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Legato Healthcare Marketing
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Agenda

« Understand what inspires a strong
hospital image

* The value of two-way
communication

 Strengthening internal
relationships

* Launching an Employee
Ambassador Program

« Techniques for engaging your
community
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Q: How confident are you in your ability to
iInvolve and engage your leaders,
employees, and providers to effectively
communicate your vision and image?

Q: How confident are you in your ability to
INnvolve and engage your patients and
community members to effectively
communicate your vision and image?¢




Q: What is the most effective method
to strengthen your image within your
community¢ (select one)

1. Advertising

2. Digital communications
3. Patient experience

4. Community relations




A strong hospital image inspires:

.@..




 Employees

—Staff
Your Goal —Physicians
To Build —Board of Directors

Relationships | - Foundation members
« Community members

e Business leaders

V- NaTIONAL

> RURAL HEALTH
-1 A RESOURCE CENTER




One-way communication
serves to inform, persuade or

command C

Q

a

_



Two-way communication
Both sender and

receiver listen to each ("'
other, gather ®
information and ®

work together in
harmony




INTERNAL RELATIONSHIFSS
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« Employee engagement and
satisfaction creates:

Start with . Better service, resulting in a better
your overall patient experience
| » Strong support for your connection
Emp Oyees to the community

« A positive face of your organization
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Strategies

* Intfranet
« BOD messaging and engagement
« Donor communications

* Internal newsletters

« Printed or digital featuring
employee recognifion, service
highlights, new providers and
policy updates

» Coffee with the CEO
e CEO meets with individual
departments

 Casual discussion over coffee,
or go for a walk
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Take Just A Moment To Recognize
Dedication And Commitment

BARRETT

HOSPITAL & HEALTHCARE

It is that time of year to nominate a fellow employee or team
who you feel exemplifies all the characteristics of Barrett
Hospital & HealthCare's ICARE values to be recognized at the
upcoming Employee Service & Awards Recognition Event to be
held on January 18, 2018.

Throughout the course of our work days, each of us are witness to co-
workers and colleagues who provide excellent, compassionate care and
genuinely make a difference in the lives of patients, families, and all
members of our community. Please take a moment to reflect on a
person or persons who display the work ethic, positive attitude and role
model behaviors consistent with our organization’s mission, vision and
values (Integrity, Compassion, Adaptability, Respect and Excellence).

Complete the2017 ICARE Nomination Formand return it to the
Human Resources department at either campus location.

The deadline for ICARE inations is Ji ry 10, 2018.

Kudos - Great Job Team!

T have just completed a month as a patient at Barrett Hospital & Healthcare, and I want the people of Beaverhead County to realize what a wonderful first class facility
have, with all professionals and staff. We should all be so proud and grateful for the amazing people who work there. I have a profound respect for everyone and for
ears of training and education involved in their careers. Also, thank you to my family & friends” - Sylvia Roberts, Patient (requoted from Dillon Tritune)

T have had an ongoing relationship with Barrett Hospital for the last nine years that I worked for the Office of Public Assistance. We have worked together to try to assist
fients with issues related to their medical bills and coverage. The staff at Barrett Hospital have always been great to work with and understanding of the issues that their
patients face when it comes to dealing with paperwork and applications for medical assistance. It has been a pleasure dealing with each and every person, and I would
recommend you talk to them when you need their help and they will do their best to meet your needs.” - Kindra Church, Business Partner

['For all the great providers and Barrett Hospital & HealthCare staff, a donation was made and restricted to the Montana
Rex, Barrett Hospital Foundation Donors

Program” - Mel and

Ofuda
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 Employee forums
* Led by administration team
« Keeps all staff informed
» Be transparent
« No sugar coating

 Provide education, celebrate
success, recognize individuals,

STrOTegieS entertain

» Use as a platform to ask/answer
questions

« Available multi-shift
« Employee Ambassador Program

 Patient Family Advisory Council
(PFAC)
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Add an answer in the Chat Box!

Q: What are you currently doing to

engage your employees to build support,
trust and confidence in your organizatione




Employee
Ambassador
Program

The ambassadors are
responsible for:
- Sharing key messages
*  Within your facility
* In their social environments
« Qutinto your community

« Gathering feedback from all
audiences and reporting
back to hospital leadership
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Employee
Ambassador
Program

ldentify 10-15 employees who
positively influence others in your
organization
Traits to look for when selecting
ambassadors include:
« Demonstration of leadership within
your organization
« Supporter of the organization/user of
hospital services
« Community involvement

Position the ambassador role as an
award/recognition of service to
encourage participation

Consider having departments vote
on deserving ambassadors
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Employee
Ambassador
Program

Conduct Upfront Training

« Overview of the ambassador
role

« Expectations

« Duties/responsibilities

« |dentify and distribute key
messaging

« Frequently asked questions from
the community and appropriate
ANsSwers

« Schedule regular follow-up
meetings (bi-monthly)
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Employee
Ambassador
Program

During bi-monthly meetings
ambassadors and leadership
representatives will:

Review key messages and
hospital updates

ldentify ways to communicate
the key messages internally and
throughout the community
Discuss what ambassadors have
seen/heard throughout the
community

Create an action plan for the
coming month

Respond to all new ideas and
take immediate action on the
ideas you plan to adopt
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ID Key

Messages

Follow-up
With
Answers

Share
Messages

Shape Employee

Future

Messages Ambassador
Process

Ask
Questions

Analyze
Trends

Share
Feedback
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2. N
Rihelle

Community Hospital

Employee
Ambassador
Program

Rochelle Community Hospital’s strategic
plan identified the need for a grassroots
effort to delivering the hospital’'s messages
to the community, while gathering
feedback from friends, relatives,
neighbors, and peer groups

This addressed the strategic goal of
“Conftinuing to improve RCH image within
the community”

Monthly meetings were conducted
between ambassadors and ambassador
leaders
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SAMPLE KEY MESSAGING:

o “Our new Multi-Specialty Clinic
accommodates more space for
visiting specialists and provides room
for growth”
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« "“"Convenient Care has extended hours”

« “We are focused on having our

Em p|oyee employees who speak Spanish present
at local, hospital-sponsored events”
Ambassador

Program
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Ambassadors share input based
on observations

SAMPLE INPUT:
v “Develop an easier and streamlined

approach fo new patient and
transferred patient registrations”

v “Stagger lunch hour breaks for
Clinic front desk staff so patients are

Em p|Oyee never left waiting without being

Ambassador greeted by someone at the desk”
Program
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Community
Members

« Create a connection that takes
you out to the community and
brings the community to you

* Include primary and secondary
service areas

* |[dentify the demographics and
lifestyles of your community
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Patient/Family
Advisory Councill

Gain understanding

Gather insights on ways to improve
the patient experience

Discover strength and weakness
Engage patients and community
members in shaping the future of
healthcare in the community
Build confidence that is safe to
return for care

Test communications strategies,
messages, website functionality
Learn about your competitors’
offerings and experience
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Patient/Family
Advisory
Councll

Advisory council will include
current and former patients
Council members can be

selected based on:
« Pafient experience
(positive and negative)
Geographic location
« Gender
« Age - cross section

/ — 12 participants, plus one
member from hospital or clinic
Follow up via phone and in
person explaining the process,
expectations and need for
confidentiality
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Patient/Family
Advisory Councll

Member participation will be a
I-year term

Meetings occur quarterly in an
off-site location, as it promotes
an environment of candor
Meetings will be audio taped
(no video), with permission of
the members

CEO attend introductory
meeting

Advisory group members have
no decision-making power
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Process needs to include:

 Report back to leadership on
general findings

« Developing an action plan
according to findings

« Sharing progress with advisory

POTIGHT/FOm”y council members
AdViSOry Council =« Identify future advisory council

opportunities/topics
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Add an answer in the Chat Box!

Q: What are you currently doing that

has been successful to engage your
communitye




TECHNIQUES

that can resonate in your community
(LIVE AND VIRTUAL)
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VIRTUAL EDUCATIONAL SERIES OR HEALTH AWARENESS

Better Choices, Better Health:
Chronic Pain

Upcoming Workshops

Better Choices, Better Health: Chronic Pain is
a self-management workshop for those living

with chronic pain. Dates: Thursdays, Sept. 10" —
Oct. 15% 2020

The workshop is held in a small group and meets once a
week for 2 ¥z hours for 6 consecutive weeks.

cation: *Online via Webex

Topics covered in the workshop include: T
o Techniques to deal with problems such as Dates: Iggsggz(s) Oct. 6™ — Nov.

frustration, fatigue, isolation, and poor sleep X
« Appropriate exercise for maintaining and improving T 1:00 - 2:00 Pm
strength, flexibility, and endurance Location: Telephone [
« Appropriate use of medications — ‘
« Communicating effectively with family, friends, and Dites: Thursdays Oct. 15t —
health professionals aos: Nov. 19t 2020
Nutrition
Pacing activity and rest

How to evaluate new treatments

T 1:00-3:30 Pm
cation: *Online via Webex

th
There is no charge to attend. Tuesdays Jazn 12

il 00 8 00 PM
Telephone
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DIGITAL PRESENCE -

Osceola Regional Health Center
J September 30 at 11:07 AM - Q

Ben Davis, CEO of Osceola Regional Health Center, shares updates
regarding the ongoing COVID-19 pandemic in Osceola County including
the hospital perspective.

« Social media e 4
» Blogs
 Facebook Live

o 26 5 Comments 6 Shares

[f:‘) Like (D comment /> Share

Most Relevant ~

Julie Michelson Thanks for the info Ben!

6d O

Yvonne O'Leary Thanks Ben!

6d O

1 Commen\

P ghare

db Like
Hea\(\‘\.

at Valor 2
elevant ” X OD

1oC!
Most R deftent
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COMMUNITY EVENTS

« Demonstrate your commitment
to your community and their
good health

% Valor Health
=) October5at12:37PM-Q 5k/10k GLOW RUN, WALK, OR BIKE
Valor LOVES supporting our community! This past week Kiwanis Club for Breast Cancer Awareness
of Emmett, Idaho and local businesses participated in a Diaper Drive,
collecting diapers for the idaho Diaper Bank. We had to jump on

board!

-

5k/10k cost is $25/person.
Registration includes race t-shirt, refréeshments,
race'bib, and your chance for prizes!

eyt ey Chambey Register online via Google Forms or
stop at the City of Sibley
808 3rd Ave, Sibley, IA 51249
¢ Osceola
00 13 3 Shares
o) Like (D comment &> Share AYVL NATIONAL
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HEALTH SCREENINGS

Re-engage for health screenings
while supporting local business

Mammos, muffins & mochas!

Schedule your 3D mammogram and
receive a FREE mug and voucher for a
muffin or beverage from The Lantern
Coffeehouse & Roastery.
1s. To schedule a 3D mammogr ;‘n, or | ‘I":' |;‘w 4. aboul
rtant breast health screening, call 712-754-5361
«

g Osceola

Mammos, muffins & mochas!

Schedule your 3D mammogram and

receive a FREE mug and voucher for a

muffin or beverage from The Lantern AVL NATIONAL .o
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COMMUNITY PUBLICATIONS
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COMMUNITY PUBLICATIONS

Provide content based on community need

Primary Care or ER?
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MMUNICATE CONFIDEN

 NVsyracuse are

5\ L

Return with
Reassurance

Your safety. Always
our priority.

Now more than ever, we remain

committed to providing y

you need, in the safest wi
you've been delaying medical care

welcome you back with the

that we'

sure you can safely

As al

at Barrett Hospital & HealthCare

« To schedule a clinic appointment, or to

Telehealth as a care option, ¢

& HealthCare, call 406-683-3000.

Y, will e
Always remain aszg hea/:ng With star,
technop, €-0f-the .
gy art

with the care

+ taken every precaution to make
get the help you need.

ays, you-and your safety—come first

406-683-1

+ To make an appointment at Barrett Hospita

Services:

« Diagnostic Imaging

o Physical, Occupational and Speech Therapies
(Telehealth is a care option)

o Lab Testing

* Select Elective Procedure:

« Clinic Visits: Prim pecialty Care
(Telehealtt

BARRETT

HOSPITAL & HEALTHCARE
Where People Come First. Always.

600 MT Hwy 91 South, Dillon, MT 59725

Quest 5 tel
'ehealth
'O or vig aPpoint,
0 visit Mment. T,
ider jn Ming, juey Isbest, he Schedulef
v ],

isits, sk We'l fing

Outifhe o sheis
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Greg’s Prostate Cancer Story

https://www.youtube.com/watch?v=uBqj8u97HKc&t=1s

== Reedsburg Area Medical Center
E—_:—'_- Sponsored - 3

Dr. Christopher Dale loves to help patients regain their quality of life. The
Conformis technology at Reedsburg Area Medical Center means your
knee replacement is custom-built, just for you, using 3D technology.
Don't get just any knee replacement. Get the one that's created just for
you.

Learn more about Conformis technology; click the link below or visit our
website to watch informational videos from Dr. Dale. To schedule an
appointment today call 608-768-3900.

Storytelling

RAMCHEALTH.COM
Get the only truly custom-made total knee
replacement implant. Learn More

Choose Reedsburg Area Medical Center and get the knee
replacement that's truly a game changer.
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BUSINESS HEALTH PROGRAMS

Black River

MEMORIAL HOSPITAL
1968 - 2018

UPCOMING OCCUPATIONAL HEALTH EDUCATION EVENTS

February 22 and March 29, 2018
Black River Memorial Hospital
Dorothy Halvorson Conference Room
Light snacks and beverages provided

OSHA Update: What'’s on the Horizon? What Employers Need to Know
2:00-3:00 p.m.

What has changed? Find out what areas of emphasis or enfor;

- will be focusing on. This session will discuss the 2015 event/a

( @ reporting standard, the 2016 Electronic Data Reporting Stand{
~ and drug testing policies), 2016 penalty increases, revised wa

standard and the top 10 Violations for FY2017.

Silica Exposure for Construction, What Employers Need to Know
3:00-4:15 p.m. Questions and Answers: 4:15-4:30 p.m.
4 % What does the new Silica Rule mean for you and business?

8 This presentation will discuss the key points to the new standards st
implementation dates, new exposure limits, medical surveillance, an
controls. Engineering controls have evolved tremendously in the pas
discuss how the employer can comply with the exposure assessmer,
(permissible exposure limit) through the combination of engineering
respiratory protection. The respiratory protection program requirem
reviewed also.

Our presenter is Mary Bauer, Compliance Assistance Specialist in the Eau Claire Area
She has a bachelor's degree from UW-Eau Claire and holds certifications for CSP (Ce
Professional) and CIH (Certified Industrial Hygienist). Ms. Bauer was a Compliance Off]
Claire area for 20 years and has been the Compliance Assistance Specialist for the ps

These sessions are FREE and are being held on two different days. You can registe
both sessions or just one.

Register at 715-284-3626 or email bemism@brmh.net

711 West Adams Street, Black River Falls, Wi 54615 | 715.284.1330 | www.brmh.net

FREE OSHA Update Coming Soon

Join us on February 22 or March 29, 2018,

as we present an OSHA Update.

What's on the Horizon? What Employers Need to Know.

2:00 p.m.-3:00 p.m.

Silica Exposure for Construction, What Employers Need to Know.
3:00 p.m.-4:15 p.m.

Check out the informational flier.

Register at 715-284-3626 or bemism@brmh.net.

Protect Your Investment

Employee health is one of your business’ most important assets. Through
the variety of progressive occupational health and wellness services
available at Black River Memorial Hospital, we can help you identify your

employees' health risks and needs. Together, we can help develop goals and

strategies to protect your biggest investment.

Reduce Healthcare Costs

Employers can see an average of $3 saved for every $1 spent on employee

wellness programs (Center for Disease Control and Prevention,
www.cdc.gov).
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Summary

A hospital image can inspire trust,

which leads to confidence, followed by loyalty,
then becoming advocacy

Build loyal followers through two-way
communication

Employee engagement and safisfaction creates
better service, resulting in a better overall patient
experience and community connection

Brand Ambassadors allow you to share

your values and image within your facility and
out into the community

PFAC builds better understanding of the needs and
wants of patients and their families, visitors and
prospective patients

Virtual and live engagement can continue to
resonate in your community even during COVID
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Q: How confident are you in your ability to
iInvolve and engage your leaders,
employees, and providers to effectively
communicate your vision and image?

Q: How confident are you in your ability to
INnvolve and engage your patients and
community members to effectively
communicate your vision and image?¢




DRCHSD Communication Strategies for
Community Outreach and Education
Webinar Series

See you for Webinar #2!
Professional Development:

Elevating Your Role as a Communicator in Your Organization
Thursday, October 29, 11:00-12:00 CT

Speaker: Mike Milligan, President of Legato Healthcare
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https://www.ruralcenter.org/events/professional-development-elevating-your-role-as-a-communicator-in-your-organization

Thank Youl

For more information contact:
Mike Milligan
920.544.8102 ext. 101
mikem@golegato.com

Legatohealthcaremarketing.com
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