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Objectives

To recap the updated CHM Objectives & 
Priorities 

+
Share an discuss the draft CHM Digital 
Solution Framework

Which in turn will inform the 3-Year 
Enablement Roadmap

Agenda

1. CHM Objectives & Priorities Recap 
25 mins

2. CHM Digital Solution Framework                         
30 mins

3. Next Steps                                               
5mins
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CHM Objectives & Priorities



HH CHM Overview
An overview of the HH outbound communications.

What is the 
Outbound Comms 

Channel Objective?

Aid Exposure & Reach of 
health content, services & 

programs via a variety of top 
of funnel channels.

Aid Search Discovery via 
relevant keywords linked to 

relevant content.

Aid deeper Engagement and Actionability
via Relevant, Useful & Credible content.

What Channels 
Are Utilized?

1. Organic Social Media (i.e., 
TikTok)

2. Paid Display Ads (e.g., 
GDN, Yahoo News)

3. Syndicated Articles (e.g., 
News Websites)

1. Google Search Engine 
Optimization

2. Google Search Engine 
Marketing

1. Telegram Messages (e.g., articles)

What 1P Data Is 
Captured?

1. User Engagement (e.g., 
views, shares, comments, 
clicks, CTR)

1. Search Performance 
(e.g., traffic, CTRs) 

1. User Engagement (e.g., views, shares, clicks, time spent)

What Tools Are 
Utilized For 

Orchestration 
& Tracking?

1. Google Floodlight
2. Yahoo Dot
3. Taboola 
4. Outbrain

1. Google Analytics
2. Google Tag Manager
3. Google Conversion 

Tracking

1. Email Orchestration Tool: MailChimp
2. SMS Orchestration Tool
3. App Management Tool

Organic Channels (leveraged by HH)

Paid Channels (leveraged by Partners)

Legacy Channels & Tools (not currently leveraged)

Based on 
20.01.21 
Meeting 



HH CHM Objectives & Desired Outcomes

Primary CHM
Objectives / Outcomes

Secondary CHM
Objectives / Outcomes

1. Increase traffic to HH

2. Improve consumption of HH content

3. Engage active users

4. Re-engage inactive users

1. Persona-based CHM journeys (i.e., channels & content)                                      
(if viable in Sitecore)

2. Data capture / enrichment (i.e., content preferences) via CHM                            
(if viable in Sitecore)

Based on 
20.01.21 
Meeting 



HH CHM Priorities & Planning

Priorities & Planning

Foundation Building
a. Focus strategy on existing organic channels (i.e., Telegram, TT)
b. Determine what & how to build a user database and leverage Email marketing 

(e.g., newsletters) (in line with PDPA, IHIS data governance & Sitecore 
capabilities)

c. Test personalization & data capture capabilities of Sitecore

Expansion
a. Design & launch foundational CHM Email journeys (in line with PDPA, IHIS 

data governance & Sitecore capabilities)
b. Expand strategy to paid channels (i.e., TT, GDN, SEM, Article Syndication)
c. Expand organic channels (i.e., app push notifications)
d. Establish persona-based CHM journeys (if viable in Sitecore)
e. Embed data capture / enrichment into CHM journeys (if viable in Sitecore)
f. Streamline CHM operations and ways of working

Evolution & Innovation
a. Develop annual integrated CHM strategy & execution plan (i.e., organic & paid 

channels)
b. Assess impact (i.e., business value) and effort (i.e., capability, tech & 

investments) required to evolve CHM with the latest trends & innovations 
c. Embed latest trends & innovations into CHM journeys

Based on 
20.01.21 
Meeting 
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CHM Digital Solution Framework



Digital Solution Framework Overview
For consistency, for CHM we will utilize the same Digital Solution Framework as we did for other key tracks of 
work (UX, Data, Content, Tech), as ultimately all recommendations will need to be represented in the 3-Year 
Enablement Roadmap. 



Capabilities Enablement: CHM
Capability: Desired Future:

Future State Enablement Requirements:

People (i.e., skills): Process (i.e., WOWs): Tools (i.e., tech):
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Channel 
Operations 

Integrated CHM (across organic & paid campaign and 
always-on channels) is planned and budgeted ahead of 
each calendar year, and CHM operations and ways of 
working (i.e., planning > brief / scoping > execution > 
performance optimization) are streamlined to drive greater 
campaign effectiveness, speed-to-market and cost 
efficiency.  

• Marketing Strategist
• Content Strategist
• Marketing Project Manager

• Annual integrated CHM strategy & 
execution plan 

• Annual “CHM operations 
retrospective”

N/A

Data Capture 
& Personalisation

User data (i.e., email address, content preferences, 
engagement rates) is captured, enriched and utilized on an 
on-going basis to enable persona-based CHM journeys 
(esp. on owned channels e.g. Email). 

• Martech Functional Expert
• Marketing / CX Strategist
• Data Analyst

• Tactics (what & how) to build a 
user database to enable Email 
marketing

• Testing of data capture & 
personalization capabilities of 
Sitecore

• Strategy (what & how) for 
persona-based CHM journeys

• Tactics (what & how) to embed 
data capture / enrichment into 
CHM journeys

• Database / contact 
management system: 
Sitecore Experience 
Forms Database*

• Marketing Automation: 
Sitecore Email 
Experience Manager 
(EXM)*

* requires further 
assessment by WT (to 
determine PDPA and IHIS 
data governance 
implications) and input 
from software vendor to 
determine suitability

Channel Expansion 
& Innovation

To expand reach and engagement, additional organic and 
paid channels + new trends & innovations are 
progressively introduced into HH CHM operations. 

• Martech Functional Expert
• Marketing / CX Strategist
• Data Analyst
• Content Strategist

• Design & launch foundational 
CHM Email journeys

• Strategy (what & how) to expand 
organic & paid channels

• Assess impact and effort  
required to evolve CHM with the 
latest trends & innovations 



HH Future State Martech Toolkit
An overview of Martech tools (updated 10.02.2023) required to enable the desired 
future state.

Existing / In Procurement 
Within HH 

Non-Existing Within HH

* Requires Further Assessment & 
Input From Software Vendor

User Experience Data Content Operations

UX Prototyping

VOC

Design System

UX Analytics

Google 
Analytics

Figma

HH Design 
System 

Microsite

Qualtrics

Marketing Analytics

Data Visualisation

Digital Platform
Google 

Analytics AppsFlyerMS Clarity

Sitecore 
Analytics

Power BI

Sprinklr / 
Socialbakers

Campaign Planning & Content 
MgmtSitecore Content Hub

(CMP, MRM) *

Content Monitoring

Google 
Analytics

Google 
Search 
Console

SEO Intelligence

Ahrefs / 
DragonMetrics

Personalization

Sitecore XP

Tech / System Inventory

Change / Service Request

Project Management

Excel / 
SharePoint

MS Project

Jira

Document Management

Excel / 
SharePoint

Data 
Integration 

Tools

Smartsheet

Google Tag 
Manager

Customer Self-Service 

Zendesk

Video Streaming

Brightcove

Digital Asset Management

Sitecore Content Hub
(DAM) *

Marketing Automation

Sitecore 
EXM *

Database Management

Sitecore Experience 
Forms Database * 



Next Steps: 3-Year Enablement Roadmap

3-Year Enablement Roadmap: 
How the HH Future State Digital Solution Framework (i.e., UX, Data, Content, 
Tech, IA & CHM) can be enabled across a 3-year time horizon.

a. Activity scoping: WT 
b. Activity prioritization & phasing: WT & IHIS
c. Finalized 3-year roadmap: WT & IHIS

Timing: TBD based on IA workstream
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THANK YOU


