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Healthcare Special Report:

Social Media in the Time of the Coronavirus

The healthcare industry has enough to deal with right now, without having to spend extra time
worrying about if they're tackling social media correctly. With doctors and nurses bravely on the
front lines in fighting the coronavirus, marketing departments want to communicate all the great
work their colleagues are doing and share the right information to keep as many people as

possible out of harm's way.

While that's always true, with our healthcare system being strained like never before, getting the

right information in front of as many people as possible literally could save lives.

Healthcare teams need straight answers to such questions like what's the best time to post, and
has that changed now that so many people are working from home? Is the social audience
becoming more, or less afraid of the coronavirus over time? Is there a particular social platform the
audience is turning to for coronavirus related information? Should hospitals be posting more, or

less around this crisis?

In this special report, ListenFirst will provide concrete answers to all those questions and more,
giving hospitals the full picture of what the rapidly changing status quo looks like and what the

new social media best practices are during this trying time.

About ListenFirst

ListenFirst is the social analytics solution trusted by the world’s leading brands. We unite billions of
consumer signals from every social platform to give brands a complete picture of their
performance and the analytics to drive successful strategies. For additional information, visit

www.listenfirstmedia.com.

Our clients include:
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Conversation Around Coronavirus

Conversation around the Coronavirus or Covid-19 picked up on February 26 when
President Trump addressed the nation about the virus and when his administration sought
$2.5B from Congress to combat the epidemic. It peaked again on February 28 when the
stock market continued to drop and soared thereafter as events changed quickly day to
day, from the WHO declaring a pandemic, the stock market declining, states and cities
shutting down, and more and more people testing positive. Conversation is still high, but
starting to to slow down as people settle into their new quarantined life.
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Virus Detected and Spreads

From Jan 1 - 31, there were 15M mentions of the Coronavirus, 30% of which was negative
sentiment. At the time, much of what was known about the virus was focused around Hubei
Province, particularly Wuhan, where the virus originated. There was limited information about the
virus itself in January. Conversation spiked when cases were confirmed outside of China, when
Wuhan and Hubei Province was placed under quarantine, and then when the WHO declared the
virus a global emergency.

From Feb 1 - 23, there were 21M mentions about Coronavirus, and negative sentiment grew to
31%. During this 3-week+ period, the first deaths occurred outside of China, the Diamond Princess
cruise ship was quarantined in Japan waters making it the largest Covid-19 outbreak outside of
China, and the death toll from the virus crossed the 1,000 mark. While “Wuhan” and “The Virus”
were still top topics, conversation also turned to “Quarantined” and “Pandemic” entered the
conversation.

Jan 1-31, 2020 | 14,971,171 Mentions
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Stock Market Reacts to New Cases Globally

The last week of February saw a spike in conversation to 31M mentions with negative sentiment
increasing to 39% from 31% in the first three weeks of February. “Pandemic” took center stage,
capturing the largest share of conversation. While “Fear” inched up one pointto 17%, “Sadness”
increased to 7% and “Anger” rose to 4% from 2% during the first three weeks of February. During
this time, Iran became a focus of the virus, Italy reported a surge in cases n the North, there were
cases detected in Washington State, the White House asked Congress for $2.5B in funding to
combat the virus, President Trump did a nationwide address on February 26, and the Stock Market
started falling on fears of Coronavirus uncertainty.

The first week of March, the U.S. started reporting more cases of community spread of the virus,

particularly in California, New York, and Washington. Household items like toilet paper and hand
sanitizer entered the conversation as shortages were reported across the country, and measures
for protection, such as hand washing, became main topics.

Feb 24- Mar 1, 2020 | 30,982,096 Mentions

Twitter Conversation | SENTIMENT ANALYSIS
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WHO Declares a Pandemic & U.S. Stays Home

Conversation spiked significantly the week of March 9 when many business across the country
closed or asked employees to work from home. When the WHO declared Covid-19 a “Pandemic”
on March 12, the economic consequences from the virus were beginning to surface. Negative
sentiment remained steady from the week prior, with positive sentiment up to 22% from 18% as
more measures were being taken to protect individuals from exposure. The lack of public health
infrastructure received significant negative sentiment, as did the actions of President Trump.
Negative sentiment continued to center around the lack of toilet paper and hand sanitizer.

By the week of March 16, most of the U.S. were under orders to stay home extending through the
week of March 23. People are becoming less fearful, dropping to 13% from 16% two weeks prior,
and positive sentiment ticked back up. With reality settling in, brands need to contend with a new
consumer mindset.

Mar 9 - 15,2020 | 118,553,833 Mentions
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Sentiment Around Coronavirus

Analysis shows that over time, people became less fearful about the coronavirus as they become
more aware of it at scale. In general, the more the population knows about the virus and what they
can do to prevent the spread of the disease, the less anxious they are. The ‘stay at home' measures
taken by the states to control the transmission of the virus are working to drive up positive
sentiment. However, while fear has tracked down slightly, it has given way to an increase in

sadness and anger.

Sentiment Classification & Emotional Sentiment of Conversation

Sentiment 11-1/31  2/1-2/23  2/24-3/1  3/2-3/8  3/9-3/15  3/16-3/22  3/23-3/29

Positive 16% 17% 18% 18% 22% 23% 22%
Negative 30% 31% 39% 36% 37% 34% 33%
Neutral 54% 52% 43% 46% 41% 43% 45%
Fear 20% 16% 17% 17% 16% 14% 13%
Surprise 3% 3% 4% 4% 4% 4% 4%
Sadness 5% 5% 7% 6% 8% 7% 7%
Anger 1% 2% 4% 4% 5% 5% 5%
Joy 5% 6% 6% 7% 7% 8% 7%
Love 1% 1% 2% 1% 2% 3% 3%

Based on Twitter conversations mentioning “Coronavirus” or “Covid-19"; sample size 25K Tweets
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How Social Engagement Has Changed for Healthcare

Social Engagement has increased significantly for hospitals beginning the second week of March
when community spread of the Coronavirus started to be felt more broadly. Social engagement

jumped 53.35% the week of March 9 compared to the week prior and spiked by 96% the week of
March 23 compared to the week of March 9.

As the general population looks for Coronavirus/Covid-19 related content, especially as it relates
to protecting themselves and loved ones, many have turned to hospitals as one of their most
credible sources of information. Hospitals have become the central hub for communities and while
people want information from their local hospitals, they are also ready to give back. On social
media, people are showing solidarity with the doctors, nurses and hospital staff on the front lines
by volunteering to make masks, sharing important updates and information, donating medical
supplies in severe shortage, and encouraging their friends and family to stay home.

Social Engagement Score 2020
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For Healthcare, There Is Appetite To Post More

Hospitals posted 58% more the week of March 23 compared to the average number of posts in
January and February. That's a good thing. As hospitals post more, they are gaining more
followers and engagement. The week of March 23, hospitals gained 255% more fans across social
platforms compared to the average new follower growth in January and February. Based on how
much more follower growth and engagement is outpacing the % of new posts, there’s room to

keep publishing more content.

Beyond sharing updates and information about the fight against Covid-19, people are also looking
to consume personal stories, whether from healthcare workers on the front lines, or success stories
from patients who have battled Covid-19.

New Posts 2020 +92.91%
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Facebook Is Seeing the Biggest Spike in Engagement

While healthcare networks have seen a lift across all platforms, Facebook has been the platform of
choice for hospitals. So, its no surprise to see that hospitals gained their biggest lifts in responses
(likes, reactions, comments, shares, retweets, replies) from Facebook. Content from doctors,
nurses and hospital staff from the front lines are going viral, increasing the share rate from the
average 0.12% year to date, to 0.28% the week of March 23.

Content Responses 2020
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Best Time to Post: Facebook

Looking at the top 1,000 Facebook posts published during the week of March 23-29, 55%

of the posts were shared between 9am-3pm PST/12-6pm EST. However, by far the best

content response rate for hospital posts while people are under self-quarantine is between

3-6am PST/6-9am EST, 3-6pm PST/6-9pm EST, and 9pm-12am PST/12-3am EST. For

hospitals looking for their content to be shared more broadly, consider the off hours.

Time of Posts vs Content Response Rate on Facebook
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Best Time to Post: Twitter

Looking at the top 1,000 Tweets published during the week of March 23-29, 52% of
Tweets are posted between 9am-3pm PST/12pm-6pm EST. Hospitals should also consider
the 3am-6amPST/6am-2amEST and 3pm-9pm PST/6pm-12am EST windows when
engagement with Tweets is at its highest.

Time of Tweets vs Content Response Rate on Twitter
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Best Practices: #StayHome

Healthcare Special Report: Social Media and the Coronavirus

Posts emphasizing community cooperation is driving the highest levels of engagement for
hospitals. While there is no official “challenge” or singular hashtag, posts featuring hospital staff
holding signs encouraging users to stay home and flatten the curve have become a popular trend
among hospitals. Brigham and Women'’s Hospital saw +408% increase in Social Engagement
Score week over week after its staff's #StayHome message earned 16K responses.

@ Brigham and Women's Hospital e
7 March 20 at 9:29 AM - Q

A message from Brigham and Women'’s Hospital OR nurses, to you.
#StayHome

hopkinsmedicine & « Follow

hopkinsmedicine & Thanks to
cardiology fellow Miguel Pinilla-Vera for
sharing this photo with us.® #COVID19

Repost: From our ICU nurses to you,
with love

w

‘ raymond5419 ¢

I 2likes Reply

'Q ms.courtneycrocker Thanks
5 Frontline HeroesJy Ju Ju v A
TiYYovovove

oQv W
6,387 likes

7 DAYS AGO.

Add a comment..

Banner Health oo
March 19 at 7:20 PM - @

Stay at home. Wash your hands. Support our health care workers while
they care for those who are ill.

You stay
at home

; | stayed us!
e Bﬂlmer A at work q for
Health for you.

Raritan Bay Medical Center e
March 23 at 7:17 PM - @

"We stay here for you please stay home for us." - Raritan Bay Medical
Center surgical services team

#stayhome #coronavirus #COVID19 #healthcareheroes

Based on Top Posts by Content Responses (likes, reactions, comments, shares, replies, retweets) from 1,033 hospitals
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Best Practices: Community Support

Heartwarming stories of community support for hospitals and healthcare workers, such as Elon
Musk/Tesla’s mask donation to UCLA Health, James Taylor's donation to Mass General, and more
local efforts by restaurants serving healthcare workers for free, are also keeping people engaged.

UCLA Health oo Q29 Mercy General Hospital (Sacramento, CA) oo
March 22 at 1:29 PM - @ C, March 20 at 8:17 PM - @

Stronger together. Some much-needed supplies have arrived! Thank A BIG thank you to Kiki's Chicken Place who came to Mercy General
you Elon Musk and Tesla for your generosity and for being part of Hospital today to support their local health care workers and served
food for free. Not only do we appreciate you for supporting our
medical staff, we thank you for finding ways to continue to provide
work for your employees. We're all in this together!

#TeamLA.

#HelloHumankindness

ALWAYS FRESH,
) NEVER FROZEN!

Cleveland Clinic eoe
March 19 at 6:47 PM - @

Thank you to our caregivers. You are all heroes.

Deaconess oo
March 19 at 8:39 AM - ¢

We have been overwhelmed by the outpouring of support and
kindness from our community, the country and the world. If you are
not in the Tri-State area, please consider reaching out to a hospital,
nursing home, cancer-related organization, etc. near you, as many
other health care facilities are also experiencing masks shortages. For
more information, visit deaconess.com/masks.

THANS YOU

for being a wo@=class caregiver
today and every day.

DEACONESS.COM
Deaconess - How to make a Face Mask

Based on Top Posts by Content Responses (likes, reactions, comments, shares, replies, retweets) from 1,033 hospitals


https://www.facebook.com/213329052017076/posts/3382699415080008
https://www.facebook.com/MercyGeneralHospitalSacramento/photos/a.2200766816608961/3165369806815319/?type=3&theater
https://www.facebook.com/95040727272/posts/10156622869747273
https://www.facebook.com/57114943099/posts/10157208161898100
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Best Practices: Call for Help

Posts about the severe shortage of medical supplies have been the most shared. Whether it's
finding innovative ways to reuse face masks or calling on the public to volunteer to sew face masks
or donate medical supplies, it's clear the community is eager to help.

Duke Health oo Munson Medical Center is with Jeffrey Arbour. eoe
March 26 at 7:21 AM - @ March 23 at 7:43 PM - @
Duke Health researchers confirm a method to decontaminate and Beginning tomorrow, Munson Healthcare will begin accepting
reuse scarce N95 face masks, a critical piece of personal protective community donations of specific medical supplies and PPE including
equipment for front-line health teams tending patients with COVID- new and unused sanitizer, gloves, and hand-sewn face masks. Items
10. may be dropped off at Goodwill of Northern Michigan’s South Airport
. . Rd. location from noon - 6 pm, Monday - Sunday. More drop-off
The method uses aerosollzed hy‘_iroger) perpmde to permeate the‘ locations will be announced soon.
layers of the ma}k to kill germs, including ylruses, without degrading Find a complete list of accepted items and a recommended face mask
the mask material. Read more at our website: N N L
pattern and approved materials (coming soon!) on our website:
https://bddy.me/2JduQIV https://bit.ly/3duAApp.

#ppeshortage #coronavirus #covid19 #dukehealth

LR ]

V. - / Now Accepting PPE and
Face Mask Donations

|

AnMed Health
March 26 at 1:17 PM - @

We're asking community members interested in sewing cloth masks
to use the pattern provided on our website as it meets the needs
required for our front line caregivers. You can find the pattern by
visiting www.anmedhealth.org/coronavirus and looking at the

.. "donations" section. As a note, please launder the fabric in hot water

@ Salem Health prior to creating the masks.
March 25 at 7:35 PM - @ o
If masks have already been made, we will still gladly accept them and

UPDATE: We are out of mask kits. Thank you to everyone who distribute as appropriate to certain staff, limited visitors, and our
volunteered to help us, even those who weren't able to participate. health care partners. These items may be dropped off at the
We look forward to seeing your completed masks! screening tent outside the Emergency Room every day, 5:30 a.m. to
We need your help! Our staff is now producing mask kits for at-home 12 midnight. . . o X
production. Kits will be available to pick up at select locations We are accepting donations of other medical items. All other medical
starting tomorrow (Thursday, March 26). Information is here: supply donations should be delivered to the Distribution Center (1830

White Street), Monday thru Friday, 8 a.m. to 5 p.m.

Thank you for thinking of our staff during this time! We are truly "in
this together"!

salemhealth.org/masks

Based on Top Posts by Content Share Rate (shares, retweets) from 1,033 hospitals


https://www.facebook.com/48350051278/posts/10157265264586279
https://www.facebook.com/108173055891440/posts/3649610201747690
https://www.facebook.com/176315327925/posts/10159486388727926
https://www.facebook.com/137188890665/posts/10156523367755666
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Best Practices: Research Updates

Audiences are hungry for the latest news on the research front, responding well to updates on new
testing capabilities and symptoms and behaviors of the virus. WAKE FOREST BAPTIST HEALTH
received praise on their press conference with infectious disease expert Dr Christopher Ohl.
leaving comments such as “Good...explanation without...panic or downplaying,” and “So much
better than the overreaction we are hearing through most media right now.”

\\ Wake Forest Baptist Health was live.
VT March 19 at 9:117 AM - @

We were LIVE with Christopher Ohl, M.D., infectious disease expert, as
he provided an important update on COVID-19 in our region.

UCSF Medical Center oee

W Health
March 19 at 1:12 PM - @

GREAT NEWS: We are working to significantly expand #COVID19
testing at UCSF Health, with support from the Chan Zuckerberg
Initiative and CZ Biohub. This increased testing capacity should
benefit patients throughout San Francisco.

UCSF.EDU
Statement on UCSF Health'’s Drive to Increase Testing
Capacity for Coronavirus

Mayo Clinic eee
March 19 at 6:10 PM - @

Mayo Clinic can now process up to 4,000 COVID-19 test samples daily,
after a significant expansion of capacity at Mayo Clinic Laboratories.
https://mayocl.in/33B7Iwj

i

NEWSNETWORK.MAYOCLINIC.ORG
Mayo Clinic Laboratories significantly expands testing
capability for the COVID-19 virus

Cleveland Clinic eoe
March 20 at 10:08 AM - Q
New evidence shows how coronavirus (COVID-19) can damage your

lungs, leading to severe respiratory issues. Our lung pathologist
explains.

HEALTH.CLEVELANDCLINIC.ORG
Here's the Damage Coronavirus (COVID-19) Can Do to Your
Lungs

Based on Top Posts by Content Responses (likes, reactions, comments, shares, replies, retweets) from 1,033 hospitals
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https://www.facebook.com/111157612296505/posts/2514493898867696
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Best Practices: How to Prepare Using Simple Infographics

Social audiences have turned to the nation’s hospitals for the latest news on COVID-19. Audiences
have been most responsive to posts containing useful information about treatment or prevention,

distinguishing symptoms, what to do when symptoms appear, and even what to buy.

Banner Health
March 18 at 12:02 PM - @
If you've been to any grocery or convenience store in the last week,

things are looking a little bleak. Is all this really necessary? Learn what
you can do to be prepared, not panicked, when shopping during this

uncertain time.

For more information, check out our blog:
https://www.bannerhealth.com/.../your-coronavirus-shopping-li...

WHAT TO BUY

+ WHAT TO SKIP

Your Coronavirus Shopping List

Food supplies

Canned, frozen or dried
fruits and vegetables

Canned fish: tuna,
sardines, mackerel

Beans (dry/canned)
Nut butters and tahini
Pasta

Flour for baking

Flavor boosters:
condiments, soy sauce,
jellies, dried parmesan
cheese, olives

Cooking oils, butter

Dry grains: rice, quinoa,
oats

Hardy vegetables:
broccoli, celery, carrots,
potatoes

Hardy fruits: apples,
bananas, oranges

Sliced bread
Baby food, formula
Pet food

First Aid supplies

30-day supply of needed
medication

Common
over-the-counter
medications

Fever reducers:
acetaminophen,
ibuprofen

Thermometer
Band-Aids
Small supply of

electrolyte replacement
drinks

Activities
Card/board games
Puzzles

Movies

Arts and craft supplies
Reading books

Crafting/coloring books

Hygiene supplies
Hand soap

Shampoo, conditioner
Toothpaste

Personal hygiene
products

Diapers, wipes
Skip: Bottled water, Masks,

Hand sanitizer and wipes,
Alcohol

Children's Healthcare of Atlanta b
March 11 at 9:03 AM - @
While COVID-19 is making headlines, the flu, common colds and
spring allergies are all in full swing. If your child has concerning
respiratory symptoms, please call your pediatrician to discuss next
steps before going to a hospital, emergency department or urgent
care. https://www.choa.org/COVID19

COV|D'19 (novel coronavirus)
* Fever ¢ Shortness of breath
* Cough

ore: choa.org/COVID19

FLU

* Fever * Sore throat
* Cough * Nausea and vomiting
* Muscle aches * Diarrhea (sometimes

and fatigue in children)

hoa.org/flu

COMMON COLD

(non-novel coronavirus)

* Cough * Runny or stuffy nose
* Sore throat * Watery eyes

* Aches and pains  * Sneezing

ALLERGIES

* Runny nose

* Sniffling —

* Sneezing \@ pTd
AKX

* ltchy, watery eyes

‘. AdventHealth .o
e

March 16 at 7:07 PM - @

Keep yourself and everyone around you safe if you feel sick with
coronavirus symptoms. See where to go (and not go) for the care you
need. Read more [ https://bddy.me/3aTrRLc

re Sick,
Know Where to Go

Avoid ER unless it's an emergency
Call or video visit your doctor
Read CDC guidance on isolation

Stay home if your doctor says so

Stay Informed: Coronavirus

Mventl-l?alm

Methodist Dallas Medical Center e
March 12 at 11:00 AM - @

Accurate health information has never been more important than
right now, and Methodist Health System is committed to providing it.

Coronavirus shares a lot of symptoms with the flu and the common
cold.

One of the best ways to keep you and your family safe is to wash your
hands properly. It's harder than you think. Details at Shine Online:
https://www.shineonlinehealth.com/ward-off-viruses-washing.../

What are COVID-19 symptoms?

a list comparing the virus to oth onilln

Coronavirus Cold Flu
Symptoms Symptoms range Gradual onset Abrupt onset
from mild to severe of symptoms of symptoms
=<8V  Fever = Common Rare Common

ﬁ?m Fatigue ~ Sometimes Sometimes Common
(f_’}m Cough ~ Common* Mild Common*

@ Sneezing No Common No
iﬁé Aches  gometimes Common  Common
and pains
%,} Rulxiyis Rare Common  Sometimes
% Stuffy Nose
% SoreThroat ~ Sometimes ~ Common  Sometimes
@) Diarrhea Rare No Sometimest
é’ Headaches ~ Sometimes Rare Common
(}r_’} i Sometimes No No
of Breath

ough" 1 For children

Methodist
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https://www.facebook.com/120761021268383/posts/3102939136383875
https://www.facebook.com/92730524910/posts/10158085025204911
https://www.facebook.com/48559670681/posts/10158112886600682
https://www.facebook.com/356527358185/posts/10157838720673186
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QUESTIONS?
Contact Us. We're here to help.

contact@listenfirstmedia.com

WANT TO LEARN MORE?
Let us show you how we can solve your social challenges and make your life easier.

requestdemo@listenfirstmedia.com

VISIT US!

At www.listenfirstmedia.com for industry reports, case studies, benchmarks, and

to sign up for our monthly newsletter (we promise we won't spam you).
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