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Online Reputation Management:
It’s More than Ratings and Reviews

How Kindred Healthcare leverages insights from 
online reviews to improve its online reputation, 
attract new patients, and enhance care Sponsored by
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The Digital Landscape
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▪ Awareness is often a search result

▪ Digital experience expectations are high 

(think Amazon)

▪ First impressions drive conversion

▪ Quality and accuracy of data is key

Patients Want a Great Experience from Awareness to Care
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How Consumers Find Healthcare Information

of health-related 

search queries are 

non-branded

90% 63%

choose providers

based on proximity

to home or office

80%

of patients go online 

first to research 

healthcare

The Use of Devices and Channels is Affecting Healthcare
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Where Consumers Find Healthcare Information

1%

1%

1%

2%

3%

4%

6%

12%

15%

52%

0% 20% 40% 60%

Yelp

Vitals

Yahoo

WebMD

Healthgrades

Bing

Facebook

Apple

Home Pages

Google

(Your Own Site)The top 5
sites constitute

89%
of all sites used to 

find healthcare 
listings

Source: Reputation.com data, 2018
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Reputation Is Everywhere Consumers Look

“Alexa, What’s 
the best 

pediatric care 
near me?”

Search “Near Me” Search Maps
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The Digital Landscape Has Become a Feedback Economy
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More than Ratings and Reviews
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• Directory

• Listings

• Ratings and Reviews

• Social

• Surveys

• Insights

The Big Picture
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Essential Elements of Reputation Management

Optimize
Search

Acquire
Customers

Improve
Experience

Virtuous Cycle

ATTRACT CONVERT IMPROVE

https://www.youtube.com/watch?v=gS8mfftMsmQ
https://www.youtube.com/watch?v=gS8mfftMsmQ
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ATTRACT CONVERT IMPROVE

Reputation Score
At a Glance: Your Organization’s Reputation and Experience Performance at a Hyper-Local Level

https://www.youtube.com/watch?v=gS8mfftMsmQ
https://www.youtube.com/watch?v=gS8mfftMsmQ
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Kindred’s Strategy
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Kindred Healthcare
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Who We Serve

▪ Transitional Care Hospitals
▪ Certified by Medicare as long-term acute care (LTAC) 

hospitals.
▪ Deliver care for chronically and critically ill and medically 

complex patients who require specialized and aggressive 
interventions over an extended period.

▪ Inpatient Rehabilitation Hospitals
▪ Full-time rehabilitation, interdisciplinary care 

management and 24-hour physician-supported care. 
▪ Rehab teams help each patient get stronger and more 

independent, recover more rapidly and return home.

▪ Rehabilitation therapists
▪ Provide medically necessary rehabilitation care across a 

full range of healthcare settings. 
▪ Bring recovery and improved function while supporting 

the highest quality of life possible.

Across
the Care

Spectrum
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Reputation Management: A Key Digital Priority

Kindred’s mission is to promote healing, provide hope, 
preserve dignity and produce value for each patient, 
resident, family member, customer, employee and

shareholder we serve. 
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Reputation Management: A Key Digital Priority

▪ Oversee the program
▪ Provide new hire and maintenance training

▪ Location leadership (CEO, CCO, Director of Quality)
▪ Sales users
▪ Reputation Champions

▪ Meet with internal stakeholders regularly
▪ Monthly/quarterly reporting and outreach

▪ Champions
▪ Location leadership
▪ Division leadership
▪ Inactive locations outreach
▪ Positive review outreach

▪ Quarterly Champion update calls
▪ Maintain business listings

Director
of Reputation
Management
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Reputation Management Strategy

Kindred’s
Reputation

Management
Program

▪ Review and Social Listening
▪ Positive review capture goal: 5% increase YOY
▪ Managed by: Social Media and Reputation 

Management team

▪ Review Response
▪ Response rate goal: 85% response rate
▪ Response time goal: 12 hours
▪ Managed by: Reputation Management team

▪ Business Listings
▪ Weekly updates
▪ Managed by: Reputation Management team

▪ Reporting
▪ Provided monthly and quarterly
▪ Reputation Score goal: 1% growth
▪ Managed by: Reputation Management team

▪ Review Usage
▪ Internal and External Use
▪ Sales Use



© 2019 by Reputation.com. Confidential and Proprietary.

Business Listings Strategy

▪ Weekly updates to ensure 100% accuracy

▪ Regular audits of N.A.P. and images associated with listings

▪ Optimized images

▪ Optimized description
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Reviews

1. Review Monitoring and Responding
a. Social Listening

• Reputation.com
• Sprinklr

b. Responding
a. Instances where ORM team does not 

respond:
– Excessive profane language
– Threatening or harassing language
– Death attribution
– Lawsuit or media threats

2. Requesting Reviews
a. Bedside capture
b. Personal-use device
c. Review request emails
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Reviews: A Case Study

Negative review is 
responded to on 

platform

Negative review is 
provided to 
leadership

Leadership begins 
investigation into 

allegations

Leadership 
responds to ORM 

team within
24 hours

Positive review is 
responded to on 

platform

Positive review is 
shared with 
leadership

Positive review is 
shared by 
leadership

Leadership 
recognizes 
employees

Review is 
Received & 

Triaged
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Reviews: Turning a Negative to a Positive
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Reporting: Sentiment Reporting

Sentiment reporting is sent to divisional VPs, location leadership, 

sales leaders, and Reputation Champions
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Reporting: Operational Insights

Operational 
insights are 

provided 
to division and 

location 
leadership
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Reporting: Word Cloud

The Word Cloud Insight Report
is provided to location and sale leadership 
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Reputation Score: Accountability

Reputation Score is 

above the line on the 

hospital division 

balanced scorecard

Yearly, quarterly, and monthly 

goal setting
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What Success Looks Like

▪ Review volume grew 10%

▪ Reputation Score increased 5%

▪ Employee review tracking:  be the employer of choice

▪ Listings accuracy improvement
- Significant growth in clicks for directions
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Beyond the Review

Leadership teams, champions
and sales leaders are encouraged
to practice positive review 
amplification

– Positive review monthly outreach to various locations

– Leadership teams use reviews for employee recognition programs

– Training teams on how to extend the life of a review through 
sterilization and collateral creation
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Future State

▪ Review requesting via SMS

▪ Google Q + A

▪ Insights used to diagnose trends and make operational 

improvements

▪ Ticketing
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Q&A
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Thank You
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