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Objectives:

(1)Describe how micromoments impact the
consumer experience and how to reduce the
friction and pain in the healthcare journey

(2)ldentify the five brass rings of digital excellence
and how digital can enhance the overall
experience

(3)Define the importance of the digital front door as
the first experience
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The crew for our journey

Kelly Kavanaugh, MBA
Chief Strategy Officer
Dayton Children’s

Grace Jones, MA
Consumer Branding Director
Dayton Children’s
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Digital journey

0%

consumers are
influenced by their

digital journey.

Their expectations
for a successful
experience is
typically not shaped
by healthcare
competitors, it is
shaped by the likes
of Apple, Google,
Amazon and others
as standard-bearers
of a frictionless
digital journey.
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Net consumer sentiment

+78%
o +24% +10%

AMAZON UBER APPLE

-21%
-47%
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Hospital consumer experience
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Why Amazon wins

“l would define Amazon

by our big ideas, which

f ~ are customer centric —
- putting the customer at
Why Amazon Ranks Number Wi o the center of everything

One in Customer Experience we co = [and|

Invention.
THE FORESEE BLOG | DECEMBER 16, 2013 | COMMENTS | « S ( )

® “The company that provides the best relationship with the | Jeff Bezos

customer will win — not through product, but through the best

= Amazon
\ Founder and CEO

experience.” - Tesco chairman Sir Richard Broadbent

K -
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Amazon consumer experience

positive
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The best customer service

We're no longer
competing with the
best experience in
our respective
categories.

We are competing
with the best
experience a
consumer has ever
had.
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5 brass rings of digital excellence

FRICTIONLESS
DISCOVERABILITY SEAMLESS INFORMED ON-DEMAND FRIENDLY

VALIDATION INTUITIVE GUIDEDCARE ANTICIPATORY PERSONALIZED
HELPFULNESS
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Consumer-centricity at the core of strategy

patient 0 digital
experience strategy
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“Healthcare will be less frustrating when the power shifts from
sellers to buyers, and when the patients are more in charge.”

“...The essence of the new era of medicine...
Is powered by digitization, with the smartphone as the hub...
the common thread is the power of information
and individualization.”

From “The Patient Will See YouNow”
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The healthcare journey

MILLENNIAL MOM
DEMOGRAPHICS

Age range 18-34 (1985-2004)
HHI:

$75K—=> $125K
$$5$5$5$3$$S

$ = $26K

MILLENNIAL
MOMS

s s e s e s s s as s s e

sssssansssssssssa sesssssssaas D I

She spends an average of 8 hours per day
consuming content across media with the
majority coming from her smartphone and TV.

Q.7

HOURS

2l

HOURS

afr PC.

sessssas

WHERE DOES SHE HANG
OUT ONLINE?

AT 2] e I—
- IHOURS IHOURS —
Me—
= DE0EED
JO'ZS »— g&% 86% 58% A46% 30%

28%

sssss s

THE CHO (Chief Health Officer)

When it comes to health and wellness, Jessica sees herself as
the family’'s Chief Health Officer. She does a lot of research
before she chooses her healthcare providers, but once they
have gained her trust, she typically follows the doctor’s
orders. Convenience is important to her, so if one of the kids
has an ear infection or a sore throat she opts for a quick visit
to the quick care center at the local pharmacy rather than
waiting to see the pediatrician. She has also used Doctor On
Demand for symptoms that appear suddenly at 3am.

D T T T T T T P Y

MOBILE NEEDS TO BE CENTRAL
TO A BRAND’S STRATEGY

52% more likely to pay attention
to digital ads than GenX

) 77%

76% of moms notice ads with
family images

more likely to skip TV ads
than GenXx

13%

They're more likely to own
a smartphone than a laptop

nrc

HEALTH

ssssassas

72% of millennial moms have
submitted product reviews
without being asked to do so!

72%

50% of millennial moms
frequently recommend
products or services to
their friends.

o0

S s 4 s sa s e e mssassaussassa st s At s A Essas s s s

PROBABLE HIGH USAGE

Pediatrics | Primary Care | ER

sesssa

POSSIBLE LOW-MEDIUM USAGE
Obstetrics + Gynecology | Children’s Hospital

SERVICE INFLUENCER

Parents’ Health | Husbands’ Health
Friends’ Health
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Health care digital journey

Medical Info Slte

Google Search 7%

82%
Friends /.

Hospital Physician Website el 68%
Online Article ——“’@
Google Images

-

Health Insurance Website 44%
Nurse Hotline @

g /

Review Site

I
HEALTH PROBLEM/
NEED STAGE

I
LEARN ABOUT
HEALTHCARE PROVIDERS

RESEARCH
TREATMENT
RECOMMENDATION

nrc

HEALTH

VALIDATE
HEALTHCARLI
PROVIDER
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Consumer journey: 80 micromoments

ASK CHILD
QUESTIONS

NURSE
HOTLINE

MORE INTENSE —

FAMILY +
FRIENDS

GOOGLE
SEARCH THE
SYMPTOM

SISTER/
FAMILY

PEDIATRICIAN
WEBSITE

ACCESS
MURSE VIA
INSURANCE

LESS INTENSE

DOCTOR
OM CALL

S

WEBMD/
WHAT TO
EXPECT APP
MURSE
CALL
CALL
PEDIATRICIAN
OFFICE

VISIT

FACEBOOK

CONSULT

SURGEON/
SPECIALIST

INSURAMCE

INGUIRY
CONSULT

INSURANCE

PAST
EXPERIENCE

[clolalc]H
EXPLORE
IMAGES TREATMENT

OPTIONS

\ |

LOOK AT
REVIEWS/
RATINGS

SCHEDULE
APPT.

SPECIALTY
REVIEWS
CaLL/
TEXT

CONTACT CONSULT

FRIEND PEDIATRICIAN FACEBOOK

LOOK FOR
TREATMENT
OPTIONS

CONSULT

PEDIATRICIAN CHECK ON

DEDUCTIBLE
OUT-OF-
POCKET
RESEARCH
DOCTOR
ONLINE

SEEK
HOLISTIC
OPTIONS

ASK
FRIEND

MOM ASK PEER
SUPPORT

GROUP

CHECK
PROVIDER

GROUP SPECIALTIES

CALL FOR
APPT.

VISIT
HOSPITAL
WEBSITE

RECO.
INSURANCE
COVERAGE

GOOGLE
MAPS
LOCATION

HOSPITAL
SIGMAGE +
PRE- DIRECTIONS

REGISTER

REVIEW
WELCOME

GOOGLE PACKET

LOCATION

HEALTH
GRADES

MAIL
COMFIRM-
ATION

nrc

HEALTH

PEDIATRICIAN
REFERRAL

INSURAMNCE
PROVIDER

VITALS
CHECK

SIGN IN

DISCHARGE START FROM
PAPERWORK SCRATCH |
FORNEW |

SPECIALTY / WAITTOBE
[  CALLED IN

gl COMMUNICATE
TAKEN TO WITH DOCTOR
EXAM ROOM WAIT

FOR
RESULTS

PAPERWORK
(3-4 PG5.)
REPEATED

PEDIATRICIAN

REFERRAL
WAIT FOR

PRESCRIPTION

MURSE CALL
FOLLOW-UP

PAYMENTS
THROUGH
PORTAL
TAKE NOTES
ROLLING

RESULTS IN
CART TAKE

MYCHART
PAYMENTS | RECEIVE

ILL INTHE
MAIL
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The red circles denoted the most significant pain points consumers experience during their healthcare journey.
 
The blue circles reflect most significant micro moments additionally cited (although not necessarily pain points) across nearly all the focus group participants, whether in Dayton or Columbus, or among Dayton Children’s clients or non-clients



Pain points

Waiting Inefficient/repetitive Navigating Proactive updating Cost
administrative the system and communication transparency
requests

Nrc £ dayton children’s

HEALTH



Presenter
Presentation Notes
Grace




Presenter
Presentation Notes
Grace


Expectations

87% of healthcare consumers
consult search engines at their
time of need — Google is the
answer to every question.

81% visit websites
from their mobile
phones.

Digitally-based
convenience is expected
by millennials

89% of millennials | | 43% of millennials choose
texting as their preference,
higher than any other form
of direct communication.

are active smartphone users.

67% of those polled read \ gy

review and ratings from Ny SR~ Over 50% of

consumers like you. s A consumers no longer
have home phones.

nrc 3}:& dayton children’s
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their journey doesn’t start inside the hospital

H.irir 5t

s & |« | Website Directions save
£ = L
g 5.0 % %%k K& 8 Google reviews
’ Orthopedic surgeon in Dayton, Chio
s Address: 1 Childrens Plaza, Dayton, OH 45404
Dﬂ}l't on Ctl”dre,n SI Hours: Open - Closes 5AM Wed -
ospita Phone: (937) 641-3000
e —
\%ﬁ‘x e = Edit your business information
. ; & Add missing information
Dayton Children's Hospital dd appoitrment ik
Website Directions Save Know this place? Answer quick questions
4.0 % ¥k %+ 258 Google reviews .
g H Questions & answers ;
Hospital in Dayton, Ohig . . See all questions (1) Ask a question
Dayton Children's South Campus X
I Website Directions Save ) Send to your phone send
3.5 %k - 57 Google reviews

Emergency care service in Springbore, Ohio

Dayton Children's Kids Express X

Website Directions Save

5.0 %% %k k 34 Google reviews
Walk-in clinic in Springboro, Ohio

Michael C. Albert, MD X

Review summary

Write a review

5.0

L8 8. 0.8 1
8 reviews

= R Ly s on

nrc 3“:& dayton children’s
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Ratings and reviews

find a doctor

filter by

all doctors

search by name

search by doctor's name Q
or search by speciality

choose speciality Q

ratings and reviews

L. 8 & L. 8.8 & L. 8 0 & LS. 6 &/

Julie Stucke, PhD Christine Abbuhl, PhD. Michael C. Albert, MD Susan Almazan, MD
psychology psychology division chief program director % Y% % % Y% Dayton Survey 12/07/18
orthopaedics endocrinology / Caring and patient provider. | have confidence in his knowledge.
E diabetes
Best Doctors:
% % Y Y Dayton Survey /13418
view full bio > view full bio > view full bio > view full bio > Provided a complete and easy to understand information.

% % % % % Dayton Survey 10/29/18

| loved that we got in early for the appointment! Didn't wait long at all once
back in an exam room, Doc was friendly and engaging, and had a clear plan
and explanation for what was going on.

Michael C. Albert | Spinal Surgeon | Dayten Children's Hospital

hitps-/fwww.c hildrensdayton.org/doctors/michael-albert v Y % % %Y
Yo de ) Rating: 4.7 - 438 votes

Michael Albert is chief, division of pediatric orthopaedics at Dayton Children's Hospital. Dr. Albeit was

Y % % % Y Dayton Survey 10/19/18
born and raised in Canton, Ohio. He attended Miami ...

Dr Albert is the best!l!

Best Doctors

Dr. Michael Albert, MD - Book an Appointment - Dayton, OH
https:/iwww.healthgrades.com/physician/dr-michael-albert-24kns

Yk Rating: 4.2 - 10 reviews

Dr. Michael Albert, MD is an orthopedic surgery specialist in Dayton, OH and has been practicing for
36 years. He specializes in orthopedic surgery and spinal ...

Dr. Michael Albert, Crthopedic Surgeon in Dayton, OH | US News ...
https://health.usnews.com » Health » Doctors «

Dr. Michael Albert is an orthopedic surgeon in Dayton, Chio and is affiliated with multiple hospitals in
the area, including Dayton Children's Hospital and Miami ...
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https://www.youtube.com/watch?v=mF0SELFnK8M&t=2s
https://www.youtube.com/watch?v=mF0SELFnK8M&t=2s

Facebook LIVE gives access to our experts

Dayton Children's Vv SeeFirst M =*
Hospital was live.
about 7 months ago - @

Ever wonder how allergy tests work? YWe're doing one LIWE on
Facebook and talking to allergist and immunologist, Dr. Morns, about
what allergies require allergy testing! Tune in and let us know your
guestions!

e Ashlee Knife - 20:47 | have an 8 month old |
am breastfeeding. | have really bad seasonal
allergies along with animal allergies. When
should | get him tested? When | stop taking my
over- the-counter allergy medicine, he gets the
watery eyes, sneezing, congestion, everything
just like me (when my allergies are a mess).
Any precautions | should take with exposing him
to animals such as letting him crawl on the
floors, etc.?

Like - Reply - Message - 28w

;:g Dayton Children's Hospital 0:02 Dr.
Morris' answer - Infants typically do not
develop nasal allergies. Usually, indoor

allergies (cat, dog, dust mite) develop

first. Outdoor allergens may take longer

(think age 3). Generally we do not

nrc %‘@ dayton children’s
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Reducing pain of wait

patients & visitors | health care professionals

%:& dayton children’s

healthcare options

wait times

Dayton Children's emergency, urgent care and express care centers are the
only centers in the Dayton region solely focused on the care and treatment of

kids.

L]

urgent care

treatment for illnesses and injuries that

emergency

treatment for a wide variety of serious
and life-threatening conditions need immediate attention

view wait times view wait times

Q ©

|  community
search

o’
Kids Express

treatment for very minor conditions

view wait times

nrc

HEALTH

O

locations contact
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Digital engagement

HEALTHYROSTEIR

ON-DEMAND ATHLETIC TRAINING

|'|Q Healthy Roster Introduction
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Thank you
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Caring out this mission, we are blessed to have highly engaged physicians and employees.  
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