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One of the key indicators of the qualitative assessment of the health-
care system is the integral indicator of the level of population satisfaction
with the medical services provided. Satisfaction with medical assistance
is a result of the ratio of patient expectations and received medical care,
depending on a number of subjective sensations and objective factors.
The article considers the representation of doctor (physicians), pharma-
cists (druggists) and other healthcare professionals in the American FB
groups and other social media networks.

Aim. The purpose of this work is to study the representation of doctor
(physicians), pharmacists (druggists) and other healthcare professionals
in the American Facebook groups and other social media networks. It
analyzes the main techniques of developing positive images and percep-
tions of the medical workers on the example of the American Medical
Association Facebook community

Methodology and research methods. Methods of systematic search,
comparative analysis and cognitive-discursive analysis of the most fre-
quently categories in the image of a medical worker are presented in the
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texts has been implemented in the study. Coefficient of o-angular Fisher
transform, correlation coefficient ¢, and cluster analysis were included
in the group of analyzing methods.

Results and Scientific novelty. It is revealed that the main compo-
nents of the healthcare professional s image in most related special AMA
sites are the successful sustainability of doctor-patient relations and the
team-building model, the best value-based care and the transforming
doctor’s practice via special training and educational programs offered
by the AMA.

Keywords: healthcare professional’s image; patient,; special Face-
book group; social media discourse; American Medical Association;

e-health.

®OPMUPOBAHUE MMO3ZUTUBHOI'O OBPA3A
CHEIUAJIMCTA CUCTEMBI 31PABOOXPAHEHMU A
B ITYBJIMYHOM JJUCKYPCE CIIIA

Koanosa C.IO., Ilonakosa C.B., Ileuepxuna A.B.,
Ihy3eipéea J1.0.

Oonum u3 Knrouesvlx nokazamenei S dexmusHocmu cucmemol 30pa-
BOOXPAHEHUSL AGISAEMCSL YPOBEHD YOO0BIEMEOPEHHOCTIU HACETICHUSL Kade-
CMBOM NpedoCmasiiemvblX MeOUYUHCKUX yeiye. JlanHblil nokasamens
SAGTISLEMCSL PE3VIbMAMOM COOMHOULEHUS OACUOAHUL RAYUEHMO8 U CYOb-
eKMUBHOU OYEHKU OKA3ZAHHOU MEeOUYUHCKOU nomowu. B nacmosueil
cmamve paccmampueaemcst 0opas epavetll, hapmayesmos u Opyaux me-
OUYUHCKUX PAOOMHUKO8 8 aMepuKancKkux epynnax 6 Facebook u opyeux
COYUAILHBIX CeMSIX.

Llenvro oannoii pabomvi s1615emMcst u3yHeHue penpeseHmayuu 0opasa
spauetl, papmayesmos u Opyeux Cneyuarucmos 6 001acmu 30pasooxpa-
HEHUsL 8 COYUATbHBIX CemsiX. AHAIUZUPYIOMCSL OCHOBHbIE MEMOObL PA3PA-
OOMKU NO3UMUBHBIX 00PA308 U BOCAPUAIMUA MEOUYUHCKUX PADOMHUKOS
Ha npumepe coobuiecmea AMepuKancko MeOUYUHCKOU AcCoyUuayul 6
Facebook.
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Memoodonozus u memoouku uccneoosanus. B ucciedosaruu Ucnos-
308aHbl MEMOObl CUCTNEMAMUYECKO20 NOUCKA, CPABHUMETLHO20 AHATU3A
U KOCHUMUBHO-OUCKYPCUBHBIL AHATU3 OJISL ONPEOeNeHUst Mo2o, KaKue Ka-
me2opuu 8 penpe3eHmayuu 00paza MeOUYUHCKO20 U (papmayesmuiecko-
20 pabommuuka npeocmasnenvl ¢ mexkcmax. Kosghguyuenm ¢-yenosozo
npeobpaszosanusn Quuiepa, Kodghduyuenm Koppersiyuy ¢ U K1acmepHuiil
aHanu3 ObLIU BKIFOUEHDL 8 2PYNIY MEMO0008 CIAMUCIUYECKOL 00padOMKU.

Pesynbmamot u nayunas noeusna. B pezyiomamax ucciedosanust
ObLIO NOKA3AHO, YMO OCHOGHBIMU KOMNOHEHMAMU 0opaza npogeccu-
OHANA 30PABOOXPAHEHUS HA OOTLUUHCINGE CEAZAHHBIX C HUM CHeyu-
ANbHBIX CAUMO8 AMEPUKAHCKOU MeOUYUHCKOU ACCOYUAYUU AGTSTIOMCS
VCHeWHas YCmMouiugoCms OMHOULEHUL MeNCOY 8PAYOM U NAYUESHINOM,
Mooenb opmuposanst KOMAaHOwvl, YEeHHOCMHAsL ONOPA 8 YX00e 3d Nayu-
EeHMAMU U NPAKMUKA HENPEPbIGHO20 NOBLIUUEHUS KEATUDUKAYUU 8pada
nocpeocmeom CneyuanbHoll NO020MOBKU U 0OVUEeHUS HA NPOSPAMMAX,
npeonazaemvix AMepUKaAHCKOU MeOUYUHCKOU accoyuayuell.

Knrwoueswle cnosa: 0bpas pabomuura 30pagooxpanenusi, nayueHm,
cneyuanvhas epynna, Facebook; coyuanvhviil meoutinwiii ouckypce, Ame-
PUKAHCKASI MEOUYUHCKASL ACCOYUAYUSL, DNEKMPOHHOE 30PAB0OXPAHEHUE.

Introduction

The issue of the image of healthcare professionals (HPCs) (doctors,
physicians, paramedics, druggists and other healthcare specialists) is one
of the most dynamic research areas in the field of social media health
discourse from the point of view of psycholinguistics, psychology, so-
ciology, cognitive linguistics and the Internet communication. Today
social media discourse comprises various contemporary forms: social
networking (Facebook, MySpace, Google Plus, Twitter), Professional
networking (LinkedIn), Media sharing (YouTube, Flickr), Content pro-
duction (blogs [Tumblr, Blogger| and microblogs [ Twitter]), Knowledge/
information aggregation (Wikipedia), Virtual reality and gaming envi-
ronments (Second Life) and others [15].

Due to these growing healthcare Internet resources, the interaction of
medical workers and patients and other participants is rapidly expand-
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ing. Many social media tools are available for healthcare professionals,
including social networking platforms, blogs, microblogs, wikis, me-
dia-sharing sites, and virtual reality and gaming environments [9], [2],
[13]. These tools can be used to improve or enhance professional net-
working and education, organizational promotion, patient care, patient
education, and public health programs.

On the other hand, there is currently a lack of qualitative informa-
tion about the uses, benefits, and limitations of social media for health
communication among the public, patients, and health professionals in
the Russian social media healthcare discourse. The analysis of the best
practices of creating and developing positive images of medical workers
in the US social media could be a valuable source for healthcare profes-
sional practices and educational sphere in Russia.

The aim of our research is to reveal the specifics of the doctor’ image
and analyze the American Medical Association Facebook platform as the
tool for developing a positive image of the healthcare practitioners in the
US. In order to achieve the aim, we review the current published litera-
ture to identify the uses and benefits of social media for health commu-
nication for general public, patients, and health professionals, and try to
identify current most advanced models to provide recommendations for
creating a trustworthy health communication research.

Literature Review

The Facebook belongs to one of the forms of social media. The defi-
nition of «social media» itself is broad and constantly evolving. The
term generally refers to Internet-based tools that allow individuals and
communities to gather and communicate; to share information, ideas,
personal messages, images, and other content; and, in some cases, to
collaborate with other users in real time. Social media are also referred
to as «Web 2.0» or «social networkingy» [15].

Due to the growing healthcare Internet resources, the interaction of
medical workers and patients and other participants is rapidly expanding.
“Social media provide HCPs with tools to share information, to debate
healthcare policy and practice issues, to promote health behaviors, to
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engage with the public, and to educate and interact with patients, care-
givers, students, and colleagues” [15].

It is quite evident that healthcare professionals can use social media
to potentially improve health outcomes, develop a professional network,
increase personal awareness of news and discoveries, motivate patients,
and provide health information to the community [9]. At the same time,
the goal of e-health is to change the individual and public attitudes to-
wards health and disease through the use of the Internet in the health
education of the population [2], [13].

In the Internet environment, there is a complex multilateral commu-
nication of specialists and consumers (patients). On the one hand, the
Internet makes it possible to involve forum participants in discussing a
wide range of problems in health and medicine and inform them about
medical services. One of the burning issues is how social media can be
used as a medical quality improvement tool [7], [12], [6].

The medical Internet environment also performs an educational func-
tion aimed at training both specialists from the medical field and not
specialists. Moreover, there is a rapid increase in the number of social
groups in the most popular social networks VKontakte (VK) (mostly
covering Russia) and Facebook (mostly international), related to Inter-
net medicine and healthcare [3].

Materials and Methods

The materials of the study are the American Facebook groups related
to healthcare, namely the names and descriptions of American-speaking
communities in which the words doctor, pharmacist, druggist, medi-
cal, healthcare practitioner, clinicians are present. We identified 280
groups, ranging from 15—40 to 60—70000 participants. The number of
participants in these groups is growing daily. As a rule, the word med-
ical is used more often in the titles of the communities (87) than oth-
er mentioned ones (healthcare practitioner, clinicians), for example:
the American Veterinary Medical Association, the American Medical
Dental Assistants Association, the American Medical Student Associ-
ation and others.
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The group of the American Medical Association (AMA) was of par-
ticular interest to us since it has a diversity of links, subsites and pages
covering the three major trends: collaborating to improve healthcare that
helps people live longer, healthier lives, accelerating change in medical
education with visionary partners and bold innovations, working with
physicians to advance initiatives that enhance practice efficiency, profes-
sional satisfaction and the delivery of care [12]. The American Medical
Association has been a Facebook Group, created in 1995, is currently
the largest FB community, numbering over 500 thousand participants.

The range of texts (146), published between November 2016 and De-
cember 2017 under the AMA headings Patient Safety and Quality and
Education as well as Reinventing Medical Practice were analyzed. We
applied systematic search, comparative analysis and cognitive-discur-
sive analysis of the given discourse to identify how the most frequently
categories in the image of a medical worker (healthcare professional)
are presented in the texts.

We also considered The AMA’s websites StepForward (www.steps-
forward.org) and Transforming Clincal Practicies Initative (www.in-
novation.cms.gov/initiatives/Transforming-Clinical-Practices). STEPS
Forward is the subsite which offers free online modules that help
physicians and system leaders improve patient care, including learn-
ing about daily huddles, redesigning patient registration and listening
with empathy.

The second subsite covers several modules that have been developed
from the grant funding of the U.S. Federal Transforming Clinical Prac-
tices Initiative (TCPI). It is an effort designed to help clinicians achieve
large-scale health transformation through TCPI’s Practice Transformation
Networks. The AMA, in collaboration with TCPI, is providing technical
assistance and peer-level support by way of STEPS Forward resources
to enrolled practices.

Results u Discussion
The most frequent categories we found in the texts are as follows:
Efficient Communication with Patient, Value-Based Care, Team-Based
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Approach, Sustainable Change Initiatives, Redesigning Practice, Health-
Care Education and others.

The analysis of the first category Efficient Communication with Pa-
tient demonstrates shaping positive attitudes towards doctors and patients.

Let us consider some examples from the categories. We found out that
one of the key concepts in this group is the word empathy: show empathy,
listen to your patients with empathy, establish empathic relations, prac-
tice empathy, etc. In the most recent articles in the first heading Patient
Safety and Quality the author suggests using daily huddles, redesigning
patient registration and listening to patient concerns with empathy [8].

This article recommends reading this year’s top five AMA Wire sto-
ries on the ways physicians, clinics and hospitals can improve commu-
nication in practice.

In particular, they refer to the story “When acrimony arises with pa-
tients, listen with empathy” [5]. An internist gets an email from the pa-
tient’s wife, who is deeply frustrated and complains that the practice’s
off-hours care is “lousy”. To respond, the physician requested a face-to-
face meeting and made use of empathetic-listening skills to defuse the
tense situation [5].

Another example of the emphasis on empathic listening is the article
5 ways to recognize patient cues, understand needs by Troy Parks in the
heading Practice Management, “When physicians show true empathy
while listening to their patients in the exam room, patients and their fam-
ilies are often more satisfied and more open to adopting their advice —
and it builds a much stronger patient-physician relationship. Though it
seems simple, empathetic listening requires understanding how to rec-
ognize the cues that patients offer. Practicing empathy can save time and
help physicians navigate difficult situations that arise in practice. It can
also forge deeper connections with patients that lead to greater profes-
sional satisfaction and joy in work for physicians” [11].

In the given context we identify one more important concept of joy
in the work for physicians which we would consider under the category
Redesigning Practice. It is essential that the article immediately refer
the reader to the educational professional Module Listening with Em-



© CoBpeMeHHbIE HCCJICJOBAHUS COLMAJIBHBIX IPO0JIeM
2018, Tom 9, Ne 2 « http://ej.soc-journal.ru

pathy on the StepForward website where they get some psychological
advice as in the following example, “Use subtle cues to convey that
you are listening intently and honor the first “golden moments”. Use
body language to show that you are listening. Start by sitting nearby
and facing the speaker. Lean toward them and make eye contact. Make
sure your arms are not crossed as this can signal to the speaker that you
are closed off and not really listening. Periodically echo or summarize
to further demonstrate that you heard what the patient had to say” [14].

In this connection, we would consider one example from the category
Redesign Practice. The StepForward offers 50 Models, developed by
leading healthcare practitioners. One of them is titled Preventing Phy-
sician Burnout, being devoted to “improving patient satisfaction, qual-
ity outcomes and provider recruitment and retention”. The introduction
section recommends how to reduce the burnout effect in physicians,
“Burnout is a long-term stress reaction characterized by depersonaliza-
tion, including cynical or negative attitudes toward patients, emotion-
al exhaustion, a feeling of decreased personal achievement and a lack
of empathy for patients. By measuring and responding to burnout you
will be able to: Reduce sources of stress, intervene with programs and
policies that support professional well-being, Prevent burnout” [10].

It is worth mentioning that largest number of the StepForward Mod-
ules is dedicated to the tools improving communication with patients (16
Modules under the heading Patient Care). Thus, all the components of
the large and complex media network of the AMA are aimed at devel-
oping a positive and high quality of image of a physician.

Conclusion

The results from this study show that developing positive images
and perceptions of the healthcare professionals in themselves as well as
others does change the quality of communication among the American
professionals and the patients.

It appears that information from the sources including the American
Medical Association (AMA) Facebook and the related sites and pages does
form the positive components of the image of a doctor. Official initiatives
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such as Patient Safety and Quality and Practice Management and Education
or Reinventing Medical Practice seem to provide some additional informa-
tion to both practitioners and patients. It is possible that after the modules
are incorporated and the patients have an opportunity to assess the success
of the team-building process, the results will be essential for all the parties.

Also, the results of this study could be used to provide a well-thought-
out tool for creating and promoting a positive image and perception of
healthcare practitioners in Russia, in Perm Krai in particular. It appears
that the social media like the AMA Facebook does contribute to the med-
ics’ image improvement process while it disseminates information among
thousands of FB users and active members of the specialized groups not
only in the USA but worldwide. However, it does not appear that a Rus-
sian analogue of the AMA Facebook would attract many Russian HCPs
and patients at first, since there is not much trust in the changing health-
care system in our country at the moment. If the medicine-related gov-
ernment officials at all levels provide a more complete framework within
which they contribute to developing special media educational medical
sites for both medical workers (practitioners) and patients in the future,
the image of the doctor will improve considerably.

1lybnuxayus nooeomosiena npu noooepaicke epanma Ne 16-16-59009
«a(p)».
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