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● Facts, Figures and Fun

● Tips & Examples to use for 
facing Social Customer 
Service Care

● Overview on the Impact of 
Social Media and ORM

What’s Ahead





Why We Need a Strategy
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The Digital Age
● 54.4% of the world’s population 

uses the internet daily 
(in 1995 < 1%)

● The average person spends about 3 
hours a day on their smartphone.

● Google processes 3.5 billion 
searches per day 

● Facebook has 2.2 billion users 
(more than the population of China, 
the single most populated country 
on earth) 



Considerations
● Patients have 24/7 access to your practice 
● Patients can say and share whatever they want with 

the world
● Telling your story is the best way to build your brand 



● Nearly 78% of searches are for small businesses 
(that’s you guys)

● Searching for healthcare information is the 3rd most 
common activity on the internet

Considerations



● Time
● Budget
● Social customer service plan
● Staff willingness to be 

“social”
● Plenty of tools available to 

help

Considerations



What is Social Customer 
Service?
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Social Customer Service



Social Customer Service



Social Customer Service



● Social customer service is intricately linked to your 
online reputation

○Companies that improve their customer experience from average to ‘wow’ 
can see a 30-50% improvement in key measures (that means more happy 
customers who will share their positive experience online).

○More happy customers = Greater share of positive experiences online

Considerations



● Negative reviews are seen as 
more trustworthy & are 
perceived as being of greater 
use

● 50% of consumers will stop 
doing business with a company 
if it takes that organization  
longer than a week to respond 
to a complaint

Considerations



● 78% of consumers would prefer that businesses offer 
customer service via text

● More than 90% of millennials turn to blogs and reviews 
before making a purchase

● 77% of patients use online reviews as their first step in 
finding a new doctor

Considerations

https://www.getfeedback.com/blog/millennials-impact-customer-service/
http://www.adweek.com/digital/here-everything-you-need-know-about-millennial-consumer-159139/
https://www.healthcare-informatics.com/news-item/patient-engagement/survey-most-patients-use-healthcare-review-sites-choose-docs


● Practices need to appear engaged, 
caring and professional to current and 
potential clients online – whether that’s 
on social platforms or online reputation 
management sites

○54% of consumers who shared a bad 
experience ended up sharing it 
more than 5 times, compared with 
33% of those who shared a positive 
experience

Considerations



Why Social Customer 
Service Matters
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Your Reputation

“It takes 20 years to build a 
reputation and five minutes 

to ruin it.”
 – Warren Buffett



Importance of Social Customer Service

● Social media now trumps other channels for 
customer service to the tune of:



Social Customer Service 
● 36% of people have 

used social to shame a 
company for poor 
customer service





Social Customer Service
● 90% of social media users used social media to 

communicate with a brand

https://www.business2community.com/social-selling/90-social-media-users-reach-retailers-social-media-secret-weapon-01620675


YELP – The Consumer Has the Power



● Patient reviews happen on social media and are 
often more visible
○ People go to Facebook everyday
○ People don’t necessarily check Yelp everyday

How Facebook is Different



How Facebook is Different
● Instant with large reach
● Immediate feedback – both good and bad
● Feedback from trusted ‘friends’



How Facebook is Different



Online Reputation 
Management
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● 81% of companies now use social media within 
their overall customer experience management 
program

Online Reputation Management 

http://insightmg.com/the-rise-of-social-media-customer-care-and-what-it-means-to-your-medical-practice/


Reviews Display Prominently on Google:

Screen capture of local ENT’s reviews on 
first page of Google.

Online Reputation Management 



Online Reputation Management 
● Examples Include:

○ Google
○ Yelp
○ Healthgrades
○ RateMDs
○ Vitals





● Add photos 
● Update your hours
● Correct address and phone number
● Include bio and credentials
● Respond to reviews

Managing Your ORM



● How NOT to respond to negative 
reviews:

○ Do not lash out 
○ Do not get defensive
○ Do not blame
○ Do not justify your 

actions

Responding to Reviews



Have HIPAA-compliant responses ready to go:
○ Save you from scrambling around when you need to 

post a delicate and tactful reply
○ Take the conversation offline, if needed

Online Reputation Management 

Example Responses to Negative Reviews
We are committed to providing patients the highest quality care and take your 
feedback seriously. Please call NAME, TITLE, at PHONE during normal business hours 
so we can obtain more details about your experience and address your concerns for 
future patients.

Due to privacy regulations, we can't discuss specifics about your comments online but 
we encourage you to call NAME, TITLE, at PHONE  during normal business hours so we 
can obtain more details and address your concerns. We are committed to providing 
patients the highest quality care and take your feedback seriously. We look forward to 
hearing from you soon.



Responding to Reviews
Respond quickly to reviews - positive or negative



Respond quickly to reviews - positive or negative

Responding to Reviews



• Of course you want negative reviews removed, 
but 99.99% of the time, it won’t happen

Responding to Reviews

From Yelp:
Sorry, but we don't take sides in factual disputes. If a review appears to reflect a 
user's personal experience and opinions, it is our policy to let the user stand behind 
their review.

There's always more than one side to a story, as a business owner you can address 
misunderstandings by posting a public comment or sending a direct message to the 
reviewer.



● Tips to Encourage Clients to Share Their Stories
○ Send an email newsletter with instructions on how to 

leave a review 
○ Text/email review invites

Getting More Reviews



● Tips to Encourage Patients to Share Their Stories
○ Hand out feedback cards
○ Create a feedback page on your website (have signage 

in the office)

Getting More Reviews



Getting More Reviews



Getting More Reviews



Telling Great Stories 
(Hint: This is the Strategy)
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How Social Media Can Help
• Facebook
• YouTube 
• Twitter
• SnapChat
• Instagram
• LinkedIn
• Google+
• Pinterest



● Benefits of Using Social Media:
○ Patient engagement 
○ Increased exposure and reach 
○ Bolstered search results 
○ A reason to create team-building 

activities 
● It can also help manage your 

reputation  

How Social Media Can Help



How Social Media Can Help



Patient-Forward Approach
patients sharing their outcomes is more powerful 
than any other message. 

We believe

We believe

We believe

We believe

this creates an immediate connection with potential patients 
and serves as a key differentiator for your practice in seconds.

that by providing free education and 
appealing content you can become the 
trusted, go-to experts.

that by being genuine, you can be 
genuinely effective.



Don’t just manage your reputation, market it. Tell your success stories in a 
way that new patients will notice.  
When asked how they research doctors, 62% of patients use online reviews as a first step to find a new doctor 
and 19% use online reviews to validate their choice before scheduling an appointment.  Another 19% use 
online reviews to evaluate an existing doctor. 

Examples of repurposing online client reviews for use in social media. 

Patient-Forward Approach



● Always get (and keep) a signed 
photo/ video release from 
patients 

● Never post personal or medical 
information on a social network

● If you think the post is in bad 
taste, don’t post it 

Staying HIPAA Compliant 



● Create Contests with Staff 

Tips for Effective Posts



● Grab a Photo or Video of Providers with Patients 

Tips for Effective Posts



● Empower Your Employees

Tips for Effective Posts



Online Reputation Management (ORM)
● Community Engagement

Tips for Effective Posts



● When All Else Fails…Find a Cute Kid

Tips for Effective Posts



● Visit InsightMG.com/AOA and claim  your free 
downloadable:

○ Slidedeck 
○ HIPAA-compliant photo/video release
○ ORM Guide and Checklist 
○ Positive and Negative Response Templates  

Downloadable Resources



Thank
You
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