
Patient Family Messaging



How Concerned are People, Really?
Market Research

ReviveHealth conducted a Pollfish survey of 600 respondents on April 21-22 among Americans with a medical 
issue that will require surgery/treatment when the pandemic fades and surgeries resume. Several findings are 
applicable for CCHMC when considering messaging to patient families, including:

+ Consumers worry about visiting medical facilities: 50% of respondents were extremely concerned about 
visiting the hospital; and 41% were extremely concerned about visiting an outpatient medical facility or surgery 
center.

+ Some may wait to have their procedure: 31% of respondents mentioned that they’re likely to schedule the 
surgery/treatment they need between 2-3 months after doors reopen, though 24% say they’d schedule as soon 
as possible and another 24% report being likely to schedule within the first month.

+ Cleanliness matters most: Top priorities for respondents included the cleanliness of facilities and equipment, 
staff protocols that protect patients from being infected; and a desire for COVID-19-related patients to be 
treated in a separate facility.



What People Want to Hear About
Messages that matter most right now

Based on survey results, patients are most interested in learning about the following items from a hospital, and say that 
the below would influence their decision to have a procedure at that hospital “a great deal”:

+ The safety & cleanliness of facilities (63.5%)

+ Their excellent clinical quality (61%)

+ The specific protocols they have in place to protect patients from
being infected (55.83%)

+ They have dedicated a separate facility to treat all COVID-19-related patients, in order to protect you from the possibility of 
infection (55.33%)

We know that CCHMC’s high-acuity patient families also expressed in a recent survey a desire to:

+ Understand how CCHMC is responding to COVID-19, including updated procedures & policies

+ Have information on where to go and how to proceed during visits

+ Receive information on alternative resources for cancelled appointments



Communication Preferences
Channels and frequency

Based on survey results, patients have specific preferences about where and how often they receive 
communications:

+ Email is the top preference: Most patients prefer to get information from their hospital/doctor about surgery 
resuming by email (62%), followed by phone (50%), website (20.5%), direct mail (20.17%), and social media (15%).

+ Patients want frequent communications: Patients want to receive communications at least once a week – with 54% 
of respondents preferring to be communicated with either twice a week or once a week

We know that CCHMC’s high-acuity patient families also shared they’re currently getting the most information 
about COVID-19 from CCHMC via:

+ Facebook (39%)

+ Main website (37%)

+ Local news outlets (27%) 

Note that 21% of high-acuity patient families 
indicated that they haven’t sought or found any 
COVID-19 information as it relates to CCHMC, with 
7% sharing they contacted their pediatrician.



When alerting patient families that CCHMC is open, there are three key elements to include in the messaging:

+ Offer Empathy: Patient families have been waiting for in-person appointments and have put their lives on 
pause during COVID-19. Parents may be worried about their child’s health and may be scared to visit the 
hospital.

+ Provide Clear Next Steps: Especially for parents of children whose appointments are not happening right 
away, be sure to give actionable next steps that they can do in the meantime while they wait for their 
appointment.

+ Set Expectations for the Visit: The patient experience has changed due to the pandemic. Let families know 
what they can expect and how to prepare themselves and their children.

Key Messaging Elements
We’re Open



You’ve put your life and 
child’s health on pause
as a result of COVID-19, 

and we greatly 
appreciate your 

patience.

We’re Open
Key Messages

But restrictions are now 
being lifted and it’s time 
for your child to receive 

the care s/he needs. 

.

Your child’s visit has been 
scheduled for <day, date, 
and time> at <hospital>. 

We are located at 
<address>.

Offer Empathy Provide Next Steps Set Expectations For The Visit

As you prepare for your child’s appointment, we want you to know 
that it is safe to come to CCHMC, just as it has always been. We are 
taking every precaution to protect our patient families and team 
members. During your visit you can expect:

+ Continuous and thorough cleaning of all surfaces, spaces, 
and equipment, around the clock.

+ Masks and other necessary personal protective equipment
for every person in our facilities.

+ Regular screenings and testing of all clinicians, team 
members, and visitors.

+ Social distancing practices enforced in public areas and 
visitor limitations.

+ Up-to-date safety protocols based on the most recent 
guidance from ODH and the Governor’s Office.  

If you’d like to know more 
about the safety measures 

we have in place, visit 
https://www.cincinnatichil
drens.org/patients/corona

virus-information



From being pre-screened to wearing masks and having providers in protective gear to understanding visitor 
policies, there’s a lot for patient families to plan for. When helping them to plan ahead:

+ Provide Clear Guidelines: ODH and the Governor’s Office has given specific action items for parents and 
children to take when going to a hospital for an in-person appointment. Share those guidelines, as well as 
your own.

+ Offer a Means for Feedback: Patient families will likely have many questions, and some may have concerns. 
Be sure to include several methods for them to connect with the hospital, physicians, or care team.

Key Messaging Elements
How to Prepare for Your Visit



How To Prepare For Your Visit
Key Messages

Provide Clear Guidelines

We are committed to making, CCHMC the safest environment possible, and you can 
help. For your protection, as well as the protection of others, here are 5 simple 
things you can do in preparation for your visit:

+ Protect yourself and your child by wearing a mask on your way here. We will 
provide you with a mask when you arrive.

+ Practice social distancing leading up to and during your visit.

+ Call your provider if your child experiences symptoms such as fever, dry cough, 
sore throat, or shortness of breath prior to your procedure to determine if it is 
safe to proceed. (Screening may also be required upon arrival at the hospital.)

+ Let family and friends know that visitation is restricted to two healthy adults 
and encourage them not to come to the hospital for the time being.

+ Let us know if there’s anything we can do to assist you and/or your child before 
your visit.

Provide a Means for Feedback

If you have questions or concerns about your 
visit:

+ Contact us at <number> or <contact form>.

+ Schedule a telehealth appointment via CincyKids
Health Connect with your physician at <URL>.

+ Learn how to manage your child’s symptoms while 
at home at <URL>.


