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University of Texas M.D. Anderson Cancer Center @

Q1 Why do you transmit information using Social media?

Ql HE R TINSEE > TIERERIETH5DTIHN ?

Al For many reasons: To listen to and interact with our customers; to share our expertise as our mission is

to eliminate cancer; to share cancer news and information about our programs and services; search engine
optimization; increase national and international brand awareness

Al ZLDEHOTF=8: BEIET, A OBEERRT 5: Fh=bDIviav(d, NAZIYRIIE. ZL
THELEDEMMBELETEIE . NAD—2—RPFI-EDTOTSLABEFIVH—ERIZDONTOE

HERFT D BRRIVOVOREL ERNSIVCERMISUFORMEEZEHD

Q2 What are the merits and demerits of using Social media from the standpoint of hospitals and patients
respectively?
ThERRRIEBZRIDA)YRET Ay hEHZ TS,

A2 Merits are same as above. Also, social networking sites allow patients to reach out to us directly. We also
can reach out to the public directly, without having to rely on the traditional news media. Challenges are
related to resources (finding time to manage and grow our presence on these sites as well as educate our
employees on appropriate use of social networking sites).

A)YMEERERL T, Fz. V=LY I—F UG B A MEBEHEE B ITLDEEDE S
DEHAILET  RD=2—RATATITFEH LU BB EETREDEZBOESIENTEET,
FREE VYR (CNEDR—DFEEL, -bOFEEZRBHMSE . ARICY—SvLrykD—F25
YA -DOBENLERIADT=OICREYIEHE T SEMERDITHIE) OEEICHELEITSIE,

Q3 Who manages the Social media page— doctor, nurse, any other person or division?
HDSNSR—UZEEBLTVDSDTIN ? FUF—? FE R ? ThELHEREDOLSLIDOLHEDT
ITH?

A3 We have multiple accounts. The main organizational pages are managed by the Integrated Media
Communications team in the Communications department. Others (on behalf of various programs, services
or physicians) are managed by various people in various roles across our organization; all have been trained
by Communications department staff.

B IFEROTAIUEF>TOET, RO EBEUR—TF BEBPADHKEAT 7 BEF—
LIZE-TEEINET, ZOEID (SFEIFELTOYT S L H—ERFLIFEFITR LT SESER
BEIDRR BAR [CESTHEEDHMBLATERINE S, TRTH BEBFADREYTITE>TH
BINTLETS,

Q4 What kind of questions do you receive on the Social media page?

EALBRIA, SNSR—S([ZHEONFETH ?

A4 Questions vary; many are related to patient access to MD Anderson, financial resources for cancer
patients, travel information, requests for information about specific disease types, contact information for
specific physicians.

BT ZDEZITE>TRAEYET  ARRICZFEONLE/MIT. NABED-HDELR. IRiTIZE
T HER. FEDREICEH T HFEMDIV I TR, FEDERMDERE VTR,

Q5 Did the number of patients increase as a result of introduction of Social media page?

SNSR—UZBLCEESAIFEAELA?

A5 Yes, we have anecdotal reports of increased numbers of new patients as well as enrollments in clinical
trials.

[FUN ERRARTOH LV EEZRBUEMOEF/ELSHYET

Q6 When comparing before and after the introduction of SNS, what are the main differences?
SNSEE AT HRIELLR T, SEESTT M ?

A6 Increased transparency in our communications and interactions; Ability to directly reach cancer patients
and the public, without having to go through the media; Increased opportunity for our customers to provide
us with real-time feedback and allow us to respond to them in real time

Mg 5BICRAGVII-EDISa=r—SaV EBEER  NABEBLTRIE ATAT7ENLTFIC
ANBIELL BEIERNDENTEDREN, EDRBEEDT=OIC)T VAL LTI4—R NI TREL,
YT WAL LTHRIET BFhT-bZ A DRI EZ 1=

Q7 Which do you think is the most effective Social media page—Facebook, Twitter, or YouTube?

TIARTYI VAV E— A—Fa—TDHRTENN—FBFEHESNSR—T LB NVET M ?

A7 1t depends on what your goals are. For us, all are effective in their own right. Most of our interactions
with our patients occur through Facebook; Twitter allows us to share our news and information with many
different audiences and listen to what people are saying about our organization; YouTube allows us to share
engaging content and is an effective education tool

ZENE, HEEOT— LA THEIMIT DN TRETT  FAf-BIZELT, TARTRIERHEIIHRMTT .
B DEBEDF=EDXIEDEEALE L. FacebookZBL TRIVET; AhFbD=—21—REFERE L
YELDELBIBEREEFLT. ARDIEDMBICONTED LSBT ELEEE>TVDEDERKT LN,
VAYEA—ICE> TN TESIETT ; YouTube lFFAT=E B NG ABRES 7T 5DEH LTINS,
REMLGHEEY—ILTT

Q8 What are the important things to consider in providing support to patients?

REICEESADYR—FTUODKIBILFBATT AN ?

A8 You must be transparent and allow both good and bad feedback; you must be prepared to respond to
everything and the response must be timely (we must monitor seven days a week); You need to have strong
relationships with people within your organization who can get information and help you respond to
patients; you must have a strong social media policy and educate your organization about it; you must be
aware of patient privacy laws and respond accordingly; You cannot provide specific medical advice via social
networking sites
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UCSF Medical Center D [A]%&:

Q1 Why do you transmit information using Social media?

Q1 HERRTINSEE>THBERIETEDTI N ?

Al Currently, we post only news releases on Facebook, information about events on Twitter and videos
on YouTube. Our activity is limited because of fears that the medical center might accidently disclose
confidential patient information. Our social media sites are:

www.facebook.com/ucsfmedicalcenter

www.facebook.com/ucsfbenioffchildrens

www.twitter.com/ucsfhospitals

www.youtube.com/ucsfmedicalcenter

ALBRFE, BF=BIFTTARTVIITTLRYY =R VA YE—ITA NN T B 155K, EEZ% YouTubel
BioTWET  EREVA—HIEEBDBERREBARITEAVTEMLLNANENSIBI D=0, Fh
F=E0EBFFRBESNET

Q2 What are the merits and demerits of using Social media from the standpoint of hospitals and patients
respectively?

ZTNERRAIEBZFRDA)YRET A IREHZ TS,

A2 We think the benefits of social media are:
* Distributing information quickly and to a broad audience
* Getting feedback from patients and other consumers

The disadvantages of social media are:
* Anyone can post negative information, whether true or false
* Confidential information about a patient can be disclosed inadvertently
A2 FAT=B (XY= v L ATAT DR RISDNTERET
* E(IT, ZLTRIAVEREICEREERETSHIL
* BEOMDETHRE CTEOEREESCICRIETED
V=R ILATATDHERIT. LTORYTY:
*ETHAALTHN, HETIRATAIUERERTTED
* BEICETHEANERA. SoMYFRHLTLESCELH S

Q3 Who manages the Social media page— doctor, nurse, any other person or division?
HDSNSR—DZBEELTVNADTI N ? FIF—? BEF? TNELHAZEDOLIBLDLH LD
TEH?

A3 The social media pages above are managed by the Marketing department.
A3 LDV ¥ ATATOR—=DIE, =7 T4 T EMICE>TERSINES,

Q4 What kind of questions do you receive on the Social media page?

EABBERIM, SNSR—JIZHFELNETH ?

A4 People most commonly post comments. When questions are posted, they're usually seeking more
information about the topic posted.

AL ETH—RRIIB DI AR FAANEED L, BN BRBEIN=EE, MEIFVDLZDFE-EICDOLY
TOF@EERLTLS

Q5 Did the number of patients increase as a result of introduction of Social media page?
SNSR—UZBL CTEBSAIRIBREL=A ?

A5 There's no evidence that patients have chosen to come to UCSF because of social media
A5 BEDNY—I VI ATAT IS, UCSFERZ LIS BDERALZEVSTERIT AL

Q6 When comparing before and after the introduction of SNS, what are the main differences?

SNSEB AT BRIELART, FIEESTITN?

A6 No difference
A6 EHYIFAL

Q7 Which do you think is the most effective Social media page—Facebook, Twitter, or YouTube?
TIARTVY IAYE—, A—Fa—TDHTENN—BFEHESNSR—TUFLERBNVET M ?

A7 3D(FENLELGSTLS,
DTS KYENRMTT LE ST LI TERLY

Q8 What are the important things to consider in providing support to patients?

REICBESADYHR—FTUDLIBIEFBATTMN?

A8 Good, responsive customer service
ASIEEMNEVBEEY—ER
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