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Agenda

• Communications role
• What CEOs expect from their 

communication champions
• A 6-step process to elevate the 

role of communications
• Forming an action plan



Poll Question:

• I am ___ in my understanding of how to 
elevate my role in communications.

• I am ___ in my understanding of how 
to engage with my organization’s leaders to 
receive feedback and implement my plan 
of action.



Look in the 
mirror what do 

you see?



Q: What main role does your
communications champion play 
within your organization? (select one)

1. Communications director
2. Public relations specialist
3. Copywriter
4. Community champion
5. Graphic designer
6. Member of leadership
7. Administrative assistant



Static intelligence
Leads to a desire to look smart and

Therefore, a tendency to:
Avoid challenges

Avoid failure
Give up easy

Ignore/avoid useful or negative feedback
Feel threatened by the success of others

Fluid intelligence
Leads to a desire to learn and 
therefore, a tendency to:
Embrace challenges
Persist in the face of setbacks
See effort as a path to mastery
Learn from criticism
Find lessons and inspiration in success of others

Source: Two Mindsets. Stanford, magazine article, 2007, 
Carol Dweck: Mindset: The New Psychology of Success, 2006.



Q: What qualities/skills do you think CEOs 
want in their communications champion? 

(such as, strategic thinker)

Add an Answer in the Chat Box!



CEO ANSWERS 
from Legato 

Clients

 Forward thinker
 Revenue generator
 Results driven
 Budget minded
 Big picture 
 Strategic
 Direct communicator
 Financial minded
 Collaborator
 Problem solver



Communications should no longer 
take a functional or tactical focus.



Elevate the Role of Communications

• From taskmaster to problem solver
• From reactive to proactive
• From a service department to a strategy department
• Change the paradigms and believe



6-STEP PROCESS TO ELEVATE THE 
ROLE OF COMMUNICATIONS



1. Take on the Mindset of a CEO



1. Take on the 
Mindset of a CEO 

Become familiar with your 
organization’s strategic plan

– Provide recommendations how 
communications can impact the 
strategic plan 

– Understand finances
– Gain access to data trends and insights



Business Data

• Patient or service volumes — Increase or decrease
• Net revenue generated — Dollars generated from a specific effort
• Awareness — Top-of-mind awareness as measured by perception 

surveys
• Referrals — The number of referrals from physicians or other 

professionals to your services vs. outmigration
• Market analysis—The percentage of a healthcare business an 

organization owns in the area, demographic changes, growth 
opportunities



Measurable Communications Data

• Calls —Response from a particular communications effort
• Analytics —Click–through rates for Google, social media platforms
• Website visits —Unique sessions initiated by website visitors
• Email open rates — How many people opened email
• Attendees — Attendance at an event or seminar



Add an Answer in the Chat Box!

Q: What kind of measurable 
communications data do you 
currently track? 



Data – Outpatient Opportunities



Data – Procedure Opportunities



Data – Volume Projections



2. Schedule an Interview with your CEO



2. Schedule an 
Interview with 

your CEO 

Ask questions
• What should the role be of 

communications within your 
organization?

• How do you define 
communication success?

• Where would you like to see 
improvements in service or what I 
deliver? 

• What suggestions would you 
have for me to better understand 
the finances of healthcare? 



2. Schedule an 
Interview with 

your CEO 
(continued)

Establish organizational priorities
• Not every request can be equally 

considered
• Which service deserves the most 

attention?
• Form a consensus on which services 

take priority

Agree upon communication goals
Align communication goals with business goals 

• Increase percentage of patient volumes 
year-over-year

• Strengthening the physician referral 
patterns

• Building awareness of a service to reduce 
outmigration

• Re-engage patients for health screenings 
or preventative appointments



3. Gain Knowledge as a Forward Thinker



3. Gain 
Knowledge 

as a 
Forward 

Thinker 

• Identify trends in patient acquisition 
and retention  

• Set time aside to advance your 
understanding of new 
communication opportunities

• Social platforms 
• Pay-per-click digital 
• Voice activated search 
• Facebook Live

• Branch out and learn from other 
healthcare organizations

• Seek out educational opportunities–
webinars, conferences, blogs



3. Gain 
Knowledge 

as a 
Forward 

Thinker 
(continued)

Develop a competitive analysis
• Be proactive
• Review of communication 

messaging
• Service areas of focus
• ID areas where your organization 

may be vulnerable
• Community partnerships
• Media coverage

• Make decisions based on facts 
not emotion

• Schedule a presentation with 
leadership to share your insights



4. Develop an Annual Communications Plan



4. Develop 
an Annual 

Communications 
Plan

1. Apply knowledge gained from 
CEO meetings

2. Obtain consensus on measurable 
goals and establish objectives 
• Business goals aligning with 

communications goals
3. Develop strategies and tactics that 

effectively reach your organization’s 
short and long-term goals

4. Match communications budget with 
priorities / future growth potential



Sample Communications Plan



5. Lead the Process



5. Lead the 
Process 

Prepare monthly performance 
dashboards
• Invite communications to the table 

to present dashboard findings to 
Leadership and BOD

• Use year-over-year dashboards for 
annual communications planning 
and budgeting

• Feature measurable data points
• Use dashboards as a working 

document that demonstrate data 
successes and failure



PERFORMANCE DASHBOARD



6. Be Visible



6. Be Visible 

Get out of the office
• Listen/observe

• Develop a greater understanding 
of the needs of the organization

• View your organization through 
the eyes of the patient

• Service
• Signage
• Customer experience

• Support the hospital’s role within 
the community

• Schedule regular communication 
updates – leadership, department 
meeting, employee forums, 
employee ambassadors

• Build trust



What did we 
Learn Today?

• What CEOs expect from their 
communication champions

• A 6-step process to elevate the 
role of communications

1. Take on the mindset of a CEO
2. Schedule an interview with your CEO
3. Gain knowledge as a forward thinker
4. Develop an annual communications 

plan
5. Lead the process
6. Be visible



Post poll Question:

• I am ___ in my understanding of how to 
elevate my role in communications.

• 2. I am ___ in my understanding of how to 
engage with my organization’s leaders to 
receive feedback and implement my plan 
of action.

• 3. I am ___ that I will apply the knowledge 
gained from this educational training to 
improve my organization’s community 
outreach and education efforts



Thank You!
For more information contact:

Mike Milligan
920.544.8102  ext. 101

mikem@golegato.com

Legatohealthcaremarketing.com
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