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Understanding the patient journey…
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Local Search
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Health consumers rely on search

72% look online for health information 

77% begin with a search engine

50% look for local results on mobile
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Ads

Organic Results

Local Pack

Local Map/
Detail

Organic search space is disappearing



Search is more than web browsers
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DATA  
AGGR EGATO R S

DIR ECTO R Y  &
R EV IEW  SITES

SEA RCH ENGINES

YO UR  W EB SITE
PROVIDER & LOCATIONS PROFILES

M anually Claim P rofiles
Add photos, description, hours, etc.

P ublish Structured Data
Provide data to crawlers via schema.org

2

3Upload V alidated NA P  Data
Names, addresses & phone numbers

1

Local search is a multi-step process
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Don’t forget to monitor listing health

 Ensure data is aligned

 Find and fix problems
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Local Search: Getting Started

 Identify consistent location and provider data
 Manually claim listings on Google My Business
 Add structured data (schema.org) to your location and provider pages
 Maintain and update information in your “source of truth” as it changes

Next steps…
 Identify high priority listings for more in-depth effort
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Provider Directory
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20%
of inbound traffic arrives 
to provider directory

Up to
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25%
of overall page views 
occur in the provider 
directory

Up to
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Information Patients Need & Want

Qualification Criteria
- Pass/fail criteria
- Filters providers in/out of 

consideration

Selection Criteria
- More nuanced evaluation 
- Ranks providers according to 

preferences

 Will I like them?
 Do others trust them?
 Are they good?
 Are they convenient?

 Do they accept my insurance?
 Can I get to them?
 Are they accepting new patients?
 Can they treat my conditions?
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Provider Bios: Qualification + Selection

likability

select

conditions

qualify
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Writing Compelling Provider Bios

Narrative unique to each provider that:
 Humanizes the professional

 Displays a sense of commitment to their work

 Helps to begin a relationship with the patient

Use web writing best practices:

 Focus on the user

 Keep it simple

 Make it easy to take action
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Provider Directory: Getting Started

 Decide (or reevaluate) who is included

 Determine how various relationships (employed, community, etc.) and 
terminology will be presented

 Write and edit content to meet users’ needs for qualification and selection

 Identify a clear call to action

Next steps…
 Take it deeper with enhanced content and calls to action
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Publishing Provider
Ratings &  Reviews
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88%
Trust online reviews as
much as a personal 
recommendation

44%
Would consider going
out-of-network if their
reviews were better

Ratings and reviews drive patient choice

BrightLocal 2014 Local Consumer Review Survey, Pew Research Center’s Internet & American Life Project, 2014 Software Advice: Patient Use of Online Reviews
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B efore Selecting
61%

A fter Selecting
19%

Evaluating Current 
Doctor

20%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

When Patients Use Online Reviews

Patients use reviews both before and after 
decision making
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Qualitative factors are important to patients

“When patients are 
asked to rate how 
doctor quality should 
be measured, clinical 
outcomes, such as 
getting cured of a 
disease, rarely come 
up… Physicians, on 
the other hand, go 
straight to the 
clinical.”
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Patient-provider relationships are changing

“…patients have 
become more 
empowered to 
demand both good 
care, and a good 
attitude.”
http://well.blogs.nytimes.com/2015/07/23/shopping-for-a-doctor-
who-fits/
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Why publish ratings & reviews?

 Providers will build trust by empowering patients 
to shape the quality of care. 
 Providers will get to define the terms of 

transparency. 
 Physician culture will change.
 Providers’ own data will affect how other ratings 
 outlets operate. 
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The results… 

 Rank improvements

 Increased organic traffic

 More appointment requests

Why?

 Larger quantity of reviews

 Expanded page content

 More ‘clickable’ listings
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What are the risks?

 ‘Unfair ’ or biased data
• Policies for when ratings and reviews are displayed

• Procedures for requesting removal

 Disclosure of PHI or other sensitive data
• Approval process prior to publication

• Legal language review

 Consumer visibility into operational challenges
• Be transparent about how you’re addressing these
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Provider Ratings: Getting Started

 Review the actual survey(s) that you collect 
today, including legal language. Decide what 
info you will share online.
 Establish the rules for what will/won’t be shared. 
 Agree on language that will be published on the 

website to represent these rules.
 Select internal physician champion(s) to assist 

with communicating to other providers
 Soft launch on staging site for 2+ weeks

Ratings & reviews will be 
published:

For Providers employed by the 
system

Who have been employed > 6 
months

Ratings will be shown if more 
than 15 ratings 

Reviews will be shown if more 
than 10 reviews

Reviews will only be edited or 
blocked for PHI, profanity, 
libelous or defamatory 
language
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Reputation Management &  
Patient Experience Analytics



Delivering the future of digital to healthcare

A NA LY TICS, 
B ENCHM A R K ING
&  CO M P ETITIV E 
INTELLIGENCE

SO CIA L M EDIA  &  
R EV IEW  SITES

A lerting &  R esponse W orkflow
Monitor and respond to reviews through a single platform

CG-CA H P S H CA H P S

Reputation Management & Patient 
Experience Analytics

PATIENT 
SATISFACTION 
SURVEY DATA
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Get t ing Tim ely Care
1. Pretty quick care
2. Wait a little bit
3. In and out in less than an 
hour

Overal l  Exper ience
4. Take care of what they can 
take care of quickly

Bedside Manner
5. Super friendly doctors

Physician
6. Responsive doctors

Of f ice
7. Free books ER waiting area

Helps Pat ient s Underst and
8. Doctor emailed us a video

Making actionable data from freeform text
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Reputation Management: Getting Started

 Coordinate efforts with patient experience teams

 Identify the locations and providers you need to monitor

 Establish the data sources and sites you will include

 Set response guidelines, responsibilities and workflows

Next steps…
 Incorporate social and third-party data into your internal 

transparency initiatives
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Questions?
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Takeaway: Physician Promotion eBook

Fill out the survey at the end of today's webinar 
for this free eBook! 
 Packed with information that will help you 

develop effective tactics for driving qualified 
visitor to your physician profiles

 See examples of physician promotion in 
practice
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Get Started with a Provider Directory Audit

How does your physician promotion stack up?
Find out with a focused audit.
Our healthcare marketing experts will:

 Review the overall user experience

 Evaluate content against web writing best practices

 Identify opportunities to increase search engine optimization

 Deliver actionable recommendations for improvement
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Thank you.
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