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About NorthShore

NorthShore University HealthSystem (NorthShore),
headquartered in Evanston, lllinois, Is a
comprehensive, fully -integrated healthcare delivery
system that serves the greater north shore and
northern lllinois communities.

Details
A Four hospitals
A 75 (and growing) medical office facilities
A 800 physicians
A Affiliated with University of Chicago
A Fully -integrated Electronic Medical Record (EMR) system
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The Partnership

2003

2004

2005

2006

2007

2008

2009

2010

\

A NorthShore engaged in first Search Engine Marketing campaign on Yahoo!

A NorthShore reached first traffic benchmark.

A NorthShore provided key input for online campaign growth areas such as Heart,
Ortho, Cancer and Gil.

A NorthShore began strategic search engine marketing campaign for growth areas |

on Google.

ANort hShore | aunched o0Doctor Namebod
A Marcel Media recommended advanced SEO/SMM/Web 2.0 strategies.

A Marcel Media launched first NorthShore live chat.

A NorthShoreConnect, online gateway to NorthShore medical care, reaches
100,000 users.

J

A NorthShore redesigned website and is building a foundation for condition - based

search and navigation.

/
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Pain points for NorthShore
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Questions from C -Suite

A What kind of results can be expected from web
marketing?

A How is the online space valuable in terms of what we
are trying to achieve?

A What are the most important metrics?
A Where do we start?
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Current Situation

Goals
A Honing in on medical specialties

A Promoting and demonstrating the value of
NorthShore Connect

A Generating increased web traffic

A Utilize social outlets to generate brand awareness
and position NS as a resource

A Web redesign in early 2010 based on user
behavior and research data

A Increase organic results through optimized page
titles and URLSs
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Online Marketing Solutions

Search Engine Optimization (SEO)

A Generating traffic through natural placement on

search engines

Social Media Marketing (SMM)

A Establishing discussion/interaction between
NorthShore and users

Web 2.0
A Facilitating interaction with the latest web

Paid Search

apps

kA Garnering traffic through highly targeted, paid ads

5
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Data-Driven Strategy

Google
Analytics

Data
Analysis
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Key Performance Indicators (KPIs)

Pages per Visit
A Average number of pages viewed during a site visit
O (repeat single pageviews included)
Average Time on Site

A Average duration of a site visit
Percentage of New Visits

A Percentage of new site visitors within a specific
date range

Bounce Rate

A Percentage of single -page visits (user leaves site
from entrance page without interaction)







Google Analytics: The Coloring Box

Google Analytics is a free, cookie -based, page-tagging
web analytics solution.

A Colorful

A Clean reports (over
30,000)

A Clear labels

A Fully customizable

A Easy campaign
creation

A Advanced capabilities
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Customer Experience Analytics (CEA)

Visitor browsing sessions

A Heatmaps show where visitors click, look, and
scroll

A Link Analytics show interactions, hovers, and
hesitation time

A Form Analytics reveals
problem fields in online
forms that cause visitors
to leave
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Online User Focus Groups

Web-based focus groups allow users to perform an
action based on a scenario they are given. While users

are interacting with the site, their voices and computer
screens are recorded.
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Google Keyword Tool

Provides keyword theme ideas and search volumes

008 € Search-based keyword tool

Word or phrase In keyword and page title v
northshore org radiology, chicago radiology More fiters | Find keywords Or browse all keywords

Al categories
Apparel (20) Q Sign in with your AdWords login information to see a full ist of keyword ideas customized to your website (typically excluding those already in your
- (16) account). Some of these keywords may or may not be active for this website.

Consumer Electronics (14)
Finance (12) Bport ~

" eper ey seschess  Compeson  sugg 50

Health Care Senvices (29) Keywords related to northshore.org (0)

Health Conditions & Concems (13) Mo keyword ideas for northshore.org matching the search criteria and category. Click here to reset your search criteria
w&;:Le’”?1‘377’ Advertising this site? Sign in 1o see the full st of new keyword ideas that arent already in your AdWords account 3
Tm;&m“::n‘%;) Keywords related to your search words and phrases (43)

1 radiology equipment & 280
Help T penh radiclogy Q 100
Leaming the basics radiology transcriptionist q 8
Fikering and saving keywords [l used radiology equpment & 82
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Google Insights for Search

Provides trending forecasts for keyword searches.
Compare various date ranges geographic distributions.

008 e Insights for Search Help | Sign in | ] Download as CSV | English (US)

Compare by Search terms Filter
@® Searchterms Tip: Use the minus sign to exclude terms. (wimbledon -tennis)
© Locations L] {mdiology hospital — 5 1. Pennsyhvamia
Time Ranges + Add search term - 2. Connecticut
3. Maryland
4. Massachusetts

5. District of Colymbia
eb Search Interest: radiology hospital 6. New York

nited States, 2009 7. Ohio
All Cateqgories > Health 8. New Jersey
[Subcategories: Medical Facilities & Services (25-50%) , more 9. Michigan

10. Minnesota Search volume Index

Interest over time o AEEEE

Interest level  Growth relative to the Heaith category & View change over time @
Search terms
Top searches @ Rising searches
1. radiology jobs —_— 1. radiology technician salary
2. ynwersity hospital radiology ———— 2. radiology technician schools
3. radiology tech S —— 3. rdiology technician jobs
4. radiology technician 4. radiology tech salary
5. radiology schools §. radiology degree
6. radiology associates 6. abington hospital radiology
7. radiology programs 7. tadiology tech jobs
8. flonda hospital radiology
9. inf ntional radi




NorthShore Data & Results




NorthShore.org: Pre Re -design

+N0rthShore Home | Academics | Physicians | Employees | Careers
University HealthSystem @uickSearch‘ (Go)

Clinical Services Health Resources Community & Events Research Medical Group About Us Locations

Find a Doctor Patient Portal
Last Haia L Dr. iy +NorthShoreConnect

* View Your Test Results
e Secure Message Your Physicians

Clinical Service - * Review Your Medical Record
[ Please Select e Schedule Appointments

Advanced Search . Sign In
New Users:

Request Your Access Code

QuickLinks

-

Register for Classes & Events

Pay Your Bill Our Hospifclls

i i i ; = " . ) A i
Obtain Financial Assistance IS Get Back Pain Relief at NorthShore's Pain Evanston Hospital

ibuti K ‘ 2650 Ridge Ave
Make a Contribution e Management Center il PR

Send a Gift to a Patient 847.570.2000

Email a Patient

S g Glenbrook Hospital
Find a Job Heart Month Online Chats

2100 Pfingsten Rd
Glenview IL 60026
847.657.5800

Flu Information VNS Therapy Gives Hope to Epileps’ Highland Park Hospital
| Patients 777 Park Avenue West
Latest H1N1 and Highland Park IL 60035

seasonal flu facts 847.432.8000
and information.

Benefit Concert for NorthShore’s Integrative Skokie Hospital
AR s S e e S600 Gross Point Rd

Home | Contact Us | Site Map | Policies & Procedures | Careers © 2010 NorthShore University HeaithSystem. All rights reserved.
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Shifts in Analytics: Driving Re -Design

Billing
3%
Calendar/Clas
es/Events
3%
Health
Encyclopedia

Percentage of Pageviews

All other pages Find a Doc
17% 26%

- Home Page
Clinical 16%

Services :
12% Locations

13%
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NorthShore.org: Post Re
$NorthShore -

University HealthSystem

Find a Doctor Find a Location View Services Pay Your Bill NorthShoreConnect

exceptional healthcare experience that
stands above all others.
Llearn more »

NorthShore Video NorthShore News Classes & Events Charitable Giving

Blackhawks fever hits NorthShore Earns 123 National Maternity & Parenting » Learn how you can help
NorthShore » = Excelience in Healthcare NorthEhore provide the
Awards » Support Groups » — highest level of care »

Diagnosis/Drug Gives Exercise/Fitness Clinics » 5 ™~ Make a contribution »
Woman Back Her Life »

Teaching Affiate of g :C"g'&x_g:fé | Gus | C‘ Official Healthcars Partner

Quick Links Hospitals

Medical Group Careers Health Resources Evanston Hospital | 847.570.2000 Highland Park Hospital | 847.432.8000
Foundation Employees Classes & Events 2650 Ridge Avenue, Evanston IL 60201 777 Park Avenue West, Highland Park IL 60035
Research Institute Physicians Gift Shop

Nursing Academics Email a Patient Glenbrook Hospital | 847.657.5300 Skokie Hospital | 847.677.9600
Organizational Profile Financial Assistance Contact Us 2100 Pfingsten Road, Glenview IL 60026 9600 Gross Point Road, Skokie IL 60076

More » More »

Policies & Procedures
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CE Analytics: Post Re-design

NorthShore

ersity HealthSystem

March 1, 2010 dMay 31, 2010

Evanston Hospital | 847 5702000
8% Avenue, tvanson IL oUY

it
Glenbirook Hospital | 947 857 5800 |

18N Noag, (Menview IL T

N




Traffic: Post Re -design

Dashboard March 1,2010 6October 31, 2010

a7t Visits ~ | =@= March 1, 2010 - October 31, 2010 —#= KMarch 1, 2009 - October 31, 2009

300,000

e — - me————————

150,000

5»151:1 - hdar 31 May 1 - May 31

1,484,717 Visits
Previous: 1,310,528 {+13.29%)

5,307,042 Pageviews
Previous: 5,189,865 (+2.26%)

3.57 Pages/Visit
Previous: 3.96 (-9.74%)

Jul 1 - Jul 31

49.16% Bounce Rate
Previous: 45.33% (+3.44%)

00:02:27 Avg. Time on Site
Previous: 00:02:42 {-9.30%)

51.08% % New Visits
Previous:; 54.56% (-6.37%)




Using Video to Tell the Story

More focus on videos to let patients and physicians tell
the story.

A 125 videos 824,000 views
A High level of engagement

You're at the center of your healthcare network.
imagine haalthcare that pariners with you. NorthShoreConnect, our electronic medical records syste, put



http://www.northshore.org/
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Top Referring Sites

Site Usage Views:

Visits 7 Pages/Visit 7 Avg. Time on Site 7 % MNew Visits 7 Bounce Rate
161,886 3.61 00:02:34 52.35% 43.66%

% of Site Total: 10.90% Site Avg: 3.57 (1.11%) Site Avg: 00:02:27 (4.79%) Site Avg: 51.08% (2.48%) Site Avg: 49.16% (-11.19%)

‘ ‘ - Pages/Visit Avg. Time on Site Bounce Rate

pulze 58,384 . 00:02:50 30.59%

12 healthgrades.com 12,603 ! 000241 43.64%
blackhawks.nhl.com 8, 07a . 00:00:25 &88.97%
cinn.org 7,572 : 00:03:27 48.03%
2 rnsme.org 4,406 ) 00:03:25 23.51%
facebook.com : 00:02:12 46.61%
webmd.com : 00:01:58 565.04%
2 americancraftexpe.org L 00:02:09 53.39%
yellowpages.com . 00:03:14 29.40%

2 ds.serving-sys.com / 00:00:41
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Facebook Traffic

1 - NorthShore University HealthSystem

Medium Source Detail: June 1,2009 dOctober 31,

referral | facebook_.com

»0 Visits «

800
300 f‘/\__/-
.h-hw'__./vSEp 1-Sep 30
-

g\dar 1 - Mar 31

This medium source sent 3,957 visits

Site Usage

_,—J\"\._v—- 3,957 Visits e 277 F’agesNisit

e 00:01:59 2vg. Time on Site oA A41.34% % New Visits

b dnran s 52.44% Bounce Rate
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Facebook Interactions

Karin Blumberg-Ellgass This is why we drive in from Wisconsin | Qur
doctors Rock!
Movember & at 3:08pm

MorthShore University HealthSystem Hey Karind Thanks for
the kind words!

Wednesday at 10:35am + Flag

John T Nance 1r Simply the best hospital on earth! My mom had successful
Zmm brain surgery there at age 72 in '84 and I just in August had laproscopic gall
- bladder surgery there in August. T he thing is I naw live in Country Club Hills,
Illinois over 45 miles away and would not even think about going anywhere
else, My standing orders are...stableize me and get me to Evanston Morthshore
even if I have to take a cab! Dr. Ervin "Woody™ Denham, you are the bomb!
Anna Lewis you are the best!
Yestenday 2t 1:56am
NorthShore University HealthSystem John, thanks 5o much for NorthShore University HealthSystem Report: Alzheimer's disez
the kind words! I've had the pleasure of working with Dr, Denham an causes global ﬁnan::ial burden http: ,Huw ly/2HyRf
a few projects, You are absohmahy right, he & awesomsat
21 howrs ago + Flag

& Barbara Goldstein Forman likes this.,
H John T Mance Jr I am involved very deephy in entertainment and
q:eualevaﬂshlymmmycmgeaﬂyamnq:malevaﬁ Barbara Goldstein Forman Heslth costs are 2 financizl burdan
awaenaspmgam and fundraising, How can we make it happean lets not take one dissase and put it sbove others what makes that
from your perspective? Please call me or have someone call me at fair? I so happenad to have gone to Morth Shore Health Systems and
8774352378 ext 0 soon, called for some financizl 2id 25 [ am very sick, [ havent even had the
21 howrs ago * Flag cowrtesy of 2 call back,
September 26 at 2:26pm - Flag

MNorthShore University HealthSystem Barbars - Just sent 2
message, 1 apologize for the delay, 1 did mot see wour comment,
September 29 at 2:34pm + Flag

26/
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Facebook Advertising

Beat The Seahawks! Cancer Survivorship Good Luck Blackhawks

nore.org

From one winning team to
another,,.Good luck in the

health events inchuding - ivorshi E playoffs. NorthShore
online chats, wellness . , Living in the Future (LIFE) University HealthSystem -
seminars, yoga classes a P Cancer Survivorship .

many more, B0 program. Excellence is all around you

Used Facebook Advertizing to create, nurture and grow
a community around NorthShore




Twitter Interactions

This medium source sent 605 visits

605 visits W 4.46 Pages/Visit

% of Site Total: 0.02% Site Avg: 3.75 {18.88%)

00:05:29 Avg. Time on Site WL 33.39% % New Visits

Site Avg: 00:02:33 (115.05%) Site Avg: 51.49% (-35.16%)

5058% Bounce Rate

Site Ava: 46.79% (8.09%)

@lpstenu

ipstenu

Can I #ff my doctor? She's not on here but
@Northshoreweb, my hospital, is. LOVE.

@PadSChlcago 29 Oct via Twitterrific 7 Favorite t3 Retweet & Reply

PadsChicago

OMFG I love my @northshoreweb
doctor s office! XOXOXOXO

natxt <y Favorite t3 Retweet 4 Reply




Online User Focus Groups 0 Sample Data

What other ideas do you have about how this site could
be improved?

AoListing doctors randomly
with last names that occur late in the alphabet
would not be at a disadvantage when it comes to
getting new patients. | could easily see how most
new visitors would tend to choose doctors on the
firrst page or two of the s¢

29/




a

Key Takeaways

A Use analytics to make smart decisions.
A Incorporate social media into your overall strategy.

A Help Senior Managers see value of integrating the
web to overall business objectives.

A The site will always be a work in progress.

0/A punor windete is ovdrih d adurad ofi osiniw6 r t |
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Thank You/Credits

Grant Gannon

NorthShore University HealthSystem

A ggannon@northshore.org
A Like us on Facebook
A http://mww.linkedin.com/in/

grantgannon

A Twitter @northshoreweb

Kelly Cutler

Marcel Media

A kelly@marcelmedia.com
A Like us on Facebook

A http://www.linkedin.com/in/

kellycutler

A Twitter @marcelmedia



mailto:ggannon@northshore.org
http://www.facebook.com/northshoreweb
http://www.linkedin.com/in/grantgannon
http://www.linkedin.com/in/grantgannon
mailto:kelly@marcelmedia.com
http://www.facebook.com/marcelmedia
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http://www.linkedin.com/in/kellycutler

