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Starting a revolution
Key takeaways
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Pamela Riddell is the Administrator of Strategic Communications for 
Lehigh Valley Health Network in Allentown, Pa. Pamela has oversight for 
internal/external communications, LVHN’s websites and creative 
services across Marketing and Public Affairs.

During her 26-year tenure, Pamela has helped LVHN re-invent its brand, 
lead marketing into the digital age and implement a robust internal 
communications and engagement strategy for its 20,000 colleagues. 

Pamela provides strategic counsel to senior leadership and supports 
transparency and engagement as we navigate monumental change in 
health care. She has presented more than a dozen times to national 
audiences on strategic communication and digital strategy and has been 
recognized as Woman of Influence in her community for her commitment 
to mentoring and growing other leaders.

Pamela Riddell, MBA 



Kirstin Reed is Manager of Internal Communications and Engagement at 
Lehigh Valley Health Network (LVHN), a 13-hospital system in eastern 
Pennsylvania, where she is responsible for driving an internal communication 
strategy that engages the health network’s 20,000 employees.

Telling great stories is key to cultivating brand ambassadors for Kirstin and her 
team, who have been honored nationally by both PR Daily as 2020’s Content 
Team of the Year and by PR News for Crisis Communications for their 
response to the COVID-19 pandemic. 

A graduate of Penn State University’s Master of Health Administration program, 
Kirstin completed an Administrative Residency at Penn State Health Milton S. 
Hershey Medical Center and an Administrative Fellowship at LVHN.

Kirstin Reed, MHA 



Learning Objectives

1. Participants will be able to drive employee engagement through 
an ambassador program.

2. Participants will be able to improve retention by revolutionizing the way 
they communicate with and inspire employees.

3. Participants will be able to leverage social media to create brand 
ambassadors by focusing on building connection, community and culture.



From the first hospital…

…and the first patient in 1899…

…to the first graduates of the 
Allentown School of Nursing 
in 1901…
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80+ Testing and Imaging Locations
37 Community Clinics/Health Centers
20 ExpressCARE Locations
300+ Physician Practices

2,400+ Physicians and APCs
3,760+ Registered Nurses
336 Residents and Fellows
1,874+ Volunteers

Partners in Care
3.6 MM LVPG visits
285,000 ED Visits
9.7MM Lab Tests
6,800 Births

LVHN by the Numbers

Convenient Access to Excellence

20K+
#LVHNPROUD 
COLLEAGUES

Region’s Health 
Care Leader

LVPG
HNL
LVHN hospitals
Future hospitals



One Network, 
Many Subcultures
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Engaging Colleague Ambassadors



Role of a Colleague Ambassador

Ambassadors represent all roles 
network-wide. They:
 Evangelize the LVHN brand within 

the network and community.
 Spread the word about news, 

achievements and services.
 Motivate, inspire and recruit other 

Colleague Ambassadors.



Engage, Thank and Inspire



#LVHNPROUD



What It Means to Wear the Badge



What It Means to Wear the Badge

Presenter Notes
Presentation Notes
https://youtu.be/1PDoIDYaim0

View
https://vimeo.com/856477223/5c90db544c?share=copy
 
Download
https://player.vimeo.com/progressive_redirect/download/856477223/rendition/1080p/n05606_what_it_means_to_wear_the_badge_this_is_an_mp4%20%281080p%29.mp4?loc=external&signature=b115f97c84b3664691ce57d2c2ac67b31d0a23b16713148df51081d6200b7f2f
 




Starting a Movement



Unprecedented Challenges
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View
https://vimeo.com/manage/videos/531486167/a0573cf51e
 
Download 
https://player.vimeo.com/progressive_redirect/download/531486167/rendition/source/n15294_first_100_days_of_covid-pr_video%20%28Original%29.mp4?loc=external&signature=a162a8e6cb86fedae40214e47012556cf7c36394e46b6ca6e8779ff06afbe47d





Strategic Communications Team



Cultivating a Strong Workforce



66.1% of colleagues told us 
what’s working – and what’s not.

Our Strengths
 Colleagues love what they do.
 Colleagues love their team members.
 Colleagues recommend LVHN as a great place to work.

Our Opportunities
 Address emotional health needs.
 See leaders and know they are listening.



REVOLUTIONIZED INTERNAL COMMUNICATIONS



LVHN Insider is an app, website and email engine that gives 
colleagues access to LVHN news and information wherever 
they are and whenever they want it.
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Authentic Leaders are Ever-present 
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Pop-Up Nurse Appreciation Event



The Colleague Conversation



#LVHNProud Friendship Selfies





Colleague Ambassadors 2.0



#PatientAccessWeek



#CertifiedNursesDay



Loyal consumers follow 
brands they use or love on 
social media. We have an 
opportunity to continually 
tell our story, engage them 
and inspire them to share 
our content. 

Social Media 
and Consumer 
Loyalty
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Give a man a fish, and you feed him for a day. 
Teach a man to fish, 

and you feed him for a lifetime.

– A U T H O R  U N K N O W N



This tool allows us to 
curate weekly newsletters 
with content relevant to 
specific service lines
or general share-worthy 
content.

Newsletter Social Post

Employee Advocacy Tool from Sprout



Advocacy tool makes it easy for LVHN Ambassadors 
to share curated posts from a weekly email.



Cross-Network Performance YoY
Facebook, Instagram, LinkedIn and Twitter

1,798,547 engagements 101%

36,734,810 impressions 24%

4.9% engagement rate 62%

172,418 followers 4%

347,133 post link clicks 53%



Colleagues will spread the word 
about these new accounts and 
our new hashtag #LVHNKids, 
much like they did when we 
launched #LVHNProud.

#LVHNKids Promotion With Colleague Ambassadors



Three Key Take-Aways
1. Celebrate and cultivate unique culture
2. Start a movement
3. Build community and elevate the colleague voice



Questions?
Please be sure to complete the session evaluation!
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