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Pew, Record shares of Americans now own smartphones, have home broadband, January 12, 2017

Mobile growth outpaces others
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To care is to simplify.



“In the age of the customer,
companies that are loved win.”

@UsefulArts
@ConnectiveDX

Dave Wieneke
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Mobile is the primary user type 
• 71% of online time in US is mobile
• 54% of email is opened via mobile

(vs. 20% in desktop application)
• 58% of search queries are mobile

1-Comscore, MMX Multi-Platform January 2017
2-Litmus, 2017 State of Email Report
3-Hitwise, Mobile Search Topics & Themes, August 2016
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Hitwise, Mobile Search Topics & Themes, August 2016



Mobile exceeds desktop traffic 20% on average

@UsefulArts @ConnectiveDX



As mobile experiences begin to change 
clinically relevant behaviors – they will shift 
from describing the value of care to increasing 
it.

Dave Wieneke
@ConnectiveDX



Touch to co-pay



The responsive web
really is…



Josh Clark
@BigMediumJosh



“Responsive web design is not about 
creating a slick new container in which to 

shove the same ol’ sludgy content. 

It’s about making all aspects of the web experience succeed 
across all contexts…”

https://www.oho.com/blog/content-considerations-responsive-web-design

Georgy Cohen
@RadioFreeGeorgy



Two-thirds of the HDX-15 hospitals  
have responsive websites, which display
content differently based on the size 
and  type of screen a visitor is using. 
Among  these, Northwestern Medicine, 
New York- Presbyterian, NYU Langone 
and Penn  Medicine received top HDX 
scores for  providing highly effective,
comprehensive  mobile experiences 
that maintain strong  branding and 
provide the same content  and utility as 
their desktop experience.

Mobile and 
responsive
design



Mobile represents 68% of
system traffic.

From 40 seconds to load to
under 4 seconds.

90% more traffic gets to
MD pages for appointment
setting.

Benefits
of mobile
first design

Brian Gresh
@BMGresh



Current
• Many initial options
• Organized by dept.
• Lack of hierarchy
• Leading to relatively

‘stovepiped’ content
• And a non-measured

or attributed result

Proposed
• Simplified options based on

user flows
• Presenting relevant choices
• Linking to supporting and

related information
• Specific calls to action
• Increasingly measurable 

outcomes

Entry
Experience

Immersed
Experience

Mobile starts the turn to dynamic content 





Localize:
get closer to customers
by recognizing their needs.
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Increased need for location 
information
• The drive for scale and consolidation
• Global expansion and partnership
• Consumerization of services
• Mobility of staff and resources

Hospitals & Health Networks, September 2016
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Maps are a growing marketing capability
• Duke
• Penn
• UCSF
• UPMC
• NYU Langone







23

How many locations do you have?

• Data structures for staff multi-siting
• Facility nomenclature
• Contaminated search results
• Google Maps / PDFs aren’t wayfinding
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Connective DX, January 2016: Regulating change – Healthcare policy trends spur innovation.

Source of anger and fines.
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http://www.pbs.org/newshour/making-sense/care-provider-directories-wrong-nearly-half-time-medicare-advantage-plan-lists/
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Ad Age, May 24, 2017  http://adage.com/article/digital/wawa-dunkin-donuts-clean-map-data/309094/

What if the map isn’t even right….or yours?
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This is where SoLoMo kicks in for healthcare
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Where to start:

Review promotion,
management and
reporting.

Syndicated listing
updates – locking 
out visitor errors.

Reporting to explain
how these elements
contribute to traffic.



Clinical enterprise Payer enterprise

Educational enterprise
Commercial 
enterprise

Research enterprise



Clinical 
enterprise

Research 
enterprise

Payer 
enterprise

Educational 
enterprise

Commercial 
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Personalize:
get closer to customers
by anticipating their needs.

Ryan Summers
@ConnectiveDX



A/B Split TestHypothesis: 
An experience that is 
designed for a 
specific mindset 
should positively 
impact the conversion 
value for that 
audience, and may 
have impact on other 
mindsets.

Segment

Version A

Version B

Testing insights and improvements

Visit attribute: geo-location, time of day, visit #
Inferred intent: search term, page topics
Inferred engagement style: purchase profile
Explicit attribute: visitors tell you



Detect and customize based on location data



Market-Based Geotargeted Personalization 

Average 
of Market 
Score

Average 
of My 
Demo 
Score

Average of Web Activity 
Score (Sessions + 
Pages/Session + Session 
Duration + Goal 
Completions)

Sum of 
Difference

Chicago-Joliet-Naperville, IL-IN-WI Metro 52.0 13.9 14.7 $79,842,862
Washington-Arlington-Alexandria, DC-VA-MD-WV Metro 56.3 17.8 14.9 $65,726,617
Minneapolis-St. Paul-Bloomington, MN-WI Metro 46.1 12.5 15.0 $62,577,357
New York-Northern New Jersey-Long Island, NY-NJ-PA M 50.1 14.9 14.8 $54,122,635
Philadelphia-Camden-Wilmington, PA-NJ-DE-MD Metro 47.0 12.6 15.3 $52,131,008
Boston-Cambridge-Quincy, MA-NH Metro 50.4 14.1 15.9 $40,836,129
Los Angeles-Long Beach-Santa Ana, CA Metro 51.2 16.1 13.1 $31,934,360
Dallas-Fort Worth-Arlington, TX Metro 45.5 14.4 14.4 $30,375,083
Seattle-Tacoma-Bellevue, WA Metro 50.5 13.2 15.4 $28,190,155
San Francisco-Oakland-Fremont, CA Metro 50.2 15.0 14.9 $20,313,269
Denver-Aurora-Broomfield, CO Metro 47.3 14.1 15.4 $19,342,626
San Diego-Carlsbad-San Marcos, CA Metro 49.5 14.6 15.1 $16,535,499
Atlanta-Sandy Springs-Marietta, GA Metro 49.6 13.3 16.0 $12,805,701
Baltimore-Towson, MD Metro 50.2 13.6 16.7 $12,759,812
Portland-Vancouver-Hillsboro, OR-WA Metro 46.7 12.6 15.4 $12,402,803
San Jose-Sunnyvale-Santa Clara, CA Metro 58.8 21.7 14.9 $10,837,947
Pittsburgh, PA Metro 46.5 10.8 15.2 $5,112,174
Trenton-Ewing, NJ Metro 45.5 15.3 14.1 $2,789,134
Albany-Schenectady-Troy, NY Metro 46.8 11.2 17.4 $1,688,288
Durham-Chapel Hill, NC Metro 45.1 12.3 18.4 $1,337,104
Des Moines-West Des Moines, IA Metro 46.1 10.7 17.2 $1,129,711
El Paso, TX Metro 47.0 12.9 18.8 $570,094
Columbia, MO Metro 46.5 12.2 20.5 $494,447
Grand Total 50.0 14.2 15.1 $563,854,814

Market based geo-targeted personalization



Personalization Strategy

Understand Observe Identify Align Deliver Convert

User Goals User Tasks Business 
Goals

Research Survey Segment Personalize Experiment Measure



Inferred values get validated



Amber’s Mindset
“Nurture Focus”

Meet Amber
A prospective mom 
seeking care visits 
KinderCare.com

Business Goal
Lead Form sent to 

Amber’s Local 
Center

Customer Need
“How do I know my kid is 

being cared for”

User Task
“Talk to a Center Director 

about how we stay 
connected”

Engagement
Amber views three 

pages

Understand Observe Identify Align Deliver Convert

Engagement matches motives and values



Or just ask visitors



Mobilize:
help patients in wayfinding especially
through the congested medical campus.  







This is a little like mitigating global warming 
by shaving bears.



Mobilize:
get care closer to customers
by taking treatment to them.



https://www.spectrumhealth.org/healthier-communities/mcgaw-prize-for-excellence-in-community-service



https://www.spectrumhealth.org/healthier-communities/mcgaw-prize-for-excellence-in-community-service



http://www.springboardhealthy.org



http://www.medscape.com/viewarticle/874130



http://www.chop.edu/news/children-s-hospital-philadelphia-celebrates-grand-opening-south-philadelphia-community-health



Get HDX-15 and updates
• Next month’s update
• More PX, MX, DX insights
• Tips on using HDX yourself

http://dx.connectivedx.com/HDX15-report

@UsefulArts
@ConnectiveDX



Thank you!

@UsefulArts
@ConnectiveDX

Dave Wieneke
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Desktop still leads in buying
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Age, income and education bias





HDX-15 hospital system scores and notable strengths
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