
Healthgrades CRM campaign builds downstream revenue, 
raises community profile

C
A

S
E

 S
T

U
D

Y

A U G U S T A  U N I V E R S I T Y

Children’s Hospital  
of Georgia



CHILDREN’S HOSPITAL OF GEORGIA
AUGUSTA UNIVERSITY

2       healthgrades

The team at Augusta University Health aimed to grow new patient 

volume for Children’s Hospital of Georgia and their other facilities, but 

had undergone several name changes in a short period and needed 

to re-establish brand recognition in their community. The marketing 

team partnered with Healthgrades to execute an engaging multi-

channel campaign focused on building trust with the community, first in 

pediatrics and then in Augusta University Health as a whole. The results 

were 1,069 new pediatric patients and a 9.8:1 ROI for pediatrics, as well 

as 2,797 new downstream patients and a 28.3:1 downstream ROI.

Situation
Augusta University Health had undergone several name changes and needed to clarify 

its branding and increase consumer awareness of its unique value in order to reach and 

convert new pediatric patients. In addition, as these encounters built trust with families 

in the community, Children’s Hospital of Georgia was looking to generate new patient 

volumes for other Augusta University Health facilities.

As a long-time Healthgrades CRM partner, Augusta University Health had already leveraged 

Healthgrades resources such as Patient Direct Connect®, the call center, and health risk 

assessments to drive integrated consumer-focused solutions. Based on their long relationship, 

they knew that Healthgrades had the right tools to expand and clarify Children’s Hospital of 

Georgia’s effective reach through the benefits of a multichannel campaign.

9.8:1 pediatrics ROI

28.3:1 downstream ROI

1,069 new pediatrics patients 

2,797 new downstream patients
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Strategy
Working with the Healthgrades team, Augusta University Health built the 

following strategy (refined over time as results came in):

1. Expand and clarify Children’s Hospital of Georgia’s effective reach  

through an initial direct mail and email campaign.

2. Develop relationships with families in the community, encouraging them to 

visit the hospital website or make an appointment using a strong mission 

statement, patient testimonials, and engaging photos of kids.

3. Build trust in the hospital system through pediatrics encounters to generate 

new patient volume for other Augusta University Health facilities.

4. Expand to Healthgrades digital campaigns (display banners, search ads).

Children’s Hospital of 
Georgia

Children’s Hospital of Georgia 
is a 154-bed stand-alone 
children’s hospital. It is part of 
the non-profit academic health 
system Augusta University 
Health. The hospital includes 
its region’s only Level IV NICU.

At Children’s Hospital of Georgia, 
we let kids be kids.

DOWNTOWN
1446 Harper Street
Augusta, GA 30912

WEST WHEELER
1220 W. Wheeler Parkway, Suite C
Augusta, GA 30909

706-312-5437 (KIDS)

As the only facility in the area dedicated exclusively to children, 
we know how to best meet the unique needs of your kids. 

Seeing a doctor can be nerve-wracking, even for older kids, so it’s 
important to choose a treatment center that understands their needs — 
and is staff ed and equipped to meet them. This is a one-of-a-kind place 
where caregivers wrap arms around entire families so kids and parents 
feel at ease. It’s also where you have access to renowned pediatricians 
and specialists, who together off er the absolute highest level of care. 
There’s no place like it when it comes to the power of your child’s health.

Pediatric emergency care available 24/7

Though you may be familiar with our 
hospital, you might not have realized how 
expansive our ER services are — or how 
specialized. Staff ed exclusively by pediatric 
emergency physicians and nurses, our 
pediatric emergency department was 
designed just for kids with comfort and 
safety in mind.

Children’s Hospital of Georgia at Augusta University off ers:
• The area’s only team of surgical subspecialists and 

pediatric anesthesiologists

• The largest team of double board-certifi ed pediatric 
and adolescent emergency physicians in the area

• The highest levels of care for pediatric intensive care 
and neonatal intensive care

• Child and adolescent life specialists to help children 
understand and cope with treatment

If your child needs immediate medical attention, trust their care to 
area’s only pediatric emergency department. Remember, if you think 
your child might be ill or injured, don’t take a chance!

For any other pediatric needs, call 706-721-KIDS (5437) to schedule 
an appointment or visit augustahealth.org/kidpower to learn more.

Augusta University
1120 15th Street
Augusta, GA 30912
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At Children’s Hospital of Georgia, 
we let kids be kids.

DOWNTOWN
1446 Harper Street
Augusta, GA 30912

WEST WHEELER
1220 W. Wheeler Parkway, Suite C
Augusta, GA 30909

706-312-5437 (KIDS)

As the only facility in the area dedicated exclusively to children, 
we know how to best meet the unique needs of your kids. 

Seeing a doctor can be nerve-wracking, even for older kids, so it’s 
important to choose a treatment center that understands their needs — 
and is staff ed and equipped to meet them. This is a one-of-a-kind place 
where caregivers wrap arms around entire families so kids and parents 
feel at ease. It’s also where you have access to renowned pediatricians 
and specialists, who together off er the absolute highest level of care. 
There’s no place like it when it comes to the power of your child’s health.

Pediatric emergency care available 24/7

Though you may be familiar with our 
hospital, you might not have realized how 
expansive our ER services are — or how 
specialized. Staff ed exclusively by pediatric 
emergency physicians and nurses, our 
pediatric emergency department was 
designed just for kids with comfort and 
safety in mind.

Children’s Hospital of Georgia at Augusta University off ers:
• The area’s only team of surgical subspecialists and 

pediatric anesthesiologists

• The largest team of double board-certifi ed pediatric 
and adolescent emergency physicians in the area

• The highest levels of care for pediatric intensive care 
and neonatal intensive care

• Child and adolescent life specialists to help children 
understand and cope with treatment

If your child needs immediate medical attention, trust their care to 
area’s only pediatric emergency department. Remember, if you think 
your child might be ill or injured, don’t take a chance!

For any other pediatric needs, call 706-721-KIDS (5437) to schedule 
an appointment or visit augustahealth.org/kidpower to learn more.

The region’s only  
children’s hospital  
100% dedicated to  
treating kids like Tres.

Campaign Examples
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Results
The campaign resulted in 1,069 new pediatric patients and a pediatric return 

on investment of 9.8:1. Not satisfied to increase only its new pediatric patient 

volume, Augusta University Health wanted to engage the entire family in its 

brand of academic healthcare. The campaign took a multi-year focus and was 

expanded to include digital channels as the organization began to see success 

in using pediatric care to generate system-wide volume. Over three years, 

Children’s Hospital of Georgia’s integrated Healthgrades CRM campaigns grew 

its new pediatric and downstream household patient volumes, as planned. 

Target audience

• Adults ages 18-64 years

• Commercially or self-
insured with household 
income $75K+

• Other households with 
income $50K+

• Households with kids

• Addresses within primary, 
secondary, and tertiary 
service areas

• Excluding patients with  
a recent encounter  
(>12 months) at the 
children’s hospital

Conclusion
Children’s Hospital of Georgia built awareness of its expert pediatric care and 

new health system brand by partnering with Healthgrades in an integrated 

CRM campaign. With a big-picture perspective, it has optimized its campaign 

strategy and built brand recognition within its market. In doing so, it has 

driven new patient volume across the health system.

As Children’s Hospital of Georgia and Augusta University Health continue to 

see benefits from their partnership with Healthgrades, they are considering 

additional strategies to evolve and enhance their outreach efforts.

“Engaging patients and families with our expert pediatric 
care is an important part of the Augusta University Health 

brand experience, and with CRM we are able to nurture those 
connections throughout our system and at every step of the 

consumer and patient journey.”

– Karla K. Leeper, PhD
Executive Vice President for Operations

Children’s Hospital of Georgia
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CHILDREN’S CRM CAMPAIGN SUMMARY

ROI  /  $9.80:1

49,276

1,069

395

$51.45

Impressions

New Pediatric Patients

Incremental Pediatric Patients

Avg Cost Per New Pediatric Patient  

Direct Mail/Email Funnel

Cost Per New Patient  /  $523

Digital Funnel

1,942,086

6,641
INTERACTION RATE  /  .34%

957

37

Impressions

Interactions

Calls

Encounters

Direct Mail & Email

Pediatric Encounters Downstream Encounters

1,886
UTILIZATION INDIVIDUALS

8,151
UTILIZATION INDIVIDUALS

1,069
NEW PATIENTS

2,797
NEW PATIENTS

395
INCREMENTAL INDIVIDUALS

644
INCREMENTAL INDIVIDUALS

$9.80
INCREMENTAL ROI

$28.30
INCREMENTAL ROI

$51.45
COST/NEW PATIENT

$19.66
COST/NEW PATIENT
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To learn more about how the Healthgrades platform can 

empower your health system, your physicians, and your 

patients — so that you can deliver a new and better model 

of care while improving your top-line growth —  

visit partners.healthgrades.com.


