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Landscape
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Key points

® 0 0
LU Health consumers’ behaviours are comprehensively multichannel

Industry, government and practitioners lag behind consumers
Mobile devices are dominant

Social media is absolutely mainstream

Chat and voice interfaces are here. Get ready
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Messaging is huge and growing
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A framework for considering multichannel

Publishing Algorithmic/Database/ Human Interaction
Directories
Static Periodic Information Search Personalised One to many One to One
(- . ; N S Telephony .
O Video call
0
G Event Hosting Co-browse
CILJ Brochures Web Chat
"E Messaging Chat
QL) SMS notifications
wn .
S Social publishing Event Participation
QL) Video content with comments
Q. Social Community Building
o+ Al Chatbots (text and voice)
8 o Email Newsletters
O Content Publishing Medicines database Triage apps/web/ Social Chat/Forums
Social publishing Service Finder messaging app

Messaging publishing Social promotion

Interactivity
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Three domains of multichannel

Delivering content and

services for consumers Metrics and analytics to

create insights into
multichannel behaviours
and determine KPIs and
benchmarks

Publishing
/ service
delivery

Single view of
consumer

Following consumers and their

experiences as they move healthdi';ect Partner
between channels asstraia | Forum 2018



Australian Health
Consumer and
Practitioner Behaviours
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Australian telecommunications use: Age spread
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Australian telecommunications use: Age spread
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Australian telecommunications use
Aboriginal and Torres Strait Islander & Culturally and
linguistically diverse populations
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Device use: healthdirect
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Consumer channel familiarity

Spontaneous mention of channels for health information, advice and treatment

Consult doctor/GP/Medical centre
Internet/online/websites

Google

Pharmacist
Friends/family/colleagues

Govt. services/Dept. of Health
Helpline

Specific website (eg Beyond Blue. Mayo Clinic)
Nurse (eg RDNS, Nurse on call)
Hospital/ED/000

Other

None

Source: Healthdirect Australia, Multichannel Direct Research 2016
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Consumer channel familiarity: Regional

Spontaneous mention of channels for health information, advice and treatment

Consult Doctor/GP/medical centre

The internet/online/websites

Google
Other

Consult a pharmacist

Friends/family/colleagues

Hospital/Emergency/000

Website specified e.g. Beyond Blue, Mayo Clinic etc.
Govt services/Dept of health

Consult a nurse (RDNS, Nurse on Call)

1”""'”'

None/don't know
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Future healthcare channel use (prompted)

Home Visit Service
websites

search engines

24/7 helpline

Word of mouth

Apps (Smartphone and tablet)
Online symptom checklists
Printed pamphlet or poster
Instant messaging services
Social media pages
Blogging sites/forums
Email

Physical mail

Q
S5

10% 20% 30% 40% 50% 60% 70% 80% 90%  100%

M Future use (not used) M Future use (have used)
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Preferences for information: GPs v consumers

GPs were asked:

* How often do patients
refer to information
from these channels?

* How often do you
refer your patients to
information from
these channels?

Source: Healthdirect Australia GP Online Survey 2015
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Social Media
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Million active users

Messaging and social are huge
Global users 2016-2018
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AU social media use: Facebook is #1. Also #3, #4 and #5.

Social media network and messaging service use in Australia, 2016-2018

Facebook HF—— 70%
YouTube NI 68 Y
Facebook IM N, 49 %
Instagram Y . 34 Y%
WhatsApp EE7S.—— 22%
Skype HNIEEEE— 21
Snapchat I 21%
Twitter NN 20%
Pinterest NN 20 %
Google+ NN 19,
Linked|n NN 8%
Reddit R 10%

0%. 018 090 1260% 40% 60% 80%
@
: Partner
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Source: WeAreSocial Digital in 2016, 2018. Figures are % active adult internet population Australia FO r U m 2 O ].8




Facebook AU: Age and gender

Million
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Messaging

:@ Partner
healthdi\lgggug Forum 2018



Messaging in Australia

Percentage of Australian population using messaging services, 2016
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Messaging platforms
Aboriginal and Torres Strait Islander & Culturally and
linguistically diverse populations
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Chatbots
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It’s all about the interface. Or lack of one

 Can be a stand-alone app or an
existing platform

* It may or may not use free-text
input

* May use text or voice

* |t can be one-to-one or one-to-many

* |t can connect humans to humans or
humans to machines

“p service, powered by rules and . Can-use Al or machine learning, or
] L ) be simple rules-based

sometimes artificial intelligence, that

you interact with by a chat interface.”

* |tis usually real-time and transient

healthdirect ~-artner

Source: https://chatbotsmagazine.com/the-complete-beginner-s-guide-to-chatbots Australia FO r u m 2 O ]_ 8



Chatbot potential benefits

24 hour service | N 64 %

Answers to simple questions [ NN 55%

Getting an instant response [N 55%

Easy communication [ NN 51 %

A good customer experience [ NN 43%

Complaints resolved quickly _ 43%

Detailed and expert answers [ NNNNDEEEEEEEE 37%

Answers to complex questions [ ENNNDEEEEEEEEE 35%
Friendlieness and approachability | N NNNNEEEEEEEEE 32%
None [ 8%
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Chatbot potential benefits: Intergenerational

differences

24 hour service

Answers to simple questions
Getting an instant response

Easy communication

A good customer experience
Complaints resolved quickly
Detailed and expert answers
Answers to complex questions
Friendlieness and approachability

None

Source: Drift/Audience/Salesforce, 2018 State of Chatbots Report
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Voice Interface
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Two types of voice interface devices emerging

Screen first

Voice First
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Smart speaker use cases

Gneral questions
Weather

Stream Music
Timers and Alarms
To-do lists

Calendar

Home Automation
Stream news

Find local businesses
Playing Games
Bluetooth Audio
Audiobooks

Order products
Order food/services
Podcasts

Source: Comscore, 2017
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Healthdirect Australia
examples
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Social media

Carer
o Gateway

Carer Gateway
@carergateway

Home

Posts.

Videos

Photos

About
Community
Terms of Use
Monitoring times

Welcome.

Create a Page

healthdirect

e Liked )
Healthdirect
posts Australia @
@Healthdirectaustralia
o= " Home

~ 20ms
Exercise canf Terms of use

caring for sof

active visit C D

Videos
Photos
About
Community
Events

Welcome

Exercise|
Exercise cai
someone. N

»

1l Liked
Posts.
H

1

Losing y
alopecia

o 0 o
00¢
pregnancy
birth&baby

Pregnancy Birth
and Baby

@pregnancybirthandbaby
Home

About

Events

Monitoring times

Terms of use

Photos

Videos

Posts

Community

Create a Page

Facebook monitoring times.

9am -
(exclus

Do not use ti

5pm AEST Mon-Fri
ding public holidays) e

v

\

L ’}b

page to seek medical advice.

thdirect on 18

W Likedv X\ Following v A Share

Photos

Yy |

i
)

pea

M=\

Govemment Organization

Open Now

Community See Al
24 Invite your friends to ike this Page

e 37.123 people like this

2\ 37,798 people follow this

2L Amanda Hoh likes this or has checked in

About See Al

% pregnancybirthbaby.org au (245.26 mi)
Get Directions

% 1800882436

@ v pregnancybirtibaby.org.au

[=3 Government Organization - Government

Healthdirect Australia
April 17 at 1:00pm - &

Welcome to our Smart Eating forum. Professor Bruce Neal, Senior Director

at The George Instit
better food choices,
you might have. Folld

NOTE: our forum clof

@®54& Pregnancy Birth and Baby
vy, May 3 at12:59pm - @

Welcome to our Colds and Flu forum. Our maternal child health nurses are
here to answer questions or concerns you may have. Post your questions
below.

NOTE: forum closes at 2pm (AEST).

O

4 Shares

s Healthdirect
with some of t
choices and n
Institute for Gl
other question| -

Like - Reply - 1  yf Like #8 Comment A Share

The George I @ 12 Top Comments *
answering yod

Like - Reply - 1

(o

1 share

B e commen:

e Healthdirect

harmful?” @5 Pregnancy Birth and Baby We have another question from Terrie Thomas
TR who wrote:
Like - Reply - 1 "Hi, I'm just curious whether | should get the flu shot for my nearly 2 year old.
Hubby and | can get it from work for free but 'm not sure if we should get it
“» 2Replies either. So confused.
Like - Reply - May 3 at 1:17pm - Edited
i Healthdirect W View previous replies
food?"

44 Pregnancy Birth and Baby Hi Terrie - this is the response for your

Facebook pages

second question.
all babies catch everything thatis going around when they first start
day-care. Ifthey don't go to day-care, then this will happen when they
start kindergarten. This is because their body'... See More
Like - Reply - May 3 at 121pm

% View more replies

Live forums

healthdirect

e Telstra = 9 % 67% W)

<

Home Posts Videos Photos About (

Healthdirect Australia
Friday at 6:00 pm - @

Keeping active can help ease joint pain and
stiffness from arthritis. Follow our tips for
exercising with arthritis to help manage your
symptoms.

Got creaky joints?
Get moving to ease arthritis pain,
healthdirect.gov.au

o 8 2 shares

i Like

- Comment ~ Share

Healthdirect Anctralia

5 18 - (S B

Mobile publishing
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Webchat by age

Percentage of trial respondents by patient age
35%
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20%
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B Voice B Webchat
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Webchat: Disposition outcomes

50.0%
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30.0%
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B Final - voice B Final - webchat
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Symptom check messenger
Typically replies instantly

Sym ptom C hECke r C h atbOt If you or the patient have any of these

symptoms:

MANAGE (O

Replication of Symptom Checker functionality in Facebook Instant Messenger - central or crushing chest pain

- unconsciousness or suffering a
seizure (fit)
- difficulty breathing or turning blue

- badly bleeding

Syl | | pt0| | | C h eCke r - victim of a severe accident. <
Then call triple zero (000) and ask for
1. Symptom selection 2. Basic details 4. What to do next an ambulance.

If you're thinking about suicide,
harming yourself or someone else, or
need someone to talk to now call
Lifelineon 13 11 14. If life is in danger

Your answers so far:
Warm or unusually cold

Symptom area:

Is the skin on your arm unusually cold? Abdominal pain e call triple T (000)'

When you touch your skin, does it feel colder as you move down closer to B

your hand? Basic details

If your skin feels unusually cold this could mean you need urgent medical Gender/Age: Female, 46 years If you don't have any of these
attention. Location: Leichhardt NSW 2040 Edit symptoms, lan, we're sorry to hear

you're not feeling too good '+ & =

Feeling cool or chilly is not the same as feeling unusually cold. Which one of these is bothering you"

Cold
Seen WHY ONLY THESE?
Warm
Send a message
< PREVIOUS NEXT >

; Partner
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Developed in Facebook Instant Messenger platform

eeeee Optus AU 7 3:54 pm @ 7 @6 49% M

Symptom check messenger >
{ Home (1) ~Y™pom o

&

Manage

eplics instantly

A o

Symptom check messenger
App Page

O Typically replies instantly

(1) Hi Gordon, feeling unwell?
~ Not sure if you need a doctor?
| can help you decide what to do next.

If you or the patient have any of these
symptoms:

- central or crushing chest pain

- unconsciousness or suffering a seizure (fit)
- difficulty breathing or turning blue

- badly bleeding

- victim of a severe accident.

Then call triple zero (000) and ask for an
ambulance

Get Started

" QQRAEEH Y P

< Symptom check messenger
Typically replies instantly

MANAGE

Choose an option below:

Type the patient's age below.

WHY ARE WE ASKING?

We just want to confirm you have a
fever?

Any temperature over 38°C is classified
as a fever.

MORE ABOUT THIS

Choose an option below:

No, other symptom

Send a message

30 w40 945

®

rQQEZ2NML P

<« Symptom check messenger

. o MANAGE
Typically replies instantly

Do you have any of these symptoms?
Click button below for more info

WHAT DOES THIS MEAN?
- a headache that's so painful you can't
do anything

+ looking at bright light causes pain

+ you've got severe pain in your limbs or
joints

- you've suffered a seizure (or fit)

- you can't place your chin down to your
chest

- you're feeling unusually drowsy or
confused

Choose an option below:

Send a message

30O w40 946

0]

" QQEZEM P 300 w0947 |

< Symptom check messenger @
Typically replies instantly

MANAGE

It looks like you need to call the
healthdirect helpline immediately on
1800 022 222 for a more detailed
assessment and to exclude any
possible serious conditions you might
have.

As well as calling healthdirect
immediately, you might find the
information in the buttons below helpful
for managing your symptoms after you
speak to one of the nurses.

MAKE SURE YOU...

IF THINGS GET WORSE
Your reference number is:
1774418063.

You'll need this number if you call the
healthdirect helpline.

What to do next

Use the button below to call healthdirect
immediately from your device. .(:

Send a message

* Final dispositions include (where appropriate) referral to NHSD for primary and acute care

providers

 Warm transfer between web, chatbot and telephony

healthdirect

Australia
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Voice apps — Summer and Winter Health
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Service Finder: Natural language pilot
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