How to Leverage Social Media to Power Behavior Change

a few examples and frameworks

Essential is a focused team of research and development professionals who think beyond
design to inform and translate strategy into breakthrough products and services.
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What actually matters to people?
e EXisting versus desired experiences
e Which gaps should be addressed?

How should we respond?
¢ Requirements, Features, Scenarios
e Service? System? Community?

How should the new offer be structured?
e Customer.Journey
e Architecture and Content
e Features, Interactions

How are we doing?
e Performance and Usability
e “Fit” with intended audience
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Considerations: is an online community right?

Wellness or disease state?
e Preventive or reactive

Acute or chronic?
e Can my actions improve my outcomes?

Multi-systemic?
¢ \ariability in disease course
e Complexity and efficacy of treatment

Regional variations
e Payer system
e Trust in healthcare system (or lack of)
e Broadband access
e Access to clinical expertise
e Approved therapies
e [anguage (especially if rare disease)
e Home based therapy?
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Hypotheses: areas for
value-added online services

Delivering the core

Targets a meaningful intersection .

Nails an entire scenario

Core product that excels at one thing .

Diversified but focused product
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Hypotheses: areas for -
value-added online services

patient information High Cost

disease
and support
management

Diversified but focused product

king

R Low Cost

Niche Appeal Broad Appeal
community

COPYRIGHT ESSENTIAL 2009




Online focus groups: UK,

US, Australia, Russia
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Web site that features:
a. creating a personal profile
b. browsing other’s profiles
c. contact peers or mentors
d. discussion boards

e. informal articles by peers or experts
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../../../../../../bhartman/Desktop/PROTOCOL_ML_121207/WebContent_121207/web-content/Patients Like Me/patientslikeme_symptom.html
../../../../../../bhartman/Desktop/PROTOCOL_ML_121207/WebContent_121207/web-content/Gaucher Kids/gaucherkids_ask.html

Phases of the patient experience

Investigation \

Diagnosis Routine

A
P

Connection

COPYRIGHT ESSENTIAL 2009




Attitudes can vary dramatically

INTENTIONS

. Mental effort
. Engagement

. Willingness to adapt
actions to different
situations

. Aptitude or
“intelligence”

A

ACTIONS

. Time spent
managing condition
. Effectively modifying
behavior




Attitudes can vary dramatically

INTENTIONS

OVERWHELMED BALANCED
| “get it” but dealing with it is a drag Understands the consequences
Unwilling to modify behavior; Desire to take care of themselves

constantly re-learning the basics
Wants to be in communication with Dr.

Difficulty affording treatment

Adapts behavior to variable
Needs reminders, sense of progress, circumstances
and empowerment

ACTIONS
DISENGAGED MISGUIDED

Not experiencing consequences “Going through the motions”

Lacks sense of urgency; is stubborn or Motivated by fear and guilt
in denial; jaded by medical community

Needs guidance on dealing w/ unique
Needs visceral understanding of long- events correctly
term implications

Needs understanding for how pieces fit
Needs support & to celebrate progress into the big picture




Suggested principles

Suffering from the same condition does not
mean patients have the same needs

Communities should flexibly address
changing priorities over the course of the
disease journey

Tools should support specific, personal
challenges and current topics of the disease

Keep monologs and dialogs in check

e (Governance may vary depending on
sponsoring institution
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Recommended reading

V) COUNTER Nudge: Thaler & Sunstein
C L O C K W I S E e Comparisons and energy consumption

e 401k savings
Mindful Health and the

}‘)

How might social media provide the

>wer of Possibility
ower of I'ossibiiity ‘nudge’ toward self-advocacy?

Nudge

Improving Decisions about

, Counterclockwise: Langer
Health, Wealth, and Happiness

e 1959 simulation

Richard H. Thaler and Cass R. Sunstein

e nee A IR e Social and cultural cues, aging
"Dwe of the few books I've read recently thas fandamentally changes the way E L L E N J " L A N G E R

| think abowt the world ™ ~S Lewitt. cosuthor of Fread o

T How might social media reset recovery
Mindfulness expectations of what’s possible?
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