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Stakeholder objectives
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Stakeholder objectives

Joints:

*  Primarily hip, knee and shoulder replacement or revision replacement

*  Musculoskeletal tumor programs at BUMC, Plano and Temple; orthopedic oncologists who have niche expertise in bone
and soft tissue tumors whether malignant or benign. This also applies to spine patients.

* Hip preservationis a niche service that seeks to preserve the hip joint and largely serves a 45 and younger demographic
that leans heavily female.

Spine:

* All neck and back related issues, including scoliosis; primarily adults but we do see teenagers— about 16 years old and 100
Ibs. McLane’s in Temple sees all pediatric scoliosis.

* Neurosurgery also feeds spine and neck cases so the web page/spine speaks to both specialties and leaves it to customers

to choose which is best for them.

Sports Medicine:

* Joints —not ready for replacement but may experience pain from early osteoarthritis or other reasons; candidates for
biologic procedures and rehab to fix mechanical issues and strengthen surrounding muscles

* Severesprains

e Ligament and cartilage issues



Current ortho pages &
recommendations for improvement




=L \Web content - Orthopedics o

‘ Pageis missingsections or key info

h | @ Copy needs to be completely rewritten
1 Update (5) ‘ Copy mostly good; minor edits needed

’ Keep (3) ‘ No updates needed

Page name Recommendation

Arthritis

Back pain Takeaways:

Fracture . . .

Herniated disc - Contentis the number one priority

Joint pain

- Lots of pages need new sections,
copy and revision in tone

- Several pages could benefit from imagery
outlining the condition

Ankle painandinjuries

Hand and wristpainandinjuries
Hip painandinjuries

Knee painandinjuries

Shoulder and elbow painandinjuries
Meniscus tear

Neck pain

Orthopedic trauma
Osteoarthritis

Osteomyelitis

Osteoporosis

Psoriatic arthritis

Rheumatoid arthritis

Sciatica

Scoliosis

Tendonitis

Orthopedics

Backand neck care

Backand neck center

Foot andanklecare

Joint paintreatment

Hip preservation

Complex jointrevisionand musculoskeletal tumor program
Dislocated joint

- Pages should not alienate users (case
in point: scoliosisis a conditionthat
affects patients of all ages, yet the page only
shows imagery of adults and seniors)
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=Lk Recommendations for improvements
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Condition (22)

Specialty (4)

Treatment (3)

Extremely sparse content, boring,
one or two sentence overviews,
missing key sections like types,
symptoms, risk factors,
complications.

These are well built, they could just
use some tweaking like cross-linking,
conditionstreated, some of the
bulleted lists are a bit long so maybe
there would be an opportunityto
add more visuals.

Tone across these pages was very dry
and formal, could do with a more
familial vibe/voice. A few
grammatical issues. Overall were
good pages.

Rewrite the page to be more
informative and in an accessible
tone, add key sections

Audit the page for UX and linking
opportunities

Not too much required except a

grammar check and a tone redo.



Case studies: The good, the bad
and the ugly




Back and Neck Care

Expert treatment of neck and lower
back pain

Neurospine and orthopedic spine conditions we treat

Back and neck treatment options

-.-|L Case study: The good

Back and neck care

Good intro, could be edited
for conversational tone but
has a positive angle

Patient videos make the content
familiarand relatable

Some cross-linkage going
on, just need to add more

Links to a relevant condition page

Targeted verbiage, better
engagement

Lots of clickable options




=k Case study: The bad

1‘
Orthopedics, mobile

= x

= h

Baylor Scott & White Health and NextCare Urgent Care form
partnership to expand quality convenient care options
throughout Texas. Find urgent care near you >

play better, live better

move better

Foot and ankle: Lengthy bulleted lists
with no linkbacksin sight

Foot and ankle injuries and disorders treated

Stock photography with
absolutely no relevance
to the subject matter

Osteomyelitis

What is osteomyelitis?

Verbiage that is similaracross multiple pages
(The goal of... / Treatment plans for...)

Comprehensive osteoporosis treatment

Overview Conditions Treated Treatment .
Osteoarthritis treatment

Find a specialist

Osteomyelitis treatment

The banner takes up the entire
mobile page upon entering




-_iL Case study: The ugly

Banner to events that are lacking
so in essence ineffectual

Arthritis

Neck Pain

Overview of arthritis

What causes neck pain?

Neck pain treatment Arthritis treatment

Bullets that are
disorganized/unaligned




Look Into analytics-adjacent findings
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Look into analytics-adjacent findings // Knee Pain Page

B [ o Seee eekse — a &

_ People are trying to
(T ]

click on types of
injuries, so we need
to add more
links/pages if ever
possible

'ypes of knee injuries

CTA works

well for quiz

and find a doc,
along w targeted
verbiage

o r.v\mh-e. utrom enjoying the T ——
vities you love

We rank 17th
For "ligament
Knee pain."
May be worth
prioritizing

Brightedge: Aug 2023

Columns

the knee pain
injured knee

knee pain locations
acl pain

knee pain ty

kneefjaments pain No Chan,
ligafnents knee pain

afeas of knee pain

knee blow out

knee injuries treatment

knee issues

pain with acl tear

stretched acl

acl mellel

knee conditions

stretched knee ligament
stretched ligament in knee

acl mel lcl pel

acl surgery pain

knee pain test

acl knee pain

knee buckling with pain

knee pain acl

knee pain buckling

assessing knee pain

knee pain quiz

sore knee pain

sudden knee buckling

knee buckling treatment

knee injuries that require surgery
acl test direct

maost painful knee injury

knee injury quiz

lateral collateral ligament popping
pain medication for torn acl

does mcl tear hurt to touch

knee buckling no pain

acl pel mel injury

can you walk with a torn acl mcl and meniscus
mel surgery cost with insurance
mel vs acl vs meniscus

torn acl mel and meniscus surgery
acl pel mel Icl reconstruction
swollen knee skiing

aclmel surgery

13



9|!-_ Look into analytics-adjacent findings

ooooooooooooooooo

October seems to be our
highest performing month,
would love to know why

SSSSSSSSSSSSSSS

New Visits by Month

Source: Google Analytics
(7/1/2022 - 6/30/2023)




9|!-_ Look into analytics-adjacent findings

Sessions/Pageviews by Traffic source (Top 10)

Traffic Source SESSIONS PAGEVIEWS
1, google 169.958 1,077,618
2 google-mybusiness 15621 141,895
3 {direct) 18.212 122,218
4 bing 9,000 106,986 . .
5. yahoo 4,258 49,129 Google IS the tOp traffIC
6 duckduckgo 2832 29.237 h b d
, acobook 8775 732 source across the boar
8 marketo 3.515 15,214
9 staticsteams.cdn.officenet 900 9,820
10. scrubbingin 1313 8.959

Top 10 Referers

W PAGEVEWS
https:#wwwgooglecom/
https.#www.bing.com/
https.//duckduckgo.com/
https./#/searchyahoo.com/
https:#/|facebook.com/
http#m.facebookcom/
https:#www.google.com
https .4 pages.bswhealth.com/
https.#myzsiteimprove com/

http://click baylorhealth.com/

o] 20K 40K 60K B0OK 100K 120K 140K 160K 180K 200K 220K 240K 260K 280K 300K Source: Google Analytics
(7/1/2022 - 6/30/2023)




9|!-_ Look into analytics-adjacent findings

Pageviews by Device

An overwhelming number of users
access our site through mobile, so
focusing on our mobile experience is
crucial.

@ desktop
mobile
@ tablet

42.8%

Source: Google Analytics
(7/1/2022 -6/30/2023)




Look Into analytics-adjacent findings

Orthopedics - How is our content showing up in the top 10 positions for Texas searches?

With WoW Change

o
12 (N/A)

We are overall ranking for 7-10, though in August & September we had a little bump

Source: Brightedge (7/2023 — 9/2023)



UTSW Med is the outstanding performer in search, followed by Texas Health Resources.

Source: Brightedge (12/2022 - 9/2023)




Look Into analytics-adjacent findings

Orthopedics - When people search for our popular keywords, do they find us on the first results page? (or do they have to go to page 2, 3...)

We are not ranking for the majority
of our search terms, our best result
is for "knee injury (18,100)" which
appearson page 2 and "back
specialist near me (22,200)" &
"doctor for back (12,100)" which
appearon page 3.

Source: Brightedge (1/2023 —9/2023)




=k | ook into analytics-adjacent findings

Looks like the top session
performer only had 5.3%
share of form fills. How can
we improve engagement?

Landing page conversions:
pages that contain forms

Landing Page Sessions Cases Form Fills Cases/Sessions Form Fills/Sessions

41 1816

1041

Additionally, our paid
search initiativesare
directed to pages hosted
on Marketo. Do we want to
continue using Marketo or
should we start creating
these pages within Sitecore
N __ __ | ! = instead so we get those
e e 2w ' RP————— sessions ourselves?

13 - Intent

Source: Bicycle Project, Google Analytics (12/2021 —9/2023)




Look Into analytics-adjacent findings

Paid Social, expanded

Clicks Impressions Cost Cases Form Fills Cases/Clicks Form Fills/Clicks Landing Page URL

71917 4.331.044

dule-knee-pain-

The campaign with the most clicks cost over 10k less than one with fewer. What worked about it and
what didn’t work for others with higher spend?

| recommend to keep me in the loop to help prioritize things | am looking at. For example, say the

campaign is promoting a new procedure, but our web pages don’t mention anything about it, that
creates a disconnect and is wasted S.

Source: Bicycle Project, Google Analytics (1/2023 —7/2023)




Keyword Clicks Paid Search Form Fills Paid Search/Form Fills  Cases Paid Search/Cases Appointments  Paid Search/Appointments

ial fibrillation !

Eul

Keyword paid

search: seems effective in
getting clicks and form fills,
not necessarily
appointments.

Source: Bicycle Project, Google Analytics 9/2022 — 9/2023)




Look Into analytics-adjacent findings

Nurture campaign performance

Email Name

6-EST-773206-EastRegionBackandNeckWebinar03 - Invite 3

P0-ALL-0278-KneeReplacement.01 -
eplacement guide

Thanks for downloading our knee

PO-ALL-0278-KneeReplacement 02 - Take our online knee assessment

PO-ALL-0278-KneeReplacement.03 -
B0+ years! or longerag€]

[Video] Joint Replacement that lasts

PO-ALL-0278-KneeReplacement.04 -
nee replacements?

Why do more women than men need

PO-ALL-0278-KneeReplacement.05 - Considering Hip or Knee Joint
eplacement?

PO-ALL-0287-MeniscusACL.02 - Take our online knee assessment TG
PO-ALL-0287-MeniscusACL.03 - Is Your Knee Pain Serious? TG
PO-ALL-0287-MeniscusACL.04 - Find out more about your knee pain TG

PO-ALL-0287-MeniscusACL.01 - Thanks for downloading our Meniscus &
igament guide - image

9-ALL-0227-GlobalReengagementProgram.03 - [DS] [BRBPBP] - Managing
‘our Familya€™s Care is Easier

9-ALL-0227-GlobalReengagementProgram.04 - [AC][WP,BRWPBP] - Your
ourney to Better Begins with Pr

9-ALL-0227-GlobalReengagementProgram.01 - [AW] [BPBP] - Get Back to
etter with Baylor Scott & Whi

9-ALL-0227-GlobalReengagementProgram.02 - [IN/EN][WP,BRBP] - Is It
lime for Self-Care? Tips for Yo

3-ALL-579703-BicycleAfib.001 - [AW] Thank You [TG]

3-ALL-757613-CV_ReengagementCampaign2023.01 - [AW][BPWPBP] - Are
you concerned about an advanced

3-ALL-579703-BicycleAfib.002 - [IN] When is Irregular Heart Beat a Cause
or Concern?a€

3-ALL-719853-WomensAfibWebinarFeb2023.03 - Invite 3

P0-ALL-0278-KneeReplacement.07 - [AC][WPWHP] - This is Your Last Chance:
ook an Appointment Today!

3-ALL-719853-WomensAfibWebinarFeb2023.02 - Invite 2

Last Action Date

17 septiembre, 2023

15 septiembre, 2023

19 septiembre, 2023

19 septiembre, 2023

14 septiembre, 2023

14 septiembre, 2023

15 septiembre, 2023
14 septiembre, 2023
18 septiembre, 2023

29 marzo, 2023

7 agosto, 2023

29 julio, 2023

29 julio, 2023

11 agosto, 2023

19 septiembre, 2023

22 agosto, 2023

14 septiembre, 2023

24 marzo, 2023

14 septiembre, 2023

24 marzo, 2023

Sent Delivered

% Delivered

98,84%

96,41%

98,31%

97,94%

99,32%

98,15%
97,79%
98,99%

96,65%

98,18%

99,39%

99,08%

98,26%

95,93%

99,87%

97,97%

100,00%

100,00%

99,86%

Opened (w/o Apple
i0S15+)

%Opened (w/o Apple
i0S15+)

Source: Bicycle Project, Google Analytics 12/2021 — 9/2023)

Clicked

% Clicked

Users seemed most interested in
Back & Neck, Knee replacementand
meniscus-related content. The
highest click rate was a knee
assessment, indicating users seek out
quizzes and other engaging types of
activity.

Stakeholder takeaways:

Let’s focus on knee optimizationto
align with the knee bicycle project.
Let’s review HCA as the system
competitor (they are known as
Medical City in NTX and St. David’sin
Austin).




Competitor analysis




-.-|L Competitor analysis: national
Organic search

[Orthopedics - Which sites are competing with us for market share in organic search?

Top competitors:

Mayo clinic (18.95%)

B mayoclinic.org: 194,255 (18.95%)

. .
M hopkinsmedicine.org: 89,865 (8.77%)
I clvelnilicars 50478 (4563 OopKINS medicine

B pennmedicine.org: 44,184 (4.31%)

M nih.gov: 40,541 (3.96%)
versusarthitis.org: 38,860 (3.79%) 8 7 ? 0/
webmd.com: 31,892 (3 . 0

nhs.uk: 30,989 (3.02%)

= Cleveland Clinic (4.94)

Summary

mayaclinic.org
hopkinsmedicine.org
clevelandclinic.org
pennmedicine.org
nih.gov
versusarthritis.org
webmd.com

nhs.uk
bannerhealth.com
bswhealth.com

Others

Source: Brightedge 1/2023 — 9/2023)




-.~||,-_ Competitor analysis: What do they do better?

Mayo Clinic: top hit for Sciatica

Sections include: Vs. BSWH Sciatica page

Sciatica -overview Sciatica

&} Pamton opsiamen _symptoms
-when to see a doctor w/
"request an appt" CTA
-email capture with a preview What s sciatica?
option 5
-causes
-risk factors

-complications
[Sciatica refers to pain that travels along the path of - p reve nt| on

sciatic nerve travels from the lower back through the hips aidb

down each leg

[Sciatica most often occurs when a herniated disk or an overgrowth of bone|

This causes inflammation, pain and Diagra m S fo r easy referen Cel Scloics Tonlinent
often some numbness in the affected leg. We have none for OrthO

Sciatic nerve

Although the pain associated with sciatica can be severe, most cases clear
up with treatment in a few weeks. People who have severe sciatica and

serious leg weakness or bowel or bladder changes might need surgery

Longer overview, accessible
tone

Products & Services

Source: Brightedge 1/2023 — 9/2023)



=k Com petitor analysis: What do they do better?

1‘ . .

P ; i i Sections include:
Cleveland Clinic: top hit for Hlp pain -Overview: What is hip pain? Vs. BSWH Hlp pain page
Hip Pain -Possible causes: What causes hip pain?

-Care and treatment: How is hip pain Hip Pain and Injuries
treated?
-How can | prevent hip pain?
-When to call the doctor: When should |
see a healthcare provider if | have hip
pain? ] What is hip pain?
-Medically Reviewed: Last reviewed by a i L
Cleveland Clinic medical professional on
06/05/2023. Learn more about our
editorial process.
b b i o decomfor you feet o Hip pain —z?ccc?rdion menu with references for
around your hip joint s liac artey citation
Ajointis a place in your body where two povis_ ‘1' S e e *each H1 has a little icon next to it

bones meet. Your hip joint is where your

| 2 ) Psoas H H
thigh bone (femur) connects to your pelvis. | TR ¥ AW muscle (Cleveland CIlnlC brandlng tOUCh)

Your hip joint is one of the largest joints in

Care and Treatment | When to Call the Dc

@) oVERVIEW

What is hip pain?

Hip pain treatmen
your body, and you use it constantly to PP treatment

move, support your weight and maintain / ) Diagra ms for easy reference as We”

your balance.

Hip pain can range from a tempora E3cimiand cinic | I f | k
short-term annoyance to a bigge > Also p enty OT Cross-lin age

njuries, bursitis and

that needs treatment from a health
provider. Where you feel the pain depends
on which part of your hip joint is damaged. You might feel hip pain:

* Close to the surface above or around your hip (usually an issue with your ir
tendons or ligaments).
* Deeper inside your hip joint (pain that comes from your bones or cartilage)
¢ Inyour lower back. Hip pain can sometimes spread (radiate) to other areas like your




Orthopedics - What is our Share of Voice compared to our top competitors for Texas searches?

Il bswhealth.com: 0 (0.00%)
exas Health Resources (THR): 3 (23.08%)
f I AdventHealth: 0 (0.00%)
| | ! I Ascension : 0 (0.00%)
Medical City Healthcare: 0 (0.00%)
& j Methodist Health System : 0 (0.00%) a
. M St. Davids: 0 (0.00%) C
W Med: 10 (76.92%)
L -
O

View report

# Keywords Ranked on Page 1

With WoW Change
[e] (o] o o
1(8.38%) 1(12.50%)
—- 30
8
£ ~—t
5§18 \ - -
3 — U110
£ 12
¥ . .
£ s - —
o e —+—3 - L 2 * . . . 2 2 =
-
& P 4 s R B & *© ) - O
w w & - W *® B ¥ « o
- bswhealthcom - Solis Mammography -+ UTSWMed -+ Texas Health Resources (THR) - Texas Oncology - Ascension - Medical ity Healthcare - Methodist Health System - Temple Health - St. Davids - OrQo
View report . ~



Muscle and Joint Pain

By

Local competitors:

-top hit for "joint pain treatment texas"
is UT Southwestern

-their page isn't very robust, just a two
paragraph overview of their services
and a list of treatments.

-surprisingly, our joint pain condition
page wasn't the one that showed up on
the first google search result page, it
was this one

-is this the page we wantto rankin our
searchresults? (The copyrightis from
2022, btw)

-my takeaway: with local competition, it
seems it's purely based on optimizing
for SEQ, as there is plenty of content
already on this page.

Pain Management

Pain Management




Current tools and testing




-.~|L Current tools and testing: Live chat

Let's chat

Use our chat feature to instantly connect
with an adviser who can help you find a
provider, register for a class, event or
support group, or answer your other

questions about services offered at Baylor
Scott & White Health.




1|!-_ Current tools and testing: Live chat

Chat 2: rep only provided info relating to specific locations,
was not able to answer questions about services or
insurances accepted

Chat 1: rep disconnected after just
30 seconds of idle time (maybe
good to increase that timing)

(=) LetSChat
Let SChat A Elzina: Hello, You are connected now to Elzina.

9 Elzina: Thank you for chatting at BSWHealth.com/Ortho. How may | help you?
€ You: hi, i have a question about scoliosis treatments in the Austin area

4 Elzina: I'm happy to help you with that request. One moment please.

A Elzina: May | have your full name and email address?

9 Teressa: Hello, You are connected now to Teressa.
1 Teressa: Thank you for chatting at BSWHealth.com/Ortho. How may | help you?

E. You: hi, i was wondering what services you have for hip replacement? € You: no, i would just like an answer to my question
= Teressa: I'm happy to help you. Are you looking for a doctor to schedule an appointment with or € You: just wanted to know what services would be available to me for scoliosis for a teenager in
what type of services are you looking for? the Austin area
€ You: hip replacement options in the Dallas area & Elzina: Thank you.Thank you. Please continue to hold for 1 to 2 minutes while | review.
H Elzina: May | have your Austin zip code please?

A Teressa: Just to confirm you are looking for a doctor to see about a hip replacement correct?

: ¢ ; 5 ; : € You: 73301
& You: well, basically what services you would have for hip replacement including cost, providers,

4 Elzina: Thank you.

I9cations 9 Elzina: Thank you. Please continue to hold for 1 to 2 minutes while | review.

) Teressa: | can locate a provider and you would discuss cost with the office € You: np

A Teressa: Is there a specific type of insurance or method of payment you want us to search by? A Elzina: | have a Neurosurgery team and Chiropractic team. Which are you interested in for the
A Teressa: If you would like to continue this chat, please respond. If no response is received within treatment?

30 seconds, this chat will automatically end. Thank you. & You: chiropractic

9 Elzina: Thank you.

9 Elzina: Thank you for patiently holding. Please contact the following: Dr Aaron Williams, DCM or
Dr Kevin Herman, DC at 1524 S |H 35 Ste 140, Austin, TX 78704 and phone number 800.404.6050
for assistance with your request.

Ta kea Wa y: Ch a t d Oesn ’t I |St Se rVi Ces & You: ok, do you know what types of services they would have there?

€ You: i would like to know the types of treatments offered

a S a d Ve rti Sed , b ut it’s a d ece nt :;lqEI:isr:é: Unfortunately | am not in the office directly. Please contact the office and inquire of the

€ You: ok, no problem, thanks

(0] pti on fo r t h ose Wh (0] p refe r 9 Elzina: Do you have any additional questions for today?
€ You: do you know which insurance they would accept?

1 1 1 H A Elzina: Unfortunately | do not have the insurance information, please contact the office directly
getting informationonline about a Pt oo

€ You: ok, not too helpful, thanks anyway

| 0 Ca ti O n # You have disconnected.

@ Teressa has disconnected.




Recap of
recommendations/improvements




=L Recap of recommendations/improvements

Easy to tackle
Formatting and grammar fixes
Add linkbacks

Mid-level difficulty
Refreshand add images that are relevant (diagrams, images that don’t include everyone smiling all the time)
Add more pages to allow for more linkbacks

Add more pages with forms and quizzes to increase engagement (currently we have knee quiz and two assessments (back and
shoulder)).

Longerterm:

Add "medically reviewed" processesto each page to ensure there is no outdated content/and to hold us accountable forthe
freshestinfo

Do a holistic content refreshto add in sections, refine tone and give current & up-to-date information

Redo the pagesto presentbetter on mobile (dev lift)

Move the forms we are using from Marketo to Sitecore (future plan in place)




9|!-_ Recap of recommendations

Pages we can add to increase linkbacks and engagement:

Avascular necrosis
Bone spurs
Bunions

Cervical kyphosis
Charcot foot
Diabetic ulcers

Hip dysplasia

Hip impingement

Hip cartilage damage

Ligament tears

Mallet, claw and hammer toes

Perthes disease
Plantar fasciitis

Pseudarthrosis

Spinal stenosis
Spondylolisthesis
Spondylolysis



We got your back! Literally!

| L

Thanks for listening <3
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