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Housekeeping 
	  

Audio	  is	  available	  through	  your	  computer	  
speakers	  or	  through	  dial-‐in.	  All	  lines	  are	  
muted.	  	  
	  
You	  can	  submit	  quesAons/comments	  at	  
any	  Ame.	  We	  will	  address	  all	  quesAons	  
during	  the	  Q&A	  session	  at	  the	  end	  of	  
today’s	  presentaAon.	  	  
	  
Links	  to	  the	  slides	  and	  recording	  will	  be	  
made	  available	  and	  sent	  to	  all	  aHendees	  
via	  e-‐mail.	  	  
	  



About Us 
We	  work	  with	  naAonally-‐recognized	  InsAtuAons:	  
•  5	  “Honor	  Roll”	  insAtuAons	  
•  5	  out	  of	  the	  top	  10	  cancer	  programs	  
•  3	  out	  of	  the	  top	  4	  pediatric	  hospitals	  
•  3	  out	  of	  the	  top	  10	  cardiovascular	  programs	  
	  
NaAonal	  Benchmarking	  Studies:	  
•  PaAent	  experience	  management	  
•  MarkeAng	  pracAces	  
•  Physician	  relaAons	  programs	  
•  InternaAonal	  programs	  
	  
Ranked	  as	  one	  of	  top	  35	  Healthcare	  ConsulAng	  firms	  
by	  Modern	  Healthcare	  

Presented By 
 
Shannon Frazier 
Practice Lead, Digital Insights & Dashboards 
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Listen Closer 

#1 
Increase	  Physician	  Engagement	  

PaAent	  Concern	   Physician	  Concern	  

Establish	  Listening	  Posts	  at	  High	  Impact	  
Touchpoints	  Across	  the	  Experience	  

Awareness	   TransiAon	  
Of	  
Care	  

Refer	   Care	  Need	  



#2 
Increase	  Physician	  Engagement	  

User Experience 
Assessing	  Digital	  Touchpoints	  

Action 
Desired versus actual  

actions taken 

 
 
 

Acquisition 
How customers 

and leads find you 

Participation 
User generated content & 

social sharing 

 
 
 

Ability to encourage desired 
passive and active engagement 
with digital touchpoints. 

 
 

Ability to generate awareness, 
increase demand and drive leads 
and customers and prospects to 
website. 

Ability to facilitate leads and 
customer participation in content 
development and conversation. 

 
 
 

CONSIDERATION & CONVERSION 

 
 
 
 

BRAND BUILDING ADVOCACY 
 

 
 
 



#2 
Increase	  Physician	  Engagement	  

User Experience 
Assessing	  Digital	  Touchpoints	  

TOOLS	  
•  ObservaAon/Behavioral	  Analysis	  

•  Page	  Pathing	  
•  Digital	  AnalyAcs	  (views,	  bounces,	  

internal	  search	  terms)	  
•  AHenAon	  and	  Usability	  (heatmaps	  

and	  recorded	  sessions-‐one	  Ame	  or	  
on-‐going)	  

•  Website	  surveys	  

*	  Don’t	  forget	  a	  compeAtor	  review!	  
	  



We Heard You… 

#3 
Increase	  Physician	  Engagement	  

and	  we	  are	  doing	  something	  about	  it	  

Communicate	  how	  physician	  feedback	  is	  being	  
used	  to	  drive	  real	  change-‐	  no	  maHer	  how	  small.	  

Communicate	  
Benefits	  That	  
MaHer	  



User 
Generated 
Content 

#4 
Increase	  Physician	  Engagement	  

25%	  
US	  Doctors	  
use	  social	  media	  daily	  to	  
scan	  or	  explore	  medical	  

informaAon	  

	  

46%	  
US	  Doctors	  

contribute	  new	  
informaAon	  once	  a	  week	  	  

or	  more	  Johns	  Hopkins	  Medicine.	  "One	  in	  four	  physicians	  uses	  social	  media	  
daily."	  ScienceDaily.	  ScienceDaily,	  7	  December	  2012.	  

<www.sciencedaily.com/releases/2012/12/121207225028.htm>.	  



User 
Generated 
Content 

#4 
Increase	  Physician	  Engagement	  

25%	  
US	  Doctors	  
use	  social	  media	  daily	  to	  
scan	  or	  explore	  medical	  

informaAon	  

	  

46%	  
US	  Doctors	  

contribute	  new	  
informaAon	  once	  a	  week	  	  

or	  more	  Johns	  Hopkins	  Medicine.	  "One	  in	  four	  physicians	  uses	  social	  media	  
daily."	  ScienceDaily.	  ScienceDaily,	  7	  December	  2012.	  

<www.sciencedaily.com/releases/2012/12/121207225028.htm>.	  

According	  to	  a	  2012	  study,	  “Oncologists	  are	  
more	  likely	  to	  use	  social	  media	  to	  keep	  up	  with	  
innovaAon,	  while	  primary	  care	  physicians	  are	  
more	  likely	  to	  use	  social	  media	  to	  get	  in	  touch	  
with	  peers	  and	  learn	  from	  them,	  the	  survey	  
found.”	  



User 
Generated 
Content 

#4 
Increase	  Physician	  Engagement	  

NoLoveForTwiHer	  
	  
	  

“Only	  7%	  said	  they	  
use	  TwiHer.”	  

Johns	  Hopkins	  Medicine.	  "One	  in	  four	  physicians	  uses	  social	  media	  
daily."	  ScienceDaily.	  ScienceDaily,	  7	  December	  2012.	  

<www.sciencedaily.com/releases/2012/12/121207225028.htm>.	  

“More	  than	  half	  of	  
the	  respondents	  
said	  they	  use	  
physician-‐only	  
communiAes.”	  



Identifying 
Opportunities 

#5 
Enhance	  Strategic	  Planning	  

Market	  Size	   Market	  Share	  
PotenAal	  for	  growth:	  

Approximate	  market	  size	  using	  low-‐cost	  data	  providers	  
Approximate	  market	  share	  using	  top	  referrer	  by	  specialty	  
Segment	  [suppress]	  hospital-‐based	  physicians,	  hospital-‐employed,	  and	  pracAce-‐based	  
Segment	  by	  Current,	  Lapsed,	  Never	  Referred	  
Segment	  by	  referral	  volume	  and	  approximate	  share	  of	  referrals	  

	  
Other	  ConsideraAons:	  

PCPs	  referral	  paHerns	  and	  intercepts	  
Distance:	  Brand	  Equity	  versus	  personal	  relaAonships	  
Impact	  of	  access	  on	  referral	  paHerns	  

You	  can	  also	  use	  self-‐reported	  referral	  volume	  
data	  from	  a	  market	  survey	  to	  approximate	  
market	  size	  and	  market	  share.	  



Physician 
Profiles 

#6 
Enhance	  Strategic	  Planning	  

FuncAonal	  Needs	  
	  
	  
EmoAonal	  Needs	  
	  
	  
Interests	  
	  
	  
CommunicaAon	  Preferences	  

Not	  Digital?	  
Not	  Listening…	  

Meaningful	  
Visits	  
	  

Relevant	  
CommunicaAons	  



Physician 
Profiles 

Meaningful	  
Visits	  
	  

Relevant	  
CommunicaAons	  

#6 
Enhance	  Strategic	  Planning	  

Not	  Digital?	  
Not	  Listening…	  

Profiles	   CRM 

CommunicaAon	  
Preferences	  

InteracAon	  
Frequency	  

Custom	  
Content	  

Email	  
MarkeAng	  

Increase	  effecTveness	  
of	  outreach	  acTviTes	  

Curated	  Experience	  



Prioritize vs. Nurture 

#7 
Enhance	  Strategic	  Planning	  

Let	  Digital	  Do	  the	  Work	  For	  You	  

Marke-ng	  Automa-on	  

AutomaAcally	  schedule	  field	  visits	  
Send	  thank	  you	  and	  follow	  up	  emails	  
Generate	  lapsed/at-‐risk	  noAficaAons	  

Workflow	  Rules	  

Physician	  
Profiles	  Your	  CRM	  

Brand	  Building	  



#8 
Demonstrate	  Program	  Effec-veness	  

Picklists & Checkboxes! 
Standardize	  Data	  For	  Ease	  of	  ReporAng	  	  

Use	  standard	  opAons	  for	  tracking:	  
•  Issues	  
•  Issue	  ResoluAon	  
•  Visit	  ObjecAve	  
•  Visit	  Outcome	  
•  Service	  Line	  Promoted	  
•  Material	  Distributed	  
•  Follow	  up	  Requested	  

Documen-ng	  
Outreach	  
Ac-vi-es	  

Capturing	  
Feedback	  



•  Tracking	  codes	  
•  Vanity	  URL	  
•  Vanity	  	  Numbers	  
•  Referring	  Physician	  App	  
•  Referral	  Coordinator	  App	  
•  Calls	  to	  acAon	  
•  Print	  Material	  

#9 
Demonstrate	  Program	  Effec-veness	  

Digital Marketing Tools 
Tools	  to	  Track	  Leads	  and	  Conversions	  

Print	  materials	  with	  unique	  
codes	  for	  physicians	  to	  
track	  pa-ent	  leads.	  

FreeParking	  
	  
	  



#10 
Demonstrate	  Program	  Effec-veness	  

Socialize Insights 
Visually	  Rich	  Reports	  &	  Dashboards	  

Marry	  Your	  Data!	  

•  Referrals	  AND	  Leads	  
•  Quality	  of	  RelaAonship	  
•  Issue	  ResoluAon	  
•  New	  Referrers	  
•  Recovered-‐	  Lapsed	  
	  



Quick Start 
Geong	  Started	  Today	  

•  Make	  sure	  you	  know	  where	  your	  listening	  
posts	  are	  and	  what	  quesAons	  you	  are	  asking	  
at	  each	  post	  

•  Segment,	  Segment,	  Segment	  

•  Treat	  your	  digital	  touchpoints	  for	  physicians	  
like	  you	  do	  for	  your	  customers/paAents	  

•  Maximize	  CRM	  and	  Email	  MarkeAng	  tools	  
(ask	  us	  for	  our	  digital	  tool	  checklist)	  

•  Tell	  a	  compelling	  story	  with	  your	  data	  by	  
overlaying	  data	  sources	  and	  by	  using	  rich	  
visual	  graphics	  

	  



Questions? 

“!e experience begins and ends 
outside the institutional walls.   
!is is where expectations are set 
and advocacy (word of mouth) 
often takes place.” 
 
- Gelb Consulting Group 

Presented By 
Shannon Frazier 
sfrazier@endeavormgmt.com 
Practice Lead, Digital Insights & Dashboards 



We create leaders.  
	  
Headquartered	  in	  Houston,	  Texas,	  we	  deploy	  industry	  
experts	  and	  world-‐class	  processes	  globally	  to	  help	  our	  
clients	  establish	  a	  leadership	  posiAon.	  	  
	  
Through	  our	  Gelb	  ConsulAng	  business	  unit,	  we	  focus	  on	  
supporAng	  the	  transformaAonal	  iniAaAves	  of	  academic	  
medical	  centers	  and	  healthcare	  systems.	  	  	  
	  
With	  a	  50	  year	  heritage,	  we	  organize	  teams	  to	  design	  
and	  implement	  successful	  strategies	  in	  high	  risk	  
environments.	  	  	  	  

Visit	  Us:	  
www.endeavormgmt.com/healthcare/	  	  

Contact	  Us:	  800-‐846-‐4051	  
 

GELB	  CONSULTING	  
AN	  ENDEAVOR	  MANAGEMENT	  COMPANY	  

ABOUT 


