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Who is Geonetric? 

Geonetric develops award-winning websites for the 
healthcare industry. Our clients include:   
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Webinar Information  

ÁWebinar lasts one hour 

ÁEnter questions at any time 

ÁRecording will be posted in  
our webinar archive 48 hours  

 after event 

ÁBe sure to mute your phones 

ÁPlease take the post-webinar  
survey which will appear at  
the conclusion of the webinar 
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Todayôs Presenter 

Ben Dillon, MBA  
Vice President & eHealth Evangelist  
Geonetric, Inc.  

Ben is a co-owner of Geonetric. He writes and speaks extensively 
about our research and the industry-leading efforts of our clients. Ben 
is a member of numerous organizations including HIMSS, the 
American College of Healthcare Executives and SHSMD. He has 
recently been named to SHSMDôs 2010 Annual Conference Planning 
Committee and has been a judge of the eHealth Leadership Awards 
for the past six years. 
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Agenda 

ÁThe role of site functionality  

ÁBenchmarking 

ÁThe good, the bad, and the uglyé 

ÁMeasuring success 

ÁExamples throughout 



7 

Web users have always been ruthless 
 and now are even more soé 

People want sites to get to the point,  
they have very little patience.  

Dr. Jakob Nielson ò 

ñ 
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Site Functionality in Context 

Visitors approach healthcare sites in two ways: 

Á Information seeking 

ïHow do we grab attention and use this as an 
opportunity to convert?  
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Site Functionality in Context 

Visitors approach healthcare sites in two ways: 

Á Information seeking 

ïHow do we grab attention and use this as an 
opportunity to convert?  

ÁTask oriented 

ïSupport task completion 

ïTask chaining 

 

Find a 
Physician 

Appointment 
Request 

Pre-
Registration 

Appointment 
Reminder 

Bill Payment 
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BENCHMARKING  
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0% 20% 40% 60% 80% 100%

Baby Photos

Appointment Requests

Disease Center

Real-time Credit Card Processing

Community Benefit Reporting

Health/Diseases Quizzes

Social Bookmarking Capabilities

RSS Feeds

Clinical Trials & Requests

Calculators (e.g., BMI é

Bill Payment

Send Email/eCard to Patient

Quality Reports

eNewsletter Sign-Up

Health Library

Web Analytics

Content Management System é

Find a Service

Class/Event Calendar

Find a Location

Donations

Job Applications

Job/Employment Listings

Find a Doctor

Maps and Directions

Top 25 Site Features - Predicted 

Currently Have in 

Place

Plan to Have in the 

Next 6 Months

Universal 

Very Popular 

Common 
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0% 5% 10% 15% 20% 25% 30%

Health Library

Community Benefit Reporting

Calculators (e.g., BMI é

Content Management System é

Personal Health Records é

Login/Personalization

Personalized Patient Pages

Prescription Refill/Request

Health/Diseases Quizzes

RSS Feeds

Donations

Ask the Expert

Bill Payment

Secure Messaging (Patient to é

Social Bookmarking Capabilities

Send Email/eCard to Patient

Gift Shop Sales

Bill Presentation

Quality Reports

eNewsletter Sign-Up

Discussion Boards

Personal Health Records é

Real-time Credit Card Processing

Weblogs (Blogs)

Portal Technology

Top 25 Site Features - Up And Comers

Plan to Have in the 

Next 6 Months

Clinical 

Financial 

Social and  
Community 
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MAKING APPOINTMENTS  
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THE GOAL IS NOT TO CHECK 
THE BOXé 
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Video: Physician Directory 
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What Does "Better" Look Like? 

Á It's not about being pretty  

ÁSuccess is more than 
simply adding more  
features 

Á It's about providing  
consumers with the  
ability to do the things  
that they want to do  
when they want to do themé 
effortlessly 

 

éwhen technology delivers basic needs, user 
experience dominates      ï Don Norman 
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"Better" in Site Search 
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"Better" in Site Search 

BAD GOOD 
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PRE-REGISTRATION  
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Pre-Registration 

Á Information entered at 
home is more accurate 
and complete 

 



28 

Online Pre-Registration Results 

ÁProcess efficiencies: 

ï50% reduction in  
staff time required  

ïReduces callbacks due to illegible 
data by 80%  

ï Incomplete rate requiring 
callback reduced by about 50%  
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PATIENT ADOPTION:  
BUILDING A BETTER PORTAL  
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Genesis Health Initial Patient Portal 
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Why Did it Fail? 

ÁMost functionality requires onerous authentication 
process 

 



32 

Why Did it Fail? 

ÁMany parts of the system provide little value for 
the effort required  
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Why Did it Fail? 

ÁNo connection from portal data to health 
consumer-centric Web 
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Progress Under New Portal 
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Gradual Engagement 

User Provides 
Personal 

Information 

Enhance User 
Experience 
Based on 
Personal 

Information 

Enriched 
Experience 
Leads to 

Willingness for 
further Sharing 
of Information 
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No Account  
(Website) 

Unidentified Account 
(Consumer Portal) 

Identified Account 
(Patient Portal) 

Submit pre-registration 

Send & receive secure 
messages 

View clinical info 

Receive PHI 

View registration history 

Gradual Engagement & User Identity 

Appointment Request 

Bill Payment 

Class Registration 

Contact Forms 

Class & Event history,  
Recommendations, cancellation 

Bill payment history Bill presentment,  
balance due 

Appointment scheduling 
View upcoming appts,  
Appt history 


