The Impact of Social
Media on Health Care

Susana Shephard
Mayo Clinic Center for
Social Media
Shephard.Susana@mayo.edu

W MAYO CLINIC


mailto:Shephard.Susana@mayo.edu

What 1s Social Media?
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What I1s Social Media?

“The Instantaneous
aggregation and creation of
content by the people, of the
people, for the people, on the
social web.”

Eric Pena, Mashable.com



So what makes the Web Social?
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A DAY IN THE INTERNET
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294 BILLION

emails are sent.

It would take

2 years to process
that many pieces
of mail in the US.

2 MILLION |
BLOG POSTS "o

are written.

Enough posts to fill ‘.
N s— e ]

Time Magazine for 770 years.
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172 MILLION

different people

visit Facebook.

Twitter: 40 MILLION

Linkedin: 22 MILLION

Google+: 20 MILLION

Pinterest: 17 MILLION

&.7 BILLION
MINUTES

are spent on Facebook.

°"§._. 532 MILLION
Bl mm STATUSES

are updated.
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IPHONE SALES OUTPACE

the human population.

378,000

Created By:
MBAonline.com
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What does this mean for healthcare?

e Of the 74% of U.S. adults who use the Internet,
80% of users have looked online for health
Information.

* Top five searches include:

66% specific disease or medical problem

56% certain medical treatment or procedure

44% doctors or health professionals

36% hospitals or other medical facilities

33% health insurance, including private, Medicare or Medicaid

Source: May 2011 Pew Research Center report, The Social Life of Health Information
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Why should | care?






http://www.andnow.com/2011/07/pheonix-haboob-sand-storm-time-lapse/
http://www.andnow.com/2011/07/pheonix-haboob-sand-storm-time-lapse/

It’s Here!

Social Media Landscape
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A bird’s eye view

Social VMied
inHag|

Hospital Social Media Accounts: Characteristics of Hospital:

Number of Beds”

" [J6to 69
g
- " . suTube
149 &95a M 100 to 399
¥ oursquare - >399
OO B Not Using Social Media
Fac l‘l)()()’(A
L, O6GE8 Type of Ownership:
] Private, nonprofit
M Investor-owned, for profit
Twitter _ % M Government, federal
< A X % B Government, nonfederal -,
Bl Not Using Social Media
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A\ Risks Involved With Using Social Media

Social Media opens the door for negative comments
Can expose organizations to privacy, security and ethics breaches

Staff may inappropriately share confidential information about patients

and the organization

Raises new ethical questions about patient/provider relationships

Q-- MAYO CLINIC
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‘Which is why it is important for organizations

21° 0/ 0/
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General Policy fic Poli N » Polic v Don’t Kn
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Discipline is on the

f organization

¥ :
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Infographic by p@we r U M b

rg'-p MAYO CLINIC




Mayo Clinic’s First Social Networkers
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Mayo Clinic Milestones in Social Media

Sept. ’05 - First Podcast

Nov. 07 - Mayo Clinic Facebook page

Feb. 08 - YouTube channel

Apr. 08 - Twitter

May 08 - Mayo Clinic News Blog

Jan. ’09 - Sharing Mayo Clinic

Jul. ’10 - Mayo Clinic Center for Social Media

Sep. 10 - Social Media Health Network

?, ‘11 — Mayo Clinic News Network -
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What direction should we pursue?
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At Mayo Clinic

THE NEEDS OF THE PATIENT COME Finst
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Listening In old ways...

Healthcare organizations regularly seek to
understand patient satisfaction in order to improve
guality of care.

W MAYO CLINIC
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Listening In old ways...

* Online surveys

* Focus groups

* Patient relations offices

* Suggestions boxes and forms
* Quality review surveys

* Telephone surveys

e Static patient stories

And listening in new ways...

W MAYO CLINIC
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Patient virtual communities

MAYO
CLINIC Learn more about Mayo Clinie Request an Appointment

Connect with others who've been there.

Join Mayo Clinic's online health community Benefits of joining

When you're facing a health concern, sometimes what you really need is someone who has " Meet others with similar

already been there. That's what Mayo Clinic's online community is all about: connecting people BOSRD tumsts,

who have been through the Mayo Clinic experience with others facing a similar health concem. ' Share stories.

Each year, more than 500,000 unique patients from every U.S. state and nearly 150 countries wisit " Leam.

one of the Mayo Clinic campuses in Arizona, Florida or Minnesota for diagnosis and treatment. * Find support. .

These patients, their families and friends, and Mayo Clinic's 50,000 employees and students are
part of the global Mayo Clinic community. This site provides a place for community members to
share information, support and understanding. 3 -

' Hear about Mayo Clinic.

Join our community  Of  Browse our community

W MAYO CLINI
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fir Home

i Mews Articles

MAYO
CLINIC

Y .

My Profile

Discussions

Arabic (3

./ Discussions

| Mayo Clinic Blog Articles

Arthritis and Joint Conditions (139
Bone & Muscle Conditions (155

Brain and Nerve Diseases (283
Cancer (185

Childrens and Teens Health (32
Diabetes and Endocrine Problems (85

Digestive (Gastrointestinal) Problems

(197

Ear Mose & Throat Conditions (79
Espanol (18

Eye Conditions (54

Healthy Living (58

Heart & Blood Vessel Conditions (132
Infectious Disease (80

Kidney Conditions (53

Lung Conditions (58

Welcome, Susana Shephard

&= Dizable administrator view Help Log Cut

(] Inbox Learn more about Mayo Clinic Request an Appointment

Mens" Health (g2

Mental Health (227

Other (194

Physical Therapy and Rehabilitation (41
Pregnancy (30

Preventive Medicine (40

Scholarship Contest (40

Skin Conditions (79

Sleep Problems (74

Sports Medicine (23

Transplants (22

Traveling to Mayo Clinic (Arizona) (16
Traveling to Mayo Clinic (Florida) (23
Traveling to Mayo Clinic (Minnesota) (43
Urinary (Bladder) Conditions (53

Womens Health (1280

Autoimmune Diseases, Chronic Pain, Depression, Multiple Sclerosis, Pain and

many more. ..

Social Media Summit Scholarship Essay - Jill Plevinsky

Editar's Mate: This postis an essay from one ofthe entrants in the
patienticaregiver scholarship contest for our Health Care Social
hedia Summit in October. See this post for more details on the

=) Approvals

?’ Flageed

44 Promoted fems

Start a Discussion

What Our Advocates Are Saying

manigioma

Hello - there is some more information
availa

- hitp

anyone have arnold chiari malformation
Hi Shar3n - There is some information
available on mayoclinic.org - mainly just
specific to chiari malformation but arnold
chiari

Standing and walking problems.

Hello - We canno any medical ady
over the phone, but if you are interested in
talking with

Active Discussions

lewy oy

Hi Mizmish All of the above that you have

mentioned about your husband goes with the
ody dementia. It

Autoimmune Pancreatitis

Hello! I'm a 35yo female with possible
Autoimmune Pancreatitis. | am looking to
connect & discuss with others like me.

Dementia perhaps
Ewvaluation of dementia Diagnostic Tests
Commeon Differential 15t Tests Other Tests

Sk Members @ Community
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Patients’ social rating tools

VHEALTI—IGRADES'

Find a Doctor by Name or Specialty

Joctor Name and/or Specialty

HEAL

Find Doctors in Denver Change Lc

America’'s Best
Hospitals for 2012

LEARN MORE »

ANNOUNC ¢
HealthGrades and CPM Merge

Better H Ral Qualit

rent specialist? . Better Patient Care
LEARN MORE »

Us Press Room | ContactUs Aaverise | HealthGrades for Hospials Befter Medicine Local Health Careers Sitemap
» State Directories P Physicians by Specialty P Alternative Medical Providers by Specialty » Hospital and Group Practices

2 Copynght 2012 Health Grades, Inc. Patent US 7,752,060. All Rights Reserved Third Party materials induded herein protected under copyright law
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Professional virtual communities

Sign In
Foliow Us:

Physicians | Residents | Medical Students | Patients

Home |

Membership Education & Careers Advocacy Publications News Bookstore About AMA

Physician Health

Resources
Chinical Practice Improvement
and Patient Safety
e Community is a new AMA web page for sharing insights on work-life balance for
environment where you can interact with your and find timely
The community offers a

The Physician Health Onli
physicians. The community is a safe and secure
ou from the AMA and your colle 25 about this topic,

Continuing Medical Education

Health Information Technology updat news that in
Leos! ksues discussion board, a blog, information on upcoming events, resource and news links, and more.
Medical Ethics To access the community, you must create an AMA account. To create an account, or to sign in (if you're already a
member of the community or have an account) simply click the link below. Your request will be reviewed by the

Medical Science
community mana

Patient Education Materials
Please note that participation in our community requires that you agree to our code of conduct.

Performance Improvement
R Proceed to the Group
Physician Health

Newsletter

International Conference o
Physician Health

Articles on Physician Health

Related Links

ian Suicide Webinars
Practice Management Center
Public Health

Solutions for Managing Your
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Social Media Helps Find Kidney Donor

TinyFabKidnecy

“You have one mom. | have two
Kidneys. Let's do this."
—~Amy Donohue, January 2011

Donate

= - S EEES

Our TinyFabKidney Story

Anu Dwivedi was diagnosed with Chronic Kidney
Disease (CKD) 10 years ago. In October 2010, with
less than 20% functionality in both kKidneys, Anu faced
dialysis & a 2.6 year wait on the transplam list Her
daughter, Kiri, a social media enthusiast, started a
Facebook page in October 2010 to help educate
people on kidney disease & organ donation, and
hopefully, find a donor match for her mother

Amy Donohue found out about Anu's struggle from
Kirti's Facebook page in January 2011 Amy hersell
had suffered the 1oss of her lfather years ago, and she
offered to donate her kidney to Anu with no hesitation
telling Kirti. "“You have one mother, | have 2 Kidneys.'
Amy & Kirti knew each other from Twitter, & had met
once 1in 2010 Amy was tested & found to be a match on
March 15! The surgery took place on Tuesday, April 19
at Mayo Chnic in Phoenix, Anzona and was a success
Both Anu & Amy are recovenng nicely

The Phoemnix community has ralied around
#TinyFabKidney (as it is known In the Twitter &
Facebook community) as Kirih & Amy work 10 raise
funds

W MAYO CLINIC
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Mayo Clinic Facebook Posts

Wirite a camment. ..

Kirti Dwivedi » Mayo Clinic

Hello--have you heard our story? My mother is a kidney patient through your
Facility in Phoenix, and we Found our kidney donar, Ay Kopinski Donohue,
through Facebook, & Twitker! You can find out maore from our FB page, Kidney
Disease & My Tiny Mather! Thanks!

Saturday Might: FnB Supports TinyFabKidney Fund
blogs, phoenixneytines, com

Social media can help you make friends, get a job, keep up on the
news, or find a deal. ..

Tiagfablidney

D Wiew Post

Kidney Disease & My Tiny Mother

I met an amazing man koday--Jason Ratlff, 5 1/2 vears ago, he was the recipient
of a kidney donor From a man who had passed away, and it changed his life, He
has become close to his donor's Family & is thankful to £ach, his 'donor & hera', T
am thankful that he shared his story with me--I Feel so lucky that Ay has come
into aur lives,

Like * Camment # Chat (2)

Q-.p MAYO CLINIC
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A Kidney Disease & My Tiny Mother

Here is the link ko our skory on the Today Show--take a look!

She found a kidney for ailing mom via social media
today . masnbc.msn, com

For 10 vears, Kirti Dwivedi watched her mother suffer From
kidney disease, When she reached out for help via social
media, “T never thought that we would be able ta find
somebody that would be wiling to be a donor, et alone a
match,* she said.

] Like * Comment * Share
B 19 people like this,

L) View all 10 comments

H May 20 at 8:10pm * Like * €31 person

m Janet Caskey Sooooo happy for everyone!!
B & May 21 ab 10:11am * Like * €51 person

Wrike a comment, ..
1# Chat {4)

Q-.p MAYO CLINIC
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Wite a camment. ..

Amy Donohue

wiell, Mavo Chinic just called and I've been approved to donate my kidney!
fipparently, though, the doctors are in a heated debate on WHICH kidney to kake,
I have scheduled my surgery For April 19th, Hooray!

Like * Comment
06 people fike this,

L) View &l 7 comments

g Deborah Woods Lupnacca Hurray vou got a date, |
e March 15 at 6:43pm * Like

Amy Donohue T set it for the earliest they could do, 23
March 15 at 6:ddpm * Like * &b 2 people

Wite a camment. .

Pooja Gupta Babbrah

Hi &y and Kriti! I nok on bwitter anymore- T decided ko pick one ooison and FE is
it, 50 T am hoping you will be posting the fundraising events and p 3@ Chat (2)

rarbu inFa hera acowall Hame zllic walll o Damis - 2 b2 "Hharvasle

Q-- MAYO CLINIC
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Health

Information (l‘[,‘l\.l(‘

Ne)

Sharmg Mayo Clinic

ories from patients, family, friends and Mayo Clinic staf

From Wheelchair to Rock-Climbing in 3 weeks!

Research




But listening Is not enough

* You need to respond and connect
using the 3 E’s:

* ENGAGE with conversation
* EMPOWER with knowledge
s EDUCATE with reliable content

W MAYO CLINIC
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En espanol

Aliss Aleman

Feliz de encontrar publicaciones en espanol,por favor envien temas sobre
diabetes!! gracias

mlike * Carmm
L g S

L

I Youand 5 others like this.

P'L
i

agregar videos en espafiol en nuestro canal de YouTube, Su
sugerenda de induir informacian sobre a diabetes es excelente! Por
ahora, el siguiente enlace propordona mas informadan
http:/jwww.diabetes, org/espanal/,

% - e .
\ .Y Informacion en Espaniol - American
g ‘. Diabetes Association
£ ¥

W Mayo Clinic en espaiiol Hola, Aliss, Estamos en el proceso de

% www.dibetes.org

Wirite = rarmirmer
e g LLK L | | Y

7
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facebook

Marysun Cadena

Buenas tardes kisiera preguntarles la enfermedad llamada Vitilingo tiene cura me
gustaria k me respondieran gradas v k pasen lindo dia...

I Morith Reategui likes this.

Desafortunadamente, no hay una cura para el vitiigo pero si hay
varios fratamientos. El siguiente enlace le dard mas informadan
http: /fwwewe . nlm. nih. gov medlineplus /spanish fvitiligo.html. Gradas
por su pregunta!

Iv..niil Mayo Clinic en espariol Buenas tardes, Marysun.

Vitiligo: MedlinePlus en esparniol
wwwe . nilm . nib . gone

Hlico
LARE

ST

February 22 at 4: 15pm * Like - Remove Preview
Marysun Cadena Muchas gradas v voy a checar la pagina se los
agradesco mucha..

February 22 at 4:23pm - Unlike - g 1

Lo B

Q-- MAYO CLINIC




V(i1"l Tube Q  Browse

Edit info Enhancements Annotations

Know Your Numbers - 8675309 Parody - Mayo Clinic

mayoclinic 1,863 videos ¥

Facebook
Find Mayo Clinic on Facebook here:

0:01/5:38

This video is public.
b Like ' + Addto = Share M

Uploaded by mayoclinic on Oct 14, 2011

This is a parody of 8675309/Jenny, produced by the Mayo Clinic Center for
Social Media to promote healthy heart awareness

_ _ MAYO CLINIC
Http://www.youtube.com/v/kkpsd XwvxK4?version=3&feature=player detailpage
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http://www.youtube.com/v/kkps4XwvxK4?version=3&feature=player_detailpage
http://www.youtube.com/v/kkps4XwvxK4?version=3&feature=player_detailpage

@MayoClinic

Q Profile

Search Home Messages

kwitter¥

monaENYIROsalus
Think 3 #eor

19 pt g hrly after concussion no longer
ct?

support your great work and are telling the world,

ChrisRalphTHW

Who To Follow B B mayoClinc~

GivCause
@GivCause view iull profile —

;
Lhe

2233

Tuveets

684

Follaraing

259 7
Listed

Follovwers

& Follow

fg

GivCause

.. Seen around the world &t

GivCause

e part of it... The world is

W MAYO CLINIC
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@MayoClinic

Kesuls for
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ad
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harmseove
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Kelly Young RA Warrior talks with Mayo Clinic about American College of Rheumatology Meeting

mayoclinic 1,863 videos ¥~

|

Learn about Rheumatology

On Mayo Clinic’s website
www.mayoclinic.org/rheumatology

+ Addto » Share o

Dy mayoclnic on
She was the first patient blogger to attend as a member of the press, and
Kelly, Young, advocate for Rheumatology Arthritis patients, is attending The
American College of Rheumatology Scientific Meeting again this year. Her

) Clinic News 1 55
J . ) - 12
mission-Fmpower BA patie g advncate for imorgved diagng nd .

3031031-38
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http://www.youtube.com/v/o1sxaExEBLI?version=3&feature=player_detailpage
http://www.youtube.com/v/o1sxaExEBLI?version=3&feature=player_detailpage

Educating

=l =F .
L B R |

Check out our blog every Friday for a 3 part series on The
Importance of Clinical Trials. Great information!
http://themendedhearts.wordpress.com/

N/

The Mended Hearts Blog

R LTI o Ty
emendednedr is. Wordpress. oo

Q-.p MAYO CLINIC
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Thru blogs...
Y

Offering the gift of hope and emawagmm to heart patients, their families and caregivers

Mended Hearts

HOME ABOUT

Finding the Right Clinical Trial - Part 2

Enter your email address to
subscribe to this blog and receive
notifications of new posts by email.

Join 160 other followers

B

é DONATE

Find us on

Facebook

W MAYO CLINIC
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Mended Hearts, Inc. and Dignity Health

How to find research trials in your area?

Fesearch sites promote their studies to the public through a number of ways. If you
know where to look, you may be able to find relevant clinical trials in your area. Below
are a few websites you can visit to locate studies in your area that you may qualify for as
you consider becoming a research participant.

3 CenterWatch com sponsors a free Patient Motification Service that automatically
emails subscribers as soon as a clinical trial is posted that matches their medical
condition and geagraphic area.

# ClinicalTrials.gov 15 another wvaluable resource where those interested in
volunteering for clinical trials can search an extensive database based on several

criteria, including location and disease.

Identifying the right clinical trial can be both educational and rewarding. 50 you may be
asking “what happens ance I’'m enrolled in a trial? Stay tuned for my next post where I°ll
provide an overview of the participation experience.

Mended Hearts wants to hear from you. Flease feel free to leave comments here about
YOUr own experiences as a research participant!

Ann Campbell, RN, is the Frogram Manager for Cardiovascular Research atr Mercy
Giltbert Medical Center— a Dignity Health Member —in Gilbert, Anz.

July 2010
June 2010
May 2010
Aprl 2010
March 2010
February 2010

Advocacy
AWArEness

chapter events
Clinical Trials
convention
E-COMMErce
Heathy eating
Mended Little Hearts
Persanal stories
Technology

The Mended Hearts
Uncategorized
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http://www.youtube.com/v/o1sxaExEBLI?version=3&feature=player_detailpage
http://www.youtube.com/v/o1sxaExEBLI?version=3&feature=player_detailpage

Take the plunge and dive In!
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Mayo Clinic Center for Social Media

* Our Raison d’etre: The Mayo Clinic Center
for Social Media exists to improve health
globally by accelerating effective application
of social media tools throughout Mayo Clinic
and spurring broader and deeper
engagement in social media by hospitals,
medical professionals and patients.

* Our Mission: Lead the social media
revolution in health care, contributing to
health and well being for people everywhere.

W MAYO CLINIC



It’s not just about marketing...

* Center’s focus to apply revolutionary tools in
* Practice
* Education
* Research
* Administration

 Internal and External uses to communicate
with key groups, with the aim of creating
community

W MAYO CLINIC



It’s not just about Mayo...

* Social Media Health Network is a membership
group associated with Center for Social
Media

* For organizations wanting to use social
media to promote health, fight disease and
iImprove health care

* Sliding scale dues based on organization
size/revenue

* Industry members eligible to join, but not
accepting industry grant funding

* >110 member organizations () M



A Sample of Network Members

American Hospital Association

Radboud University Nijmegen Medical Center
Jamestown Hospital

National Cancer Institute

Vanderbilt University Medical Center
Encephalitis Global

See Full List at
http://socialmedia.mayoclinic.org/network/ &

W MAYO CLINIC
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http://socialmedia.mayoclinic.org/network/

Social Media Health Network
Benefits

* Online learning and networking community
for all employees of member organizations

* Free registration for monthly webinars
($1,200 value)

* Discounted (or free) registration to in-person
events, including

* Connecting Health Care and Social Media
(May 17-18 in New York City)

* Social Media Summit (Oct. 16-18,
Rochester)

MAYO CLINIC
* Soclial Media Residency (Varlous@



One Practical Case Study In
NOIRVEh

As | approaches zero,
ROl approaches infinity

Lee Aase, Director of Mayo Clinic Center for Social Media

-
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You T“b? \ myelofibrosis | search | Br

Myelofibrosis-Mayo Clinic

mayoclinic 1,486 videos || Subscribe

¢k Like 5 4 Addto v  Share |W 10,241
Uploaded by mayoclinic on Jul 14,

Mayo Clinic Dr. Ruben Mesa discusses the symptoms, treatment and

10 likes, O dislikes
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From: Ruben A. Mesa,MD
<Mesa.Ruben@mayo.edu:>

Date: Wednesday, February 10, 2010 1:16 PM
To: Lee Aase <aase.leg@mayo.edu>

Subject: Re: Update on YouTube and appointment
requests /consults

iTherE is hardly a new out of state consult | see which does not
mention the video(s). How many came initiated by the video(s) is
unclear but the impact has been huge. | would conservatively say
the videos have been mentioned by 50 external direct consults, of
which a solid percentage the video played a role in them coming. My
sense is people hear about my work in the field, consider a consult,
then when they see the video it seals the deal.

rg'- MAYO CLINIC




For Further Interaction:

* Shephard.Susana@mayo.edu
* @sesaz on Twitter #MCCSM
* http://socialmedia.mayoclinic.org

Thank you!

W MAYO CLINIC
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