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The internet now provides access to health 
information ranging from factsheets on how to sooth a 
colicky baby to videos on how to perform a heart 
transplant . As of 2017, 60 % of Congolese. adults 
reported using the internet and 50 % of internet users 
reported looking for health information online . 
Furthermore, a significant number of people accessing 
health information online reported that the information 
they found would “likely” or “very likely” influence 
their future health care decisions . A recent study 
found that both patients and healthcare professionals 
are increasingly turning to these online resources, 
including websites, social media and personal research 
tools for health information . The use of social media 
sites has grown exponentially over the last few years, 
with participation in social media increasing from 8 % 
of internet users in 2005, to 60 % in 2017 . The Oxford 
Dictionary defines social media as “websites and 
applications that enable users to create and share 
content or to participate in social networking”. Social 
media provides users the opportunity to generate, 
share, comment on and receive multimedia content 
distributed amongst multiple users . Social media 
platforms include collaborative projects (eg. 
Wikipedia), social networking sites (eg. Facebook) 
and web logs (blogs) . 
 
As social media use has grown, so has peoples’ 
interest in using it to find or exchange health 
information. A  survey found that 26 % of health care 
consumers use a social networking site for 
health-related purposes, including 11 % who actively 
participated by posting comments, queries or 
information about health or medical issues . A 2013 
systematic review identified seven key uses of social 
media for health communication:  
 
1) provide health information on a range of conditions, 
2) provide answers to medical questions, 3) facilitate 
dialogue patient-to-patient and patient-to-health 
professional, 4) collect data on patient experiences and 
opinions, 5) health intervention, health promotion and 
health education, 6) reduce illness stigma and 7) 
provide online consultations . Social media is unique 
in that it allows for two-way communication online 
between creators and consumers of information. Thus, 
social media may be an ideal platform for mass health 
communication as well as the potential for addressing 
specific queries by individuals . 

Research to date on social media and health has 
largely focused on the patient experience. A 2014 
study in DR CONGO illustrated that patients use 
social media to locate health information, participate 
in discussion groups and seek support for struggles 
with illness . This type of information seeking and 
sharing happens in a variety of ways including 
discussion forums, chat rooms, instant messaging and 
even via online consultations with clinicians . Fewer 
studies have focused on the physician’s role on social 
media, though physician-generated health information 
is growing. Physician-bloggers have used social media 
to share health information, network with colleagues, 
disseminate research, market their practice and engage 
in health advocacy . However, few healthcare 
providers have engaged with their patients online  and 
some are hesitant about the acceptability of interacting 
with patients in this new venue with unclear 
boundaries . In one  study which analyzed the content 
of some weblogs written by health professionals, 
researchers found that weblogs offered the opportunity 
to share narratives, but also risked revealing 
confidential patient information or reflecting poorly 
on the author or profession . 
 
Unfortunately,the national medical organizationin DR 
CONGO (CNOM ) have not published social media 
guidelines, lack specific behavioral guidance or 
definitions of professionalism ]. More information is 
needed to understand best practices to optimize social 
media’s potential for health communication. 
Guidelines may be informed by understanding the 
perspectives and strategies employed by “early 
adopter”  physicians who were pioneers in being 
among the first wave of physicians to use social media 
professionally to disseminate health information. The 
purpose of this paper is to explore why and how 
physicians on social media use these new technology 
tools. Our study aims were to understand perceived 
benefits and risks of using social media as a health 
professional, as well as to understand physician’s 
experiences, perceptions and views on current and 
future use of social media in healthcare 
 
I. TOP  WAYS SOCIAL MEDIA IS USED BY 
HEALTHCARE PROFESSIONALS 
 
Social media has become widely used by individuals 
and businesses to stay connected, communicate and 
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even market products or services. As these sites evolve 
and become a prevalent way of reaching out to 
consumers, healthcare professionals are finding new, 
effective ways to utilize social media. 
 
II. SOCIAL MEDIA AND HEALTHCARE 
 
Many healthcare managers in KINSHASA are 
working to effectively utilize social media to engage 
patients and consumers. Through effective marketing 
and communication tactics, organizations are able to 
move away from traditional advertising techniques, 
and use the internet to connect with consumers in the 
healthcare field. Consumers heavily rely on 
information found online and use the internet to gather 
healthcare information and connect with other patients 
to garner support and learn about similar conditions. 
Others utilize these resources for research or to share 
experiences with healthcare providers and other 
related organizations. Patients also have a tendency to 
seek information via social media that assists in the 
selection of doctors, specialists and hospitals to make 
informed decisions on the best practices to seek care. 
Individuals will use social media to post reviews or 
other comments that support or possibly deter others 
from choosing that type of healthcare in the future. It is 
essential for providers to be active on social media and 
provide accurate information, connect with readers 
and implement marketing techniques where 
applicable. 
 
III. UTILIZING SOCIAL MEDIA 
 
There is a variety of ways that healthcare 
managers are utilizing social media to enhance their 
services and provide patients with accurate medical 
information. Here are the top ways professionals in the 
field are using social media: 
 
#1: Share Information 
Social media is intended to provide individuals the 
ability to access information quickly and communicate 
with others. Healthcare organizations utilize these 
tools and websites to share information with 
consumers in a variety of ways such as sharing general 
information about flu shots and tips to avoid a cold. 
Sharing news regarding outbreaks or health hazards is 
an effective way for healthcare facilities to provide 
accurate information to patients. It is important to note 
that all patient specific information requires 
permission along with a signed release. Other forms of 
sharing information through social media include: 
 Provide updates on new technologies 
 Introduce new doctors in a practice on social 

networks 
 Answer questions on various topics (e.g. how to 

reach doctors or hours of operation) 
 Deliver generic pre- and post- operative care 

information 

 Offer patients any updates that relate to the 
practice itself 

#2: Compare and Improve Quality 
Another effective way that healthcare 
managers utilize social media is by spending time 
evaluating their competitors to get an insight into the 
services they offer and overall patient satisfaction. By 
taking a look into different practices and their social 
media involvement, professionals have the ability to 
mimic these methods to enhance their own. Some 
organizations will do better through social media; 
providers can determine whether or not they need to 
take more appropriate action to quickly respond to 
patient requests and improve customer service. 
To gather feedback and improve quality, social media 
interaction can provide doctors and physicians with 
immediate responses from individuals to help 
understand common reactions to medications, as well 
as overall consensus from patients on new techniques 
in the industry. Using this information that is readily 
available on social media allows for healthcare 
organizations to learn from patient reactions and 
adjust accordingly. By following feedback on these 
sites, healthcare professionals also have the 
opportunity to evaluate the possibility of additional 
services in the industry. 
#3: Train Medical Personnel 
Some healthcare organizations have begun to utilize 
social media channels as part of their training process. 
During presentations, trainees are encouraged to use 
certain hash tags on Twitter or join other groups to 
engage one another to make training processes more 
enjoyable and interactive. These training techniques 
provide trainees a central location to ask questions and 
quickly receive answers. Social media gives 
participants the power to provide presenters with 
immediate feedback on training sessions. 
Trainees are not the only people who benefit from this 
social media technique. Organizations can use training 
videos and pictures from training sessions to engage 
audiences and enhance their social media channels by 
marketing their facilities and exemplifying their 
innovating training processes. 
#4: Live Updates during Procedures 
Although somewhat controversial, there has been an 
increase of doctors and surgeons providing updates 
from the operating room. Through Twitter and other 
social media outlets, healthcare professionals have the 
ability to deliver up–to-date information during 
procedures to fellow doctors, medical students or 
simply curious individuals. Some say these updates 
are a distraction in the operating room, while others 
argue that it is an innovation and provides educational 
value that should be embraced. 
The use of social media during operations also 
provides healthcare facilities the ability to gain 
attention from industry specific outlets as well as 
mainstream media. As a marketing approach, 
organizations create a buzz on social media with these 
updates, creating excitement and enhancing public 
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awareness of an individual organization to attract 
patients and medical personnel. 
#5: Communicate in Times of Crisis 
In times of crisis, the use of social media has increased 
to provide minute-by-minute information to 
consumers. Through social media, hospitals and other 
organizations are able to deliver real-time updates on 
hospital capacity, operation status and emergency 
room access. Having an active social media presence 
allows healthcare professionals to pass along 
information shared by organizations such as the Red 
Cross, and the Centers for Disease Control or 
communicate with news outlets. 
As social media continues to become a valuable asset 
to healthcare organizations and new methods of use 
are implemented, the industry requires administrators 
to set guidelines and procedures for effectively 
managing these channels. To provide the best 
customer service and accurate information it is very 
important for congolese professionals to adhere to 
international regulations, organizations need 
individuals versed in the healthcare administration.  
 
IV. ADVANTAGES 
 
The advent of social media has no doubt changed the 
ways consumers and organizations communicate 
online. In the early days of the internet, 
communication adopted a top-down, linear direction; 
information was provided on static web-pages or was 
exchanged via email. Social Media has redefined the 
traditional role and reduced the degree of separation 
between information producers and information 
consumers. The use of social media continues to 
increase, and most importantly, the fastest growing 
demographic of social media users are individuals 
aged 45-54. While the trends are undeniable, there is 
little known about how social media can be beneficial 
to healthcare organizations for communication and 
treatment purposes. While there are limitations given 
the various rules and regulations surrounding the 
medical industry in general, I personally feel the risks 
are far greater if organizations do not adopt a social 
media strategy for their patients. I have identified six 
benefits for using social media for healthcare 
communication, education and treatment. 
1. Increases interactions with others – Peer-To-Peer 
healthcare has become a source for patient information 
and support. 25% of patients diagnosed with chronic 
medical conditions have used the internet to find and 
engage with others with the same medical conditions. 
Healthcare practitioners should tap these health 
subcultures to provide an accountable and educated 
word of advice. Social Media’s one-to-many 
capabilities also allow you to provide the general 
public medical advice without compromising 
confidentiality. Consider patient adherence. As you 
may know, patient adherence is an issue facing 
healthcare organizations across disciplines. A 
well-crafted article on self-directed exercises, medical 

device use and self-care provides your patients near 
real-time advice to correctly follow medical advice. 
2. More available, shared and tailored information 
– Patients are using Google as a means to diagnose 
themselves. Nowadays Google health related searches 
include results for over 900 medical conditions. While 
the data is there, sometimes it becomes harder to reach 
if people are unaware of how to find it. As a healthcare 
organization, you can not only educate the general 
public and your patient’s on medical conditions, but 
how to learn more about it. If you come across a post 
on social media, you can quickly correct diagnosis 
misalignment by directing the user to a more befitting 
piece of information. Even offering advice on how to 
use Google Scholar to search for conditions can go a 
long way. For example try searching “insomnia 
treatment” in Google, and then search for “insomnia 
treatment” in Google Scholar. The reliability and 
quality of information on the latter search is far 
superior to the former. 
3. Increase accessibility and widening access – For 
many years the local doctor has had full control of all 
medical information available in a community. The 
internet and increasingly social media have changed 
that giving the general public not simply access to 
medical information, but become active participants in 
two-way direct communication initiatives. There are 
benefits for healthcare professionals as well. Carrying 
on from the local doctor in a small community, the 
doctor encounters a patient with an unusual set of 
symptoms. Leveraging Social Media to connect with 
other Physicians is a great way to expand your range of 
knowledge, by ways of expanding your professional 
medical network beyond the borders of your medical 
library and local health integration network. 
4. Peer/social/emotional support – Social support 
has been linked to positive health outcomes, with 
some studies suggesting that patient’s adherence and 
general health improves when receiving support from 
family or peers. Additionally, open conversations 
about health issues will only reduce stigma from 
members of the public suffering from a medical 
condition. I personally believe education drives out 
any fears and isolation. Finally physicians can provide 
ongoing support and encouragement to patients as 
they try to achieve their goals. Consider smoking 
cessation – quitting smoking is possibly one of the 
hardest things to accomplish. Trust me I have quit 
smoking 7 times. Positive reinforcement from a 
healthcare provider can help their patients meet their 
goals. 
5. Public health surveillance – I do not expect social 
media to ever replace traditional data sources for 
public health data sources and disease surveillance, 
social media do hold potential for complimentary 
information. Given this set of communication data is 
not primarily designed for public health purposes, but 
is a set of online communications promoting healthy 
lifestyles, disease risks and interventions. Aside from 
being another resource to disseminate information, 
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social media can be used to provide timely forecasts of 
disease incidence. Consider influenza. Twitter data 
pertaining to common cold occurrences were found to 
correlate with seasonal influenza data collected by 
more traditional sources. These social media trends 
can help researches, epidemiologists and healthcare 
practitioners quantify changes in disease awareness as 
well as sentiments towards treatment and preventative 
care. Additionally social media data can measure 
reaction to public health messages and campaigns. 
Analyses of metrics pertaining to specific health 
promotion events or disease-specific awareness 
campaigns provide useful insights to healthcare 
professionals during evaluating their campaigns. 
6. Potential to influence health policy – Social 
media is without a doubt the most talked about 
disruption in marketing in decades but how can it 
impact can social media play in impacting health 
policy. Research shows that 31% of healthcare 
organizations have established social media guidelines 
in writing. This suggests that non-government 
institutions are actively implementing policy to 
preserve patient confidentiality but still provide a 
tangible and systematic policy across all staff within a 
healthcare organization as how they communicate, 
respond to and analyze information posted to or 
collected from social media channels. But the most 
interesting statistic collected shows that2/3 of 
Physicians prefer an open forum as opposed to a 
specialist, physician only online community for 
professional communication purposes. This is 
fascinating because it shows that healthcare 
professionals are embracing social media’s 
transparency and suggests that the open source of 
information is actually improving the quality of care 
they are able to provide to their patients and the 
general public. 
Social Media use is growing and not likely to 
disappear and already the general public and 
healthcare organizations are already engaging in social 
media for healthcare communication and treatment. 
Although there are some challenges surrounding 
maintaining privacy and confidentiality and the 
reliability of the material exchanged on the web, the 
benefits to the general public and healthcare 
organizations outweigh the mediums limitations. 
Whether you are currently using social media or not, 
it’s important you establish an acceptable social media 
policy, and communicate the policy to all staff. When 

collecting information, put technology in place that 
preserves the format of social media communications, 
including edits and deletions. Control and monitor 
social media communication in real-time and follow 
up on any messages containing keywords or phrases 
relevant to your practice. Educate your staff who will 
be using social media – use real life examples 
illustrating how to use social media and how not 
to.  Finally make sure to craft a compliance content 
strategy by creating a library of content that your staff 
can easily post to social media, reducing the chance of 
medical malpractice. 
PartagerPartager The 6 Benefits of Social Media in 
Healthcare 
 
V. WE STRONGLY RECOMAND HIPAA  
 
The Healthcare Insurance Portability and 
Accountability Act (HIPAA) was enacted in 1996 
with the intent of providing patients more control over 
their healthcare records in USA. HIPPA encompasses 
a variety of key points including: 
 Reducing healthcare fraud 
 Implementing industry-wide standards for 

information provided on electronic billing 
 Providing health insurance to individuals that are 

changing or have lost their jobs 
In terms of protecting healthcare information, HIPPA 
sets guidelines that pertain to the protection and 
confidential handling of an individual’s health 
records. These guidelines have become somewhat of 
an issue in terms of social media. Healthcare 
professionals cannot directly address patients through 
these outlets as it violates the privacy and 
confidentiality regulations outlined by HIPPA. Other 
healthcare facilities are encouraged to implement strict 
policies and guidelines for what employees are 
allowed to post on social networking websites. Some 
ways to avoid HIPPA violations include: 
 Distribute clear social networking policies to 

employees 
 Avoid any discussion of patients, even in general 

terms 
 Speak generally about conditions and treatments 
 Prominently post your policies and procedures on 

all social media platforms 
 Do not practice medicine online by responding to 

patients offline 

 
 
 
 
 
 

 
 
 
 
 

 
 


