


REPUTATION MANAGEMENT

REPUTATION 
MANAGEMENT AS 

ADVERTISING

REPUTATION 
MANAGEMENT AS KEY 

PERFORMANCE INDICATOR

REPUTATION 
MANAGEMENT AS 

PRACTICE DEVELOPMENT
Positive reviews are better than 
paid advertising because they 
are generated by real people 
and seen as more authentic.

Patient Promoter provides a barometer 
of your culture (the NPS score); the 
practice’s approach to delivering a 

high-quality patient experience.

Uncovering areas for service and 
process improvement starts with 

listening to your patients. Do your 
interactions with your patients reflect 
your values, mission, and reputation?



“60% of patients will choose one 
provider over another because of 
a stronger online presence, and a 
stronger online reputation.”





If a business has a 3-Star rating, 
57% of consumers will use that business

If a business has a 4-Star rating, 
94% of consumers will use that business

If a business has a 2-Star rating, 
13% of consumers will use that business

Patients consider Yelp the most 
trusted site for doctor reviews





Measure
Patient Experience

Improve
Practice Reputation

Capture the
Voice of the Patient





Step 1: Email the Patient



Standardized Response: NPS

9-10
Promoters

7-8
Passives

0-6
Detractors



Detractor Page:
We’re Sorry



Detractor Page:
Thank You



Passive Page:
Thank You



Passive Page:
Thank You



Promoter Page:
Thank You



Promoter Page:
Celebrate!



• The feedback 
gathered from the 
survey can be 
actionable intelligence 
to improve our 
awareness of patient 
experience and any 
underlying issues with 
the practice.



“90% of patients who have 
been referred will change their 
mind about a provider because 
of poor online reputation”











5-Star Review Results

Other Social Media
• Additionally we generated 16 5-star reviews on Facebook and 10 5-star reviews on 

Google profile (which shows up when people search Google on their phones)

2018 Update: Patient Promoter has generated 250 5-Star reviews for client
on Yelp, Facebook, and Google through April 2018 (in 30 month period).

Case Study: OBGYN



“74% of patients will 
decide not to book 
w/a provider because 
of negative reviews.”



Feedback Reports
Patient Experience



“There is a gap in perception between 
providers and consumers on the quality of 

experience currently being provided.
Providers underestimate the degree to which the patient experience fails 
to meet consumer expectations. This skewed perspective is creating a lack 
of urgency among providers to fix the problem. While providers are aware 

of patient dissatisfaction, they have many competing initiatives, 
making it difficult to prioritize.” 

- Prophet / GE Healthcare Camden Group
The State of Consumer Healthcare: A Study of Patient Experience

https://www.prophet.com/patientexperience/index.html




