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Friday, July 19, 2024 at 3:15 am



Period of Uncertainty



It Begins…



Communication Strategy & Goals

• Minimize disruption and impact by 

providing clear, timely and 

accurate communications to 

patients and families and 

employees 

• Protect and advance the 

reputation of Cincinnati Children’s



Early Response



Formal Statement Development



Communication Dissemination

• All area media

• Telephone operators

• Access center and family relations team

• Affiliated physicians

• Board

• Government relations 

• Community relations 

• Development team

• Website

• Facility digital signage

• Organization’s social media channels



Communication Dissemination



Ongoing Communication



Ongoing Communication

We posted the final 
update at 3:54 pm.



Ongoing Communication

We updated 
highly visible 
alerts on the 
homepage of 
our website 
each time we 
received new 
information 
that impacted 
our users.

This 
information 
closely 
mirrored what 
we posted on 
our social 
media 
channels.



Ongoing Communication



Post-Event Communication



How We Did It



Results

In addition to receiving positive messages from 
patients, families, employees and our 
leadership team thanking us for keeping them 
informed, we evaluated our success externally 
and internally. 



Results - Media

National

• USA Today  - Global Microsoft CrowdStrike outage creates issues from Starbucks 
to schools to hospitals

• ABC News - At least 12 major hospitals, health systems affected by global IT 
outage

• Fortune - Doctors revert to pen and paper after CrowdStrike’s outage hits 
hospitals: ‘Every single computer was down’

Local (coverage from all local news outlets including TV, radio and print)

• Cincinnati Business Courier - CVG airport, Cincinnati Children's impacted by 
global Microsoft outage

• Cincinnati Enquirer - Cincinnati Children's reschedules appointments, says 
surgery delays likely due to Microsoft outages

• WCPO - Microsoft widespread outages affecting users worldwide: Here's how you 
could be impacted

• WKRC - Local hospitals experienced issues due to major IT outage

• WLWT - Global IT outage: What Cincinnati-area businesses, services were 
impacted?

• WVXU - How the global outage is — or isn't — affecting Greater Cincinnati 
companies and communities

• WXIX - Local impact of global IT outage at CVG, hospitals, 911 centers, gas 
stations

https://www.usatoday.com/story/money/2024/07/19/global-it-outage-hospital-college-store-issues/74469021007/
https://www.usatoday.com/story/money/2024/07/19/global-it-outage-hospital-college-store-issues/74469021007/
https://abcnews.go.com/Health/12-major-hospitals-health-systems-affected-global-outage/story?id=112103722
https://abcnews.go.com/Health/12-major-hospitals-health-systems-affected-global-outage/story?id=112103722
https://fortune.com/2024/07/19/crowdstrike-outage-glitch-hospitals-healthcare-doctors-computer-systems/
https://fortune.com/2024/07/19/crowdstrike-outage-glitch-hospitals-healthcare-doctors-computer-systems/
https://www.bizjournals.com/cincinnati/news/2024/07/19/cvg-airport-childrens-global-it-microsoft-outage.html
https://www.bizjournals.com/cincinnati/news/2024/07/19/cvg-airport-childrens-global-it-microsoft-outage.html
https://www.cincinnati.com/story/news/2024/07/19/cincinnati-childrens-says-surgery-delays-expected-due-to-microsoft-outages-cincinnati-childrens-says/74467818007/
https://www.cincinnati.com/story/news/2024/07/19/cincinnati-childrens-says-surgery-delays-expected-due-to-microsoft-outages-cincinnati-childrens-says/74467818007/
https://www.wcpo.com/news/local-news/microsoft-users-worldwide-report-widespread-outages-affecting-banks-airlines-and-broadcasters
https://www.wcpo.com/news/local-news/microsoft-users-worldwide-report-widespread-outages-affecting-banks-airlines-and-broadcasters
https://local12.com/news/local/uc-medical-center-mercy-health-multiple-local-hospitals-experiencing-issues-due-to-major-it-outage-cincinnati-alerts-health-care-systems-tech-technology-doctors-schedules-hours-surgeries-surgery
https://www.wlwt.com/article/microsoft-it-outage-cincinnati-impacts/61644723
https://www.wlwt.com/article/microsoft-it-outage-cincinnati-impacts/61644723
https://www.wvxu.org/local-news/2024-07-19/microsoft-crodstrike-outage-ohio-kentucky
https://www.wvxu.org/local-news/2024-07-19/microsoft-crodstrike-outage-ohio-kentucky
https://www.fox19.com/2024/07/19/local-impact-global-it-outage-cvg-hospitals-911-centers-banks-gas-stations/
https://www.fox19.com/2024/07/19/local-impact-global-it-outage-cvg-hospitals-911-centers-banks-gas-stations/


Results – Social Media



Results – Employee Communication

57%

72%

0%

10%

20%

30%

40%

50%

60%

70%

80%

Newsletter Metrics

Open Rate Comparison

Average Actual Special Edition

Announcements (2,501 views) and follow-up 

stories (2,314 views) ranked among top 

viewed content for quarter. Topics covered: 

• Impact on disruption to operations 

• Repairs for workstations impacted 

• Behind-the-scenes work of the tech teams 

• Parent praise during tech outage



Key Takeaways

• We were ready!

• Have a shared workspace, including alternate access

• Have all the tools you need in the workspace

• Ensure team members have notifications set up

• Practice and drill regularly

• Learn from others



Thank You + Q&A

Kelly Calhoun, MSM, APR

Vice President, Communications

Kelly.Calhoun@cchmc.org

Nanette Bentley 

Sr. Director, Public Relations

Nanette.Bentley@cchmc.org

mailto:Kelly.calhoun@cchmc.org
mailto:Nanette.Bentley@cchmc.org
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