Q

H e r Sto r'y Ca u g ht l:;ilzziu}:a?\ﬁrah Winfrey, for highlighting our #OchsnerHero Amy
Oprah's eye, who
Interviewed Amy.

Ochsner
Hero




The "Ochsner Heroes" story continues ...

Respiratory therapist Savannah Stuard

“I was born without my left forearm and
hand. | have overcome many challenges
in the medical field. | knew going through
respiratory school there would be things
that | would have to learn differently than
others. | kept trying and asked for help
and here | am today. | thrive to be better
or do the same things as people with all
limbs. That's my goal in everything | do.
People say, ‘| can’t even do that with two
hands," and | have one. Succeeding and
overcoming is my only option in my book!”




... With dozens more chapters ...

Tahj Joseph, supply chain technician

He has been working seven days a week
to make sure that all departments within
OMC-Kenner have the materials they
need to function during the pandemic.

“If it were me in one of those patient
rooms, | would want everyone including
the supply chain and logistics staff to do
all they could to support our front-line
healthcare workers. | feel that everyone is
coming together to play a role in
combating this virus and giving my all as
a contribution is the least | can do.”

Tahj Joseph

Central Receiving Technician




... and "Ochsner Heroes" stories on video
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How many people liked our stories?

March 2020

A record-breaking month for Ochsner's social media
303,797 engaged users, a 1,071% YOY increase

April 2020

Another record-breaking month
551,337 engaged users, a 1,923% YQOY increase.

Ochsner Heroes
Consistently the most engaging content type
300 social posts referencing Ochsner Heroes, reaching 3.2 million people.

Instrumental in fostering donations. Posts were linked to Ochsner.org/heroes, where people
could donate to the Employee Assistance Fund. As of April 28, online donations totaled
$99,146.




The top 4 Ochsner Heroes stories:

No. 1: Blaire
Guidry, RN, our
first Ochsner
Hero

No. 2: James Bamber, RN,
Baton Rouge ICU nurse
who didn't get to see his
newborn soon until he got
out of quarantine

o Ochsner Baton Rouge E]

May 22 at 1:00 PM - @

A new PeopleTV series profiling ordinary people doing extraordinary things
during the current COVID-19 crisis featured Ochsner Baton Rouge ICU
nurse James Bamber, who met his newborn baby after a two-week
quarantine. Watch it here!

PEOPLETV.COM
Kindness & Courage: Coronavirus in America (Episode 5)
While social distancing and stay-in orders keep communities apart,...

No. 3: Daniel Paline,
husband of a Baton Rouge
employee; he created a
clear box to protect
anesthesia providers
during intubation of
patients

No. 4: Amy
Finnegan, RN,
our second
hero




OHS Digital Insights | April 2020

Metrics Analysis - Content

. Social Media Social Media Social Media Video
Blog Sessions .
Engaged Users Followers Views
April 2018 22,006 21,205 76,244 158,326
April 2019 36,933 (+68%) 27,259 (+29%) 90,424 (+19%) 254,328 (+60%)
April 2020 63,974 (+73%) 551,337 (+1,923%) 149,209 (+65%) 831,226 (+227%)

Table 2. Strong performance in April resulted in high YOY increases across social media and blog.

Social Media Engagements Social Media Followers
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Fig 3. April 2020 is record hi

igh for social engaged users. Fig 4. Ochsner is growing a large audience on social media.

Competitor Analysis
Ochsner is leading on social media, outpacing all competitors in posts volume, reach, and engagement. Success

on social media is key in boosting brand sentiment, and COVID-19 has given Ochsner the opportunity to further
engage with the community and foster positive sentiment through strong and informative digital content.




Part 2: Partners in Storytelling

Thought Leaders
System executives, service line executives/chairs or literal “thought leaders” in a certain field.
Brand Ambassadors

Any level of Ochsner employees (doctors, nurses, corporate employees, clinical employees, etc.) who are not
system leaders or executive-level leaders

Receive regular email communications to keep them engaged and active in the program
Influencers

External individuals who have a dedicated social following and are viewed as experts in their niche
Mommy bloggers
Health and wellness experts
Fitness gurus

The New Orleans Saints

Using our partnership with the Saints and Pelicans to expand our reach, and share the stories of our
#OchsnerHeroes



Thought Leaders

During this time, it is important that our executive leaders stay connected with our
employees and patients to give updated and accurate information.

Weekly video updates for employees from executive team
Bi-weekly Facebook Live COVID-19 Updates.
Videos showing our thought leaders on the frontlines.
Redeployed into new roles
COVID-19 frontline diaries
Thought leaders discussing patient success




Weekly video updates

Ochsner Health System

We Are Strong We CanDollt
Warner Thomas, president and CEO of Tracy Moffatt, chief nursing officer and
Ochsner Health vice president of Quality at Ochsner

Ochsner Health

Health



https://www.youtube.com/watch?v=ooB4t7wWr1Y
https://www.youtube.com/watch?v=p6zlov9BVEc

Facebook Lives

Ochsner Health was live. Ll
Published by Console [?]- March 13 - @
Dr. Robert Hart, chief medical officer, and Dr. Katherine Baumgarten,

infectious disease specialist, give an update on COVID-19. For more
information, visit ochsner.org/coronavirus
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Thought Leaders On The Frontlines

Performance for Your Post

Ochsner Health CCL
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Nigel Girgrah, MD, chief wellness officer at Ochsner Health, spoke with
Brian Moore, MD, medical director of the Ochsner Cancer Institute, about
his current experience being redeployed during the COVID-19 pandemic.
Dr. Moore, a head and neck cancer surgeon, has been redeployed to help

the critical care teams in one of our new ICUs for COVID-19 patients. Dr. Performance for Your Post
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https://www.facebook.com/watch/?v=174769303688763
https://www.facebook.com/watch/?v=913387562452749

Thoug

ht Leaders Showing Patient

Ochsner Health e
Published by Melinda Daffin [ - April 8 at 9:11 AM - Q@

Dr. Jose Tafur, MD invented the Extubation Dance, demonstrated in this
video by respiratory therapist Scott Lee, to celebrate an important milestone
in the treatment of a COVID-19 patient. To extubate is to remove a patient
from a ventilator; it means a patient is on his way to recovery!

Ochsner Health

The Exubimdniiataation Dance

01:08

WWW.OCHSNER.ORG
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https://www.facebook.com/watch/?v=510177129655370

Brand Ambassador

—
Y L
Our most energetic and engaged A program where the social team Via the Amplify app connected to
employees develops content for users to your social media
share to their personal social
channels through an app in order
to build brand awareness and
create a network of brand-positive
employees.
When Why
Post at your own pace when you find FREE STUFF! Insider information, special

content that is authentic to YOU access to events, other incentives.



Brand Ambassador

Challenges
Misinformation about COVID-19
Low morale in the community

Solutions
Using Amplify to send out official Ochsner content related to the virus
Call for #0OchsnerHero stories




Utilizing Influencers During COVID-19

#HealthyAtHome Challenge

Used influencers to share ideas on how to make staying at home more bearable — or fun, even. So,
we've initiated a “challenge” of sorts to encourage our influencers to share what they're doing to

stay #HealthyAtHome.

Encouraged our influencers to use the hashtag #HealthyAtHome in their post(s), tag
@OchsnerHealth, and encourage others to participate by nominating/tagging 3 people to get
involved.
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New Orleans Saints

Through our partnership with the New Orleans Saints, our local heroes, like quarterback
Drew Brees, are sharing the touching stories of our #0chsnerHeroes with the world.

@ saints @ « Following

saints @ A special thank you from
@ breabress tn Qachinerheath https://www.instagram.com/p/B Oa5YMB-Cv/

respiraiony therapist Savannah Shuard|

Thark a hero of your own By rmaiing &
Jersey” m their honor and share wing
#TheRealHeroes P

@ saints & « Following
\ . saints @ @ochsnerhealth discharged
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Ochsner Medical Center today!
Hospital staff cheered on Kathleen
Bennett to "When the Saints go
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4 - to reunite with her family!
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New Orleans Saints

Date Team Platform Type Impressions Engagements Reach
5/1/20 Saints Story 36,554 0
35,831 0 34,557
5/4/20 Peli dec 13,391 133 11,727
deo (Story 0 14,538
Saints deo 3
am deo (Story 0 35,523
5/6/20 Pelicans Facebook | Photo 165
nstagram | Photo 2,414
Photo (Story)| @ 0
Saints Video (Story) | @w_clapp @ochsnerhealth 0
@w_clapp @ochsnerhealth THANK YOU NURSES () 0 31,270
5}?,."20 Saints deo A special than u from [@drewb health re. 10,461 143 456
5/11/20 Pelicans Album The Pelicans donated 500 {@smoothieking smoothies to Ochs. 6,450 61,214
Saints director of primary ¢ 813
-
5/12/20 0
5/18/20 Saints
5/19/20 Saints
256,351 235,371

Grand Total 3,058,407




New Orleans Saints

In these stressful and difficult times, our #OchsnerHeroes are also receiving messages of
gratitude from Saints players and staff.

@ ochsnerhealth

@ ochsnerhealth New Orleans @saints

4 Head Coach Sean Payton spoke
during the 2020 NFL draft over the
weekend. He discussed his full
recovery from COVID-19, and
delivered an inspiring message to all
healthcare workers: "To all of our first
responders, healthcare providers and
essential workers, from the bottom of
our hearts, thank you. You are the
heroes who will get our country
through this."
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https://www.instagram.com/p/B_f7AyVFlkt/

New Orleans Saints

Performance for Your Post

Ochsner Health eee
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Will Clapp, New Orleans Saints center, former LSU Football player and
New Orleans native, offered his thanks in honor of National #NursesWeek.

He also shared a special shout out Io his wife, a nurse at Ochsner Baptist. 08 fenciine Commene & St 4 htt ps ://WWW. i n Sta g ram.co m/p/B_ N un |YF b kY/

"In honor of National Nurses Week, | just wanted to take some time and
thank all the nurses at our healthcare partner Ochsner Health, around the
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Part 3: The story isn't over

What did we learn about storytelling from COVID-197
What lessons can we apply to the future?




We will continue to write new chapters

National Nurses Week

J Neuroscience at Ochsner b
Neuroscience at Ochsner :
Published by Hootsuits May 10 at 205 AM - B Published by Hootsuite [7/ - 4 hrs - @
Today is Mother's Day, and it's also the middle of #HationalNurses\Week, Today's #OchsnerHero is RN Susan Mabile! Sally Roberts, director of
Today, we're honoring Thea Balbon, RN, a member of the neuroscience ICU. nursing, neuroscience progressive unit, said, "Susan is an awesome

1 am a mother fo three wonderful boys and a wife to a stroke survivor and
Meoyamoya varrior (Moyamoya is a rare condition in which the vessels that
supply blood to the brain are narowed). | enjoy hiking, gardening. cooking
plant-bazed mealz and waiching old Westems

nurse. She takes excellent care of her patients. She brings joy and a
wonderful sense of humort"

Thank you, Susan! To support nurses like her, visit

ochsner.org/suppontnurses.
“l feel fortunate 1o be part of the neuro ICU team at Ochsner bec. .. gisupp
See More
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We will continue to build relationships

Personal contact with supervisors who can feed us great Ochsner Heroes stories is key

We will make the most of having team members onsite at our locations throughout Louisiana
and Mississippi

We will think of ways to create new relationships with people who can suggest great stories




A storytelling challenge for you

Get out a pen and piece of paper. Write down three people who can suggest hero stories at
your hospital. If you don't know their names, write down job titles of people who would be

good to get to know.

How can you get to know these people better? Do they have your cell phone number? Direct
email address? Can you meet them for coffee? Have they met you in person?
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