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We Squander
Trust Daily

Value-based
Ignorance

Communica3on
Fallacies
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Interrupt

Scare

RVU-focused
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Healthcare
Success?

The Triple Aim The Quadruple Aim



How Do You Address 
Your Pediatric Success?

RVU’s

Growth
ProfitMargin

New Pa6ent
Expansion 

Patient/FamilySatisfaction HEDIS

metric
s

Implementa6on
‘Best Prac6ces’
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Physical Connectivity





Pleasant Hills

Squirrel Hill

Cranberry/Seven Fields

PITTSBURGH



Practice Connectedness

Pediatric
Primary

Care Office 

Website







PUSHPULL vs

Movie Section of Newspaper

the ‘Yellow Pages’

Internet Search for Movie

New Menu item favorite restaurant

Reminder of your beloved iced coffee

Movie App prompts you on New Release

Reservation Offered! 

Coupon Sent

Pre-opening Tix Option

Communication:  Information Exchange

Web
Social
Media
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Behavior 
Change

Regular
Exercise

Smoke, Vape, Juul
Hookah or Chew

Oral Health
Care

Carseats &
Seatbelts

Shade &
Sunblock

Books vs
Screentime

Routine
Well Visits

Firearm
Storage
Safety

Consent
& Sexual

Safety

Vaccination
Screenings

Masking &
Spacing



Intelligent
Knowledgeable
Cautious
Curious
Empathetic
Dependable
Determined
Risk-Adverse
Conflict-Avoidant

Sharp
Intuitive
Opportunistic
Assertive
Tenacious
Unflinching
Firm
Risk-Taker
Conflict-Accepting



Revenue

Growth
ProfitMargin

Market share
Expansion 

CustomerSatisfaction Sales

metric
s

Leveraged
Advantage

Business

Family/Patient



1 hour of 
Face-to-Face

8,759 hours per
year outside of 
The Exam room

One Year of Time

COMMUNICATION

⬇

Behavior Change



h"ps://www.broadbandsearch.net/blog/social-media-facts-sta8s8cs



365 
days

Doctor’s
Office

Wolynn’s Two Healthcare 
Communication Fallacies

#1 Health Communication 
only occurs 1-to-1 

(face-to-face in the exam room) 

#2 You will 
be believed



Know your Audience

Rules of Communica.on

Where to reach them 

How to reach them 



Healthcare Social Media 

Engage

Educated

Entertain

Wolynn 2018

Done

Right!



Health System 

Pediatric
Primary

Care Office 

Practice Provider

Trust



Access, Convenience, Connectedness
Responsiveness
Ease of use

Variety of OpBons
Hyper-PersonalizaBon
Desire to assist in customizing/building of product/service

Quality (Virtual, Physical and Clinical)
Sense of Value (parBcularly Moms)
Shared Experiences
AuthenBcity
Brand Pleasure/Happiness 

Millennial Consumer Expectations

Wynn Tyree 
(Fred Forward Conference 5/2017



Family/Pa,ent

Unmet Needs

Value Proposition 

Can You Deliver

Practice Connectedness



Staffing

Customer Service

Ongoing Evalua5on

Communication



Every
Day



Social Media





Website

Social Media

Patient 
Education

Patient 

Engagement

Well
Visits

M
as
ks

to access and build upon
the Trusted 

Longitudinal Relationship

Digital Connec;vity

Behavior
Change
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Health Impactors
Healthcare

Social Determinants
of Health

Genetics

Behavior

10%

20%

30%

40%

Trust

Behavior 
Change

Improved
Quality

Connectedness



Practice
as

Destination

Physically

Virtually
AND

Portal



THANKS

@DrToddWo




