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For a second year, UHS responded to an ongoing global 
pandemic with skill, enthusiasm and great work.

For the Agency, this meant a continuation of the course 
set in 2020, with an increased emphasis on digital 
strategies and executions, while moving forward with 
the work of making larger, more integrated networks of 
care top of mind for customers in all our markets.

What follows is a look at our best strategies and 
practices as they evolved in 2021. We salute everyone 
in the Acute Care and Behavioral Health divisions and 
their Agency colleagues for their extraordinary efforts 
this past year. 

—Roselle Charlier
VP, Chief Marketing and Communications Officer

A Challenge Answered
B E S T  P R A C T I C E S  2 0 2 1
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LEVERAGING DIGITAL PLATFORMS
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The ability to connect with and service customers at a distance 
proved ever-more-important in 2021, and digital strategies 
continued to grow quickly. Existing digital tools and platforms —
including email, search, social media, digital ads, online 
reputation management, telehealth and blogs — all grew 
dramatically. And new initiatives, such as online diagnostic 
assessments, were piloted.

These technical changes, combined with generational shifts, are 
fundamentally changing our relationship with customers. When 
the pandemic finally recedes, the world is unlikely to roll back to 
its former state. There is no going back.

Before sharing UHS’ efforts, let’s consider some factors 
impacting these changes.

—Diane Hill Lieb,
Senior Director, Advertising

The Future Is Here
L E V E R A G I N G  D I G I T A L  P L A T F O R M S
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Generational Attributes
L E V E R A G I N G  D I G I T A L  P L A T F O R M S

Published by Statista Research Department, Sep 10, 2021

§ Others make health 
decisions for them

§ Value customization
§ Lack trust in 

healthcare

Generation Z
Born ~2001-Present 

Millennials
Born ~1981-2000

Generation X
Born ~1965 -1980

§ Expect face time
§ Want personal 

relationships
§ Advise others on 

health decisions

Baby Boomers
Born ~1946-1964

§ High utilizer
§ Doctor = info source
§ Others may make 

health decisions for 
them

Traditionalists
Born ~1910-1945

§ Avoid healthcare
§ Prefer self-diagnosis
§ Convenience & low 

cost are key
§ Not loyal to one 

provider

§ Chief Health Officer
§ Shop for healthcare
§ Online = info sources
§ Value efficiency

Millennials and Generation Z 
(age 41 and younger) combined 

now outnumber Boomers and Generation X.

https://www.statista.com/aboutus/our-research-commitment
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Online Reputation Management Recognition
L E V E R A G I N G  D I G I T A L  P L A T F O R M S

In its 2022 Healthcare Report, Reputation 
ranked UHS as having the third-highest 
Reputation Score among the top 15 healthcare 
systems named by Modern Healthcare.

Among the factors that separated leaders from 
laggards:

- Leaders engage more with patients and 
respond to reviews more frequently.

- Leaders accumulated 237% more reviews 
than laggards.

- Sentiment, the most impactful part of a 
Reputation Score, differed by 27 percentage 
points between leaders and laggards.
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Healthcare Heroes 
D I V I S I O N W I D E  C A M P A I G N S

As the pandemic continued, healthcare 
providers were asked to provide an 
extraordinary, and sustained, level of care. To 
honor and support our colleagues and their 
continuing effort, UHS shared positive, 
supportive messaging on hospital and corporate 
websites, and on social media.

In February, UHS received a Gold AVA Digital 
Award for its Healthcare Heroes Tribute video, 
created in 2020 to honor, thank and recognize 
the outstanding efforts of its 90,000 employees 
during the COVID-19 pandemic. It can be seen at 
uhs.com/healthcareheroes.

https://uhs.com/recognizing-our-healthcare-heroes/?redirect=/healthcareheroes
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KidLink Expansion
L E V E R A G I N G  D I G I T A L  P L A T F O R M S

UHS leveraged the KidLink brand with state-specific 
pages listing child/adolescent treatment centers 
within Tennessee and Virginia. 
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Gluten-Free Menus
L O C A L  M A R K E T  H I G H L I G H T S  O F  T H E  Y E A R

Seven Acute Care hospitals achieved 
national certification as a gluten-free food 
service facility in 2021. They are:

• Lakewood Ranch Medical Center

• Northwest Texas Health System

• Centennial Hills Hospital

• Summerlin Hospital

• Desert Springs Hospital

• Valley Hospital

• GW Hospital

Lakewood Ranch Medical Center 

Summerlin Hospital
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Contacts
A C U T E  C A R E
Nicole Fufaro, Senior Acute Care Marketing Account Manager, 
Nicole.Fufaro@uhsinc.com, 484-690-6726

Robert Cappoli, Acute Care Project Manager, 
Robert.Cappoli@uhsinc.com, 610-893-1505

B E H A V I O R A L  H E A L T H
Lisa Haino, Senior Behavioral Health Marketing Account Manager, 
Lisa.Haino@uhsinc.com, 610-893-1594

I N T E R N A L  C O M M U N I C A T I O N S
Brian Torrence, Program Director,
Brian.Torrence@uhsinc.com, 610-382-4681

S T O R E F R O N T
Basia Seaman, Supervisor, Print Production,
Barbara.Seaman@uhsinc.com, 484-690-6749

P R ,  I S S U E S  M A N A G E M E N T  &  S O C I A L  M E D I A
Jane Crawford, Senior Director, Public Relations, 
Jane.Crawford@uhsinc.com, 610-382-4830

O N L I N E  R E P U T A T I O N  M A N A G E M E N T
Jill Thomas, Lead, Online Reputation Management, 
Jill.Thomas@uhsinc.com, 610-382-4403

D I G I T A L  M A R K E T I N G
Len Matty, Director, Digital Marketing & Strategy,
Len.Matty@uhsinc.com 484-690-6709

P A I D  M E D I A
Becky Williams, Manager, Media Planning & Placement, 
Becky.Williams@uhsinc.com, 610-878-3983

S E O
Tony Morisset, Supervisor, SEO,
Tony.Morisset@uhsinc.com, 610-382-4695
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