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Boston Children's Hospital

* Foundedin 1869

e A pediatric teaching hospital of

BOStOh Harvard Medical School

° ’
Chl Id.re ns Ranked the #1 children's hospital by
Hospltal BEST U.S. News & World Report (2015-16)

HOSPTALS
Over 600,000 inpatient and outpatient
visits per year

Until every child is well” ¥

* QOver 55,000 emergency room visits
per year



Boston Children's Hospital
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How can we help you?

* Setupan
appointment

Request an Appointment

Get a Second Opinion

Find a Doctor

e  Research medical
conditions

Learn about Conditions

* Participate in hospital

What's Happening @ Boston Children'’s pm—
activities




The Challenge — Complexity of website

How can we help you?
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We would love 10 5ee you.
Please complete the follov
vy sty
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MARVARD MEDICAL SCHOOL
TEACHING HOSPITAL

Ways To Help

ARVARD MEDICAL SCHOOL

15,000+ pages

* 4 blogs

200+ content editors



The Challenge — Poor user experience

Live from Children’s |
Mix 104.1 Cares for Kids Radiothon |

= 50% of audience is
mobile and tablet




The Challenge — Poor user experience
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The Challenge — Poor user experience

“The doctors are not listed in alphabetical order. It’s a pain to find
the doctor. | kept hitting alphabetize but it just mixed them up”
— actual feedback, sat score 37

“Couldn't find the doctor | was looking for. | am sure the information is
there, just poorly organized or just not user friendly”
—actual feedback, sat score 11



Before and After — Improved navigation

Boston Children’s Hospital

Until every child is

Patient Resources ~ Clinician Resources  Centers + Services  Research + Innovation  KidsMD ~ Ways to Help [0 P

Clinician Resources

Home > Clinician Resources

» Clinician Resources

» Refer a Patient

» MyPatients Provider Portal

» Office of Faculty Development
» Education and Training

» Physician Relations

» Office of Clinician Support

» Mobility Resources

» Resources

» Ethics Advisory Committee (EAC)
» Family Connections

» Boston Childrens Alumni

Login to MyChildren's | Intemational Resources
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Clinician Resources
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Boston Children's Hospital is committed to improving access to, and communication
with, our pediatric specialists and services for community providers.

This section of our website offers:

+ help in making referrals
+ information on continuing education
+ resources for primary care providers
+ assistance with information and access for community providers

Important links

+ Ata Glance 2014

+ How to transfer a patient
* Residencies =
Innovations at Boston Children's
Download the full report

+ Fellowships
+ CMElevents calendar

Boston Children’s Hospital

S Wi

Patient Clinician Centers +
Resources Resources Services

Clinician Resources

Home:> Clinician Resources

Research + Conditions +
Innovation Treatments

Make a Referral

We work closely with pediatric
providers to offer the highest quality
care for Infants, children and
adolescents. Our specialists are

available to assist referring providers
and their patients with scheduling,
admissions and more.

REFER

MyChildren's Patient Portal

Ways to
Help SEARCH

2.

Your Resources

MyPatients Provider Portal
Office of Faculty Development
Continuing Medical Education
Education & Training
Physician Relations

Office of Cli
Mobile Resources

ian Support

Resources
Ethics Advisory Committee

Boston Childrens Alumni

International Resources



Before and After — Improved navigation

Boston Children's Hospital MyChildren's Patient Portal | International Resources

Patient
Resources

n Centers + Research +
Resources Services Innovation

Find a Clinician

Home > Directory

Our Clinicians

ORGANIZEBY »

Filter Selection By:

Primary Care Physician
Physicians | Nurses
Specialist

Showing 1763 results
Services/Specialty

Al Departments. e
Al Programs =

Al Specialties -

Locations

Al Locations. -
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@Bemn Children's Hospital ORI ——

Clinician
Resources

Find a Doctor

Ranked the #1 Children' s Hospltal by U.S. News & World Report (2015-16)

Finding the best primary care p

PCPs and Specialists

SEARCH PROVIDERS

We're different and proud to be. See w

v
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Before and After — New features

New profile features include:
* Physician name and title

* Video

* Photos

e Personal message

e Contact info

@ Boston Children's Hospital o s octor | MyChidrassPatant ortst | IntarationstVskers

Research +
Innovation

Michael J. Docktor, MD

Attending in Gastroenterology: Clinical Director of Innovation;
Director of Clinical Mobile Solutions

Instructor in Pediatrics, Harvard Medical School

Medical Services

Depa: L

G English
Hepatology and Nutrition

Inflammatory Bowel
Disease

or| Request an Appointment

‘pazsionate about technaiogy and Exoted 360w the OPPOTUNITE: 1 uze dIta: heatth In educang.
communicating and engaging weh my patents.

Philosophy of Care
Prilosophy of care- 1 smply love taking cara of patints. | sk 50 hetp chidean and thok familes undorstand
‘what might be causing their health problems by collaboratively working together to improve their condition. | am

Wiy | entered medicine “Some of my eariest memories are of walChing Surgery O tekevision With Great intenest
Al a5 warly 25 4-ys-Oid, ASSENING 1D ANYONE WHO WOULd US2en That | wanted 10 be a OCtor 0ne day * It was't unth around
10-y@ars-old, when my siter was NOspEaIized. that | 19aized e InCredible IMPAct 3 GOCION Could Nave In SOMeone's life. particusary
i 10 U 6f 3 sick Chid, From that Point forward. thore was Paver 3 question of whit | was going 1 0o with my ife. And yes. the st
rame mayba haped a e *
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New mobile experience

@ Boston Childrenss Hospital

BEST

CHILDREN'S
HOSPITALS
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Measuring usability

April 01, 2014 - March 01, 2015
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Visitor satisfaction
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Top takeaway

We focus a lot of our metrics on conversion but we also need to think about the
digital experience as a whole. Using more intangible metrics, like customer
satisfaction, help us to better understand the entire customer journey.
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Thank You

Torin Gilkey




