Ener gi ng Trends and Qpportunities for Healthcare
Organi zations to Leverage Wb 2.0

PATRI CIl A DONOVAN: This is Patricia Donovan for the Healthcare
Intelligence Network. Today | am speaking with Susan Reid,

I nt ernet marketing manager for UAB Health Systemin Al abama.
Susan is going to be presenting at H N s Wbi nar on “Energing
Trends and Opportunities for Healthcare Organi zations to
Leverage 2.0”. Thanks for joining ne today Susan.

SUSAN REI D, | NTERNET MARKETI NG MANAGER FOR UAB HEALTH SYSTEM I N
ALABANMA: Thank you.

PATRI CI A DONOVAN: To begin with, UAB' s intouch Interactive
Multinmedia site is very inpressive. Are the podcasts and vi deos
avai lable fromthis site produced in house or do you outsource
themto a vendor?

SUSAN REID: Well actually nost of them are produced i n house.
W do subscribe to a service that gives us sone information for

t he podcast, but then we custom ze theminternally.

PATRI CIl A DONOVAN: | see. Thank you. O course we notice that

i ntouch links to YouTube, which we know is one of the nost
popul ar sites for user generate content and it’s stated there
t hat UAB has been a nenber of YouTube for about six-nonths.
We’'re curious about the decision to post videos there and
wondering what kind of traffic and feedback this is generating

for you?

SUSAN REID: Well the traffic and feedback both are incredible.
|"msorry that we didn't do it sooner. W had tal ked about —w»e
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had spent a lot of time devel oping our own video site and then
trying to pronmote it within our site and in our marketing
efforts. And with the growh of video sites out there, YouTube
bei ng the king anobng them we decided to give it a try and the
nunbers have just been unbelievable. As you know there have
been 50 million visitors nonthly to YouTube, and we’ ve received,
vi deos posted since Novenber 14'" we’ve had 31, 000 vi ews on
YouTube. Qur UAB Energency Room Rap al one received 11, 377.
Twenty people commented and 84 have favorited that particul ar
video. And five have enbedded |inks, which neans they have
posted our video on their YouTube site. So it really has
generated a lot of interest and |’ve gotten a | ot of good
feedback internally as well.

PATRI CIl A DONOVAN: | have to say we're one of those five that
have enbedded it because we have watched it and enjoyed it and
just think it’'s great, as well as all of your other patient
education focused vi deos.

SUSAN REID: Well the recruitnment marketing fol ks have al so
gotten trenendous positive feedback from peopl e | ooking for work
her e.

PATRI CIl A DONOVAN: It sounds like results that you probably

didn’t even i magi ne when you nade that deci sion?

SUSAN REI D: Exactly. It really has gone beyond our

expect at i ons.

PATRI CI A DONOVAN: Wl | thanks. Do you have any figures on the
per cent age of your overall patient or nenber comrunications

effort that's devoted to Wb 2.0 technol ogi es versus traditiona
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comuni cati ons met hods, such as print or enmmil ?

SUSAN REID: Well it’s funny you should ask that because this
year we have made a trenendous comrtnent to Internet nmarketing
and to video and interactive tools in that arena. And we have
actual ly stopped publication of sone of our print publications
and noved that noney into the Internet. Being an academ c

nmedi cal center we’ve been | evel funded for a nunber of years now
so we have to be very judicious with the noney that we spend.
And t he experiences that we’ ve had so far have |led us to nake

t hat deci si on.

PATRI CIl A DONOVAN: | see. Thank you, Susan. And finally while
this is not specifically a Web 2.0 technol ogy, what is the
response to Heal thFi nder, which is your online physician

appoi ntment tool, beyond the obviously patient confidentiality

i ssues, what were sone of the IT challenges that were associ at ed
wi th launching this tool?

SUSAN REID: First of all it has to be encrypted, but that’s
pretty easy to do. W get good response out of about 2% of al

of our visitors to our site cone to the Heal thFinder, which is a
pretty good percent age.

PATRI CIl A DONOVAN: | see. How about the physicians, are they on
board with this? | know that sometines they can be a little bit

t echnol ogy shy.

SUSAN REI D: Wl |l HealthFinder is our call center and it’s been
in place, it was one of the first call centers put together in
an academ c nedical center, many years ago. So they’ ve been

used to having one source to nake appointnments. So adding the
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I nternet portion of that was just another step in the sane

di recti on.

PATRI CIl A DONOVAN: | see. Thank you, Susan. Those are all the
guestions that | have today. And were | ooking forward to hearing
nor e about your experiences with Web 2.0 during the upcom ng
Webi nar .

SUSAN REID: Well |I'm | ooking forward to sharing them
PATRI CI A DONOVAN: Thank you. To register or get nore
i nformati on about this webinar, please call the Healthcare

Intelligence Network at 1-888-446-3530. This is Patricia
Donovan for the Healthcare Intelligence Network.
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