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About Garnet Health Doctors

Garnet Health Doctors is a primary care and multi-

specialty practice that is part of Garnet Health's network 

of care. 

167 total providers

18 Specialties

9 locations in Orange County, NY and Sullivan County, NY 

(about 55 miles northwest of NYC)

Serves:

• Garnet Health Medical Center (Middletown, NY)

• Garnet Health Medical Center – Catskills (Harris, NY)

• Garnet Health Medical Center – Catskills – Grover M 

Hermann Hospital – CAH (Callicoon, NY)
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Implementation and Activation 
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Implications for Providers
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Implications for Providers

- Provider adoption of OpenNotes

- Moving toward less medical jargon for patients

- Patient needs over provider convenience
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Marketing and Communication Strategy 

Primary Objectives:

1) Increase awareness and utilization of MyChart

2) Announce Open Notes feature and benefits (for outpatient services excluding ED and Mental Health)

3) Increase utilization of Open Notes (for outpatient services excluding ED and Mental Health)

Secondary Marketing Objectives:  

1) Increase digital presences 

2) Increase ease of Open Notes access

3) Drive/increase patient traffic to MyChart 

Geographical Target Area: 

Garnet Health Doctors’ primary and secondary service areas 

Demographic Target Audience:

Adults 18+, commercial, self and Medicare payers, households with children, new and existing 

patients   

Campaign Timeframe:

July 2020 – March 2021
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Marketing Tactics & Results
• Website presence 

• Local newspaper ads 

• Billboards

• Radio commercial

• Facebook posts & ads

• Google display ads

• Press release, media pitch

• Radio interviews

• Email 

• Custom campaign landing 
page: garnethealth.org/notes    

• Internal newsletter 

Email Billboards

Newspaper ads

Radio ads

Press release

Digital Marketing Click-through Rates:

• Email: 23.3%

• Facebook: 0.63%

• Display: 0.6%

Average: 8.18% - exceeding the 2% goal 

https://www.garnethealth.org/patients-visitors/mychart/visit-notes-mychart?hgcrm_channel=social&hgcrm_source=facebook&hgcrm_agency=client&hgcrm_campaignid=2940&hgcrm_tacticid=4935&hgcrm_trackingsetid=7484
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Digital Advertising: Email Performance

98.4% of link 
clicks drove 

traffic to MyChart

*

*A follow-up email 

was sent to all 

non-openers 

(total: 22,898)
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Digital Advertising: Facebook Performance

Ad segment #1: 

In-market individuals 

Ages 46-65+

Ad segment #2: 

In-market individuals 

Ages 21-45

This segment out-performed 

capturing 68% of total 

campaign results. 
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Digital Advertising: Google Display Performance

Display Ad Previews - Mobile:
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Patient Survey Summary

OBJECTIVE 

• To determine whether the 

Visit Notes feature is being 

used effectively by patients.

• Gauge how Visit Notes 

feature is perceived by 

active users. 

• Measure overall patient 

satisfaction. 

• Seek recommendations 

from patients for future 

possible enhancements to 

the Visit Notes feature.
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Some tips that helped us

Tip Why? Result

1. Build a diverse team of individuals, 

but not too big of a team (include an 

executive if you can)

Dealing with issues was much easier 

when different points of view were 

accounted for. Executives can make 

the decision then and there.

Issues resolved more efficiently

More input

Less red tape

2. Marketing.. Marketing… and More 

Marketing…

The more people see you, the more 

likely they will change their behavior

Increased awareness about Visit Notes

Eventual word of mouth spread 

between providers-patients and 

patients-patients

3. Managing change with your 

providers and communicate effectively

Some providers do not like change, 

regardless of the regulations

100% shared notes!

4. Do not wait to measure your 

progress.  Hold regularly scheduled 

meetings, evaluate your progress and 

be ready to pivot.

You will not have time to fix issues 

once they are discovered. The 

information blocking rules have hard 

deadlines.

We were able to readily change and 

adapt to new findings

5. Utilize the resources at your 

disposal (i.e. OpenNotes website, 

NYHealth, peers, etc.)

Will guide you through issues you may 

encounter/not think of

Addresses gaps in your game plan



Thank you and Good 
Luck!

We know you will do great!
If anything comes to mind:

Royce Pilkington
rpilkington@garnethealth.org

mailto:rpilkington@garnethealth.org

