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£ Welcome

= This session is interactive

= Ask questions for the Q&A portion of the webinar
via the chat feature

= For further discussion, don’t hesitate to contact us






# Reviews Materially Influence Behavior

B 2 i el

92% /9% +5-9%

of internet users read of consumers A difference of
reviews, and 89% of trust online one “Star” in a
people say that review as much rating can lead to
reviews influence their as word of a 5-9% difference
purchasing decisions mouth in revenue

(eTailing Group) (Consumer RS) (Harvard Business Review)



Patients Use Online Reviews
to Research Their Healthcare Providers

/7%

of online health seekers begin
their search online

84%

of patients use online review
sites to evaluate doctors

Source: “5 Steps to 5 Stars: How to Get Great Online Patient Reviews”



#* Search: What People See When Looking Up a Hospital
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Hospital in Mountain View, Califal
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Review summary
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99 review:

"Wonderful service to family and friel
newly enhanced facility." ;

“Nurses and stalf were amazing for my wife's

@ delivery.”
“Services are good but not wonderful, the
price are highly unjustifiable."

Rate and review

Google reviews
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Google reviews

1:52 PM 1= % 47% M)

El Camino Hospital <

gary lostinspace
6 months ago

* My sister died at your hospital on
July 1, 2016 and you neglected to sign her
Death Certificate for 10 days, my mother was
informed that she had to be patient. Thank
God her Oncologist came back from vacation
yesterday July 11, 2016 and ... More

2

Bharani Rajendiran

4 months ago

% K Kk Kk Very well maintained hospital.
Nurses help a lot and extremely responsive.
They take good care.

Helpful?

Colleen Gately
3 months ago

Reputation Dominates 3 out of 4 Search Pages



e Maps: What People See When Searching for a Hospital
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#~ Social: What People See When Looking Up a Hospital
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UCSF Medical Center 3= UCSF Medical Center 7]

UCSF Medical Center <

UCSF Medical Center @

Medical Center - Hospital

Health
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Like Message Save More

™ Pamela Radgowski likes this
9 69,952 Likes
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1,812 Reviews

UCSF Medical Center is a world leader in health care
and is known for innovative medicine, advanced
technology and compassionate care. For more than a
cen!ury, we have offered the highest quality medical

e an Twittar @I ICCEAenitale

UCSF Medical Center is a world leader in health care
and is known for innovative medicine, advanced

4.6 * Ratings

technology and compassionate care. For more than a 5%
century, we have offered the highest quality medical 4% o— 3
traatment Eallaw t1e an Twittar @ ICCEHAenitale .
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(415) 476-1000

parnas!

z W
P-““”

Legad

505 Parnassus Ave

See All

Reviews - 4.6 of 5

2% 1% While | had my partner at the ER for a "viral
type illness" If you guys did a "C.diff" quarantine,
If so, you should at least pretend it's a real qua...

5% My daughter had brain surgery here and we
couldn't have been happier. She has Medical,

B

Reputation Dominates 2 out of 3 Social Pages

Jack Mou reviewed UCSF Medical Center

L
While | had my partner at the ER for a "viral type
illness" If you guys did a "C.diff" quarantine, If so, you
should at least pretend it's a real quarantine. Doctors
and | were allowed in and out without masks and
gloves and proper protection. Only a two people were
all dressed up like they were from the CDC. Yet you
guys could not find a cause of the problem?
Meanwhile, our doctor outside of UCSF were on the
phone insist on antibiotic drips as a precaution, yet
you guys refused to do so. The so called "pretend”
quarantine must have caused "Medicare" more than
$10k!! Oh, and we were left with almost a... S

More




The perception of your
brand starts with the local
reputation of every location

where you deliver care.



s Why Every Healthcare Provider Should Care

Reputation

Revenue

Marketing Spend






#~ The Pillars of Online Reputation

Reviews Surveys Business Social Operational Flexible

Listings Media Insights Reporting
e ‘

v Request v Build v Audit v Monitor v Diagnose v Inform
v Respond v Share v Correct v Respond v Improve v Empower

v Share Vv Publish
v Schedule




#~ The Pillars of Online Reputation

Reviews Surveys Business Operational
Listings Insights

v Request v Build v Audit v Diagnose
v Respond v Share v Correct v Improve

v Share




#+ Reviews: Request (Build Volume)

Before After

Average Rating by State

Click a state for more details

Average Rating by State

Click a state for more details

NoData 10-1G 20-24 2520 30-34 3530 4043 4447 4850
[ I S N — [ e —

Metric Before After Change
Review Volume/Month 36 153 +420%
Proportion Positive 42% 81% +193%
Average Star Rating 1.8 3.8 +211%




#~ Reviews: Respond

n Facebook

Respond quickly and
professionally to
each review

x 1.0/5 Feba4, 2017

| had a horrible experience at this location. | was calling about my prescription that was not
called into the pharmacy (2nd time this has happened) and was transferred to talk to an MA.
She was extremely rude and hung up on me. | will not be returning and will inform family and
friends about the awful service here.

replied on Feb 9, 2017: & Live
we regret that you had a negative experience with us, but are glad you brought
this to our attention. If you'd be willing, our manager would like to speak with you at (307) 637-
2800 to discuss ways to improve your experience with - ) Care moving
forward. Thank you for your input, and we hope to hear from you soon. Read Less

Respond to this Review...



#~ Reviews: Share

Promote reviews
on your website
and social pages

§ Ahhhk

B e Google

My mother-in-law lived at St Mt Estates for over a year, and we had a great experience there. The staff worked hard to make sure she
was well taken care of and the management was gracious and helpful. | would recommmend it to anyone looking for assisted living in our
area of town.

§ *hkhk

= Google

vp L8 8.8 8

yp.com

When you see someone who can't breathe you panic, so even IF a staff would want to do CPR he/she could entered into a state of
shock of wanting to do something but your body not responding. You have no idea what you would do until you're in the situation
regardless of what you say or think. A guy wh... Read More

il:j L8 8 8 &

=2 Our Parents

=L Qur Parents

Tq*****

9 hkkkk



Survey: Build
T

C%CENSION

We care about your experience

1. Based on your most recent experience with us, how likely are you o recormmend %o your family
and friands?

o

/&SCENSION

We care about your experience

Not Likely Extramaly Likety

. et 2. Please identify the stale and city where your experience cccurred. Then eilher select the localion of your visil or the
oy family and frierds™ physician you saw during your visit, IF you know the name of the location er physician, you can enter itin the box
below.*

- or selact -
o e wither selec! ta State Location name

L s chutinn your Vs, I wiss know e name of this

i
U AN et L i e B Saiow Select a state tae Sele

Select a state.

ASCENSION
A

[T —




#~ Surveys: Share

,’g KootenaiHealth

CAREERS | VOLUNTEER | NEWSROOM | CONTACT US | FOUNDATION

_ ==
KOOTENAI KOOTENAI PATIENTS & HEALTH CARE ABOUT
Health v Clinic v Visitors v Professionals v Kootenai v
SHARE EAWE .
FIND A PROVIDER
JEFFREY ALLEN, MD
SURVEYS
Explains Shows courtesy and respect
1. 6. 6.6 & SRRV e 3.7/5
Overall Rating Listens
ARk I 455 KRR E 45/5

SPECIALTY

Oncology, Medical | Website

49 /5
) 6.6 6.6

B0 reviews

Spends enough time

Integrated with
TRk KKKk 50/5

CAHPS Survey

Results

CERTIFICATIONS




#~ Business Listings

P g 4
/ Create pages J “ '

v~ Fix duplicates

Google Facebook Apple

& hgole

Bing Healthgrades

v Correct pages

Vitals



#~ Business Listings: Correct

m Google 73% Correct

£ Correct Data: m Google Listing:

Name Family Medicine Associates in San Jose @ Family Medicine Associates of San Jose, Inc. Accept

Address 455 Oconnor Dr, Ste 210 San Jose, CA 95128-1632
Phone (408) 995-5453

Website https://stanfordhealthcare.org/medical-clinics/family-medicine-as
sociates-san-jose-oconnor-drive.html

Business Type: main
Hours Mon 8:30 AM - 4:30 PM

Tue  8:30 AM - 4:30 PM
Wed B8:30 AM - 4:30 PM
Thu  8:30 AM - 4:30 PM
Fri 8:30 AM - 4:30 PM
Sat Closed

Sun Closed We correct for you

Categories Family Medicine



[ = Operational Insights: Diagnose & Improve

Expand All  Collapse All Negative  Positive
» Competence 79 227
* Convenience 86 128
Wait Time 72107
Administrative Process 8 9
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b Satisfaction 0 0

To Filter: Click a Bar or Mentions to see relative activity below
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#~ Case Study Outline

ne Background
ne Challenge

ne Plan

.
.
.
.

ne Results

Local Story



# Immediate Clinic Background

@ .
Everett = Urgent care in Puget Sound (WA)
AN
- - Started end of 2013
@ Shoreline Bothell
Poulsbo
©) Lacfcny @ * 14 clinic locations
Crown Hill Kirkland
Redmond
QueenAﬁ@pmu 9 «Joined MultiCare Health Systems in

Dec 2016



Immediate Clinic Reputation Challenges
I

= Management across review sites for all 14 locations
= Growing “retailization” of healthcare and online reviews

=Lack of measurement tool for patient satisfaction



s Reputation.com Implementation

*NPS Survey
Single-platform review management system

» Easy tracking and response
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£+ Results: Increased Review Volume 2Xx
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£+ Results

Duvall
Bangor o Suquamish ] Cottage Lakel( =8 -
Trident Base a5 *
Keyport Immediate Clinic® —
. . @) Crown Hill (203)
b Redmond
= Digital strategy advantages
Silverdale ' 520 503
Immediate Clinicc! A N -
ueen Anne mmediate Clinic 1
Erlands 2 A o Capitol Hill AL
Point-Kitsap. j]
Lake. i S
Bremerton 9 D Map data ©2017 Google
Urgent Care Near Me | Walk In Clinic Seattle WA | Immediate Clinic Rating~ Hours ~

https://www.immediateclinic.com/queen-anne-urgent-care ~
Seattle urgent care in Lower Queen Anne. Walk-In Neighborhood Clinic open 365 days a year 8am-8pm. Immediate Clinic Capitol Hill
Walk in now, or set an appointment for your ... 3.7 hdk Ik (26)-U
You visited this page on 2/16/17. 3 = WA -

enter ® @

oo WEBSITE DIRECTIONS

Capitol Hill Urgent Care | Seattle WA Urgent Care | Immediate Clinic
https:/fwww.immediateclinic.com/capitol-hill-urgent-care +

Our Capitol Hill urgent care is open 8a - 8p, 365 days a year. Conveniently located on Broadway, we aim
to serve all your immediate medical needs. Walk inor ..

®© &

WEESITE DIRECTIONS

Urgent Care Ballard WA | Urgent Care in Seattle | Immediate Clinic
https://www.immediateclinic.com/crown-hill-urgent-care «

Seattle, WA urgent care is open 365 days a year 8am-8pm. Walk into our medical clinic now, or set an
appointment for your convenience. X-Ray & lab onsite.

cility @ °

WEESITE DIRECTIONS

= More places



£+ Results

= Improved responsiveness

» Weeks delays to days
delay

Before Reputation (Jan 2013 - May 2015)

Responded 46 (7%5) View
Unresponded 400 (64%) View

After Reputation (June - Dec 2015)

Responded 126 (85%)  view
Unresponded 23 (15%) View




£+ Results

= Better service-recovery

» Follow up process -
24 hour text + 48
hour call

March 12, 2017, 8:02 p.m. ET
Hi Carla, thanks for visiting Immediate Clinic. How
likely are you to recommend us to friends or family,
on a scale of 0 - 10 (where 10 = most likely) ?

Carla: March 12, 217, 8:03 pm. ET

100

March 12, 2017, 8:03 pom. ET
We're glad to hear you had a good experiencel
Were there any other comments you'd like to share
with your doctor or the staff?




#+ Key to Success

- Management and employee
buy-in

= Staff education on process
and importance

» Culture day
» Cluster meetings + calls

» Clinic meetings




#+ Shoreline clinic

150
100

50

May 2016 - contest at Shoreline clinic

» 130+ reviews compared to average

» Employees helped generate reviews



£+ What's Next?

= Business Unit Goal for 2017
» Company-wide goal of NPS=80
» Star rating goal=4/5

= Proactive approach to experience improvement
» Target individual providers/clinics

= Ask for patient reviews and feedback

» Via widget



#~ 5 Key Takeaways

1. Your reputation is prominently displayed
on mobile

2. Online reputation needs to be managed at every
healthcare location

3. Your reputation stands between your marketing
spend and revenue

4. Focus on the 4 pillars - Reviews, Surveys, Business
Listings, Operational Insights - to improve your
online presence

5. Successful ORM lies in strong organizational buy-in
and continued education. |







#+ Questions and Answers

= Please continue to use the chat feature to submit
your questions.

= We will answer as many questions
as we can.



#+ Get in Touch

www.reputation.com/business
@ healthcare@reputation.com
o @Reputation_com

o facebook.com/reputation.com






