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What is gSight?

Website experience pop-up survey

Real-time dashboard; your scores in comparison to Benchmark, Leaderboard, and Peer Group scores

Designed by healthcare market research and digital experts and market leaders

Nearly 400,000 surveys

Continuous improvement feedback loop in partnership with Corporate Insight, the leader in digital best practice intelligence
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1
1
v

: Client Website !
SM '
gSSlIJ%EZY Improvements Go Live

S @

A 4

;.........) ............: ;.........)E...........:

CI
- UX Testing

UX Best Practice Reports

gSIght ‘ Digital Experience Analytics Platform



gSight Visitor Demographics (Q1-Q3 2025)

o

63%
@ B 32%

A

4

gSIth ‘ Digital Experience Analytics

Platform

18-44
14% @
65+

69%  caucasian
12% = African American
6%  ®Hispanic
3% | mAsian

Other
9% Prefer not to share

2%



Key gSight Findings :

What did we learn? ~



We are seeing a significant decline in ‘just looking’ visitors across
the gSight*" database this year

‘Just Looking” Visitors
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g.SIth ‘ Digital Experience Analytics Platform ASource: gSight database of nearly 400,000 visitor survey responses. A Klein & Partners + Greystone.Net product.



Websites must focus on becoming ‘frictionless’ transaction sites as
more and more visitors are entering farther down the sales funnel

. (e . Stars Rating
Difficulties by Difficulty
by Visitor Type Completing Task
Top Visit Reasons
. Yes: 3.19
ASystem Website 505 Medical condition info (42%) 4% Nes' 455
Sales Funnel 025 / Wellness info (23%) 0
0
Just looking 12 /0
@p Visit Reasons \
‘ _ (y . Choose physician (30%)
Potential Patients 16 0 " | Schedule appointment (20%) 18(y Yes: 2.61
Info on service offered (11%) 0 No: 4.40 ™
Medical condition info (9%)
L bout hospital (4
Current Patients 48% K earn about hospital {4%)
Qp Visit Reasons \
Schedule appointment (23%)
Choose physician (12%) 0 Yes: 2.57
Message provider (8%) 21 /O No: 4.48 T
Test results (7%)
)

KI\/IedmaI condition info (5%

g.SIth ‘ Digital Experience Analytics Platform ASource: gSight database of nearly 400,000 visitor survey responses. A Klein & Partners + Greystone.Net product.



Where visitors are in the sales funnel has a significant impact on
how they get to your site

Website entry point
Typed in name 66% C 64% C 11%
Showed up in search 7% 24% A 78% AB
Clicked link in email or text 24% BC 8% 6%
Clicked on online ad 1% 2% 2%
Responded to off-line ad 1% 1% 1%
Responded to social media post 1% 1% 2%

gSIth ‘ Digital Experience Analytics Platform Q1: How did you end up at our website?



For nearly one in ten visitors (8%), the most recent website visit
created new negative feelings towards the brand = multiply 8% X
the number of unique annual visitors to your site...

Current Potential Just
Patient Patient Looking
(48%) (16%) (12%)
Website entry point (Total) (A) (B) (C)
T g '~ Re-affirm EXISTING POSITIVE feelings (42%) 51% BC 36% C 24%
© .= 7
B S  Re-affirm EXISTING NEGATIVE feelings (3%) 4% C 2% 1%
% qé Create NEW POSITIVE feelings (14%) 7% 21% A 28% AB
%) g Create NEW NEGATIVE feelings (8%) 10% C 9% C 1%
1 Did not impact my feelings (33%) 29% 32% A 46% AB

- . o _ , Q10: Which one of the following statements best describes how your
I Digital Experience Analytics Platform ) .
experience on our website makes you feel about our health system overall?



The Impact of Al on

Healthcare Search ~

Results from Klein & Partners’ 2025 National Consumer Insights Study =
conducted with Aha Media.



COVID-brain is here to stay and will continue to impact how we
‘communicate’ with people = including how we design websites

| am having trouble remembering
simple things.

30% 2024
25% 2023
27% 2022

Patience

| find myself losing my patience
easier than before.

38%

37% 2024
30% 2023
33% 2022

gSIth ‘ Digital Experience Analytics Platform

L

Attention Span

| find it harder to concentrate and
pay attention to things.

34%

32% 2024
29% 2023
29% 2022

Brand Linkage

Even if | remember an advertisement,
| find it harder to remember who the
company was.

42%

31% 2024
33% 2023
34% 2022

Q29 Forthe next question, please agree or disagree with each statement as it applies to how you feel now.

% Agree/Strongly Agree scores shown.



When you get a result from your health-related search, do you

typically...

Zero-clicksearch
declines with age:
Gen Z: 30%
Millennials: 31%
Gen X: 20%
Boomers: 12%

Stop withthe Al-
provided answer

google.com

Q, what different headaches m¢ X ¢

AlMode All Images Shortvideos Forums Vi

4 Al Overview Q)

Headaches can be broadly categorized into
primary and secondary headaches. Primary
headaches, like migraines and tension
headaches, are the main medical problem,
while secondary headaches are symptoms
of other underlying conditions.
Understanding the type of headache can help

Show more v

Healthline

hitps://www.hoalthine com
Types of Headaches: Symptoms, Causes,
Treatments, and More
There are many different types of headaches, including

tension headaches, migraine headaches, ice pick
headaches, and others.

Tension Headaches Cluster Headaches Ice Pick
People also ask
What are the 5 Saofhaadaches2, v
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Clickon the Al-
provided links

google.com ()

AlMode All Images Shortvideos Forums

4 Al Overview Qi

Headaches can be broadly categorized into
primary and secondary headaches. Primary
headaches, like migraines and tension
headaches, are the main medical problem,
while secondary headaches are symptoms
of other underlying conditions.
Understanding the type of headache can help

determine the potential cause and
appropriate treatmentﬁ

Primary Headaches:

Migraines:

Characterized by intense, throbbing pain, often on
one side of the head, and can be accompanied by
nausea, vomiting, and sensitivity to light and
sound. Migraines can also be preceded by.an
aura (visual disturbances, numbness, etc.)

Tension-type Headaches:
The most common type, described as a dull,
aching pain that feels like a band squeezing the

head. They are often associatedauith.stress,
muscle tension, or poor posture| €
Cluster Headaches:

Severe, debilitating headaches that occur in

aliinbmca wlbl nbbanlin lnablcm foncn amabn dhonn

Vit

Scrolldownto
results below Al

google.com

Cleveland Clinic

https.//my.clevelandclinic org
Headache: What It Is, Types, Causes,
Symptoms & Treatment

There are more than 150 types of headaches. They fall into
two main categories: primary and secondary headaches.
Primary headaches. Dysfunction or over-activity

Migraine headaches Cluster Headache Sinus He

Medical News Today

https://www. medicainowstoday . oom
11 Types of headaches and treatment
options
There are more than 150 different types of headaches
Some of the types include migraine, tension-type, cluster,

sinus, and hypnic headaches

WebMD

hitps:// www. webmd com
Headache Locations: A Comprehensive
Guide
Jul 7, 2025 There are two main types of headaches:
primary and secondary. With the primary type, the
headache s the main issue and It has no specific cause

1. Dignity Health

T htipsiwww. dignityhealth.org

7 Common Types of Headaches and
How to Fight Them

¢ Yamalne Unadaabha %

Q3 When you get aresult from your health-related search, do you typically...
Note: Examples provided to respondents in the survey for context.

Notsure

While uncertainty
increases with age:
Gen Z: 15%
Millennials: 17%
Gen X: 27%
Boomers: 33%
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Getting into the Al Overview leads to website behavior

gSight |

What would you do if a hospital you
know shows up in Al Overview?

| would visit their website to learn
more

| would trust their content that
showed up in the Al Overview

| would look more into them to see if |
would want to become a patient in the

future

| would file that brand in my brain for
later

Seeing a hospital or health system in
an Al result would not change my
opinion or behavior

Not sure

Digital Experience Analytics Platform

I ( 43%

N 7%
I 24
B 6%
B 4%
B 3%

More likely men,
younger, and higher
socio-economic status

Have made a
healthcare decision
based on an answer
from an Al tool or an
Al Overview in Google

Q19 If you see a hospital or health system show up in the Al Overview that you are familiar with but have not

used, which of the following applies to how you would react to seeing it?
Q20 Have you ever made a healthcare decision based on an answer from an Al tool or Al Overview on Google?
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How a person ‘feels” about the brand has more influence on clicking
on the ad than prior ‘use’
- i.e., Affect > Behavior in impacting ad clicks

e

Other Klein & Partners research has shown Would click on an interesting healthcare ad if...

that a brand must build an emotional (Definitely/Probably Score)
relationship with non-patients before they

respond to performance marketing. This is 62%
why brand-building advertising is so
important. “Brands must invest in people 52% +10%
before they invest in your brand.”

36% +16%

24% +12%

Didn't know the brand Familiar with the brand but Havn't used but Recently used
no strong +/- opinion very position opinion the brand
Cognition Affect Behavior

Q22 If you were searching for a health-related topic and a digital ad popped up and you

Si th Digital E . Analvii Platf found the information to be interesting would you click on that ad if...
g. g 'gita xperience Analytics attorm [Top-2 box score: Definitely + Probably % shown]



For more information contact:

Rob Klein
rob@kleinandpartners.com

Mike Schneider
mschneider@greystone.net

Digital Experience
Analytics Platform
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