


Doctor.com · Mastering Online Reviews to Become a 5-Star Practice Page 2

Mastering Online Reviews to Become a 5-Star Practice

Introduction

Put your Reviews Front and Center

Create a Plan of Action

How to Respond to Positive Reviews

How to Respond to Negative Reviews

When NOT to Respond

Summary

02

03

03

04

05

05

06

Response Cheat Sheet06

About Us07

Table of Contents

Introduction

You already know that consumer reviews are increasingly critical to your 

business growth and success. Nearly 80% of consumers search for and read 

reviews while choosing a healthcare provider. Playing a passive role in dealing 

with those reviews is no longer an option. Check out these actionable tips for 

building a solid response strategy and boosting your overall patient 

engagement. You’ll be able to turn your patient reviews into your best 

marketing asset in no time. 
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Put your Reviews Front and Center

profile is up and running on the most frequented review sites 

(i.e. Healthgrades, Yelp). You can also include it in your email 

signature (i.e. Find us on Yelp!) and post signage in your office.

And don’t be afraid of the occasional negative review – 

consumers don’t expect 100% satisfaction and can sometimes 

be suspicious of spotless records. Read on to learn how to 

handle detractors with grace.

Create a Plan of Action

First, designate a point person to handle responses. If the 

review is particularly sensitive or health related, make sure the 

designated staff member reaches out to the patient over the 

phone to address the issue, ideally within 48 hours. You can 

then follow up with a public post – “Thank you for contacting 
us. We have reached out to you directly to help resolve this 
issue,” or something similar. This shows existing and future 

patients that you take these matters seriously. 

Aim to respond 
to bad reviews 
within 48 hours 
to minimize 
damage.

How easy is it for your patients to post or read a review? Many providers are 

hesitant to open the floodgate to public feedback, but statistically speaking the 

more reviews you get, the more positive they will skew. In fact, Yelp reviewers 
are more likely to leave positive reviews for health providers, leaving an 
average score of 4 stars.1 Happy consumers rarely feel the need to review, so 

helping them understand the importance of voicing their opinions is critical. A 

quick and easy way to encourage satisfied patients to speak up is to ensure your
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How to Respond to Positive Reviews 

If a review is downright sour, sleep on it before writing a knee-jerk response. 

Sometimes people just want to be heard and vent their frustration, whether 

they’re right or wrong. Your responses should never correct, chastise or 

defend. It’s a good idea to draft some canned responses ahead of time so 
you can respond quickly and professionally. The simple act of responding, 

        and responding quickly, can make a big difference and  

        potentially change the reviewer’s attitude. Future patients 

        reading these reviews will see your responses and note 

        that you listen to concerns and value feedback. 

        Positive reviews speak for themselves but it’s always nice 

to show your appreciation. This can be an opportunity to express your office’s 

personality, validate team values and praise staff effort. While it might be 

tempting, don’t offer happy reviewers gifts or send them promotions. This 

is a big no-no for review platforms (such as Yelp) and can lead to penalties. 

Also, be careful not to divulge any patient-specific information (i.e. “It was such 

a pleasure performing your [procedure]!”) . Check out some sample responses 

below.

Thanks so much for your heartwarming review. We come to work everyday 

not just to whiten, but brighten smiles, so your positive feedback makes it all 

worth it! :D

WOW! Thank you [reviewer] for giving us a try. We are delighted to hear that 

we were all that you expected and more. Please let us know when we can be 

of service to you again.

Thank you for taking the time to share your feedback!  We look forward to 

your next visit.



engage. Future patients reading these kinds of reviews will generally discount 

them. Take the high road and your potential patients will respect you for it. 

When NOT to Respond

How to Respond to Negative Reviews 

Quick Tips for Tackling
Negative Reviews
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Approach reviews (good or bad) as you would your 

patients – professionally and with empathy. Because of 

HIPAA policies, you need to keep your responses uniform 

and simple, even if the reviewer divulges personal details 

about treatment. Never confirm that the reviewer is a 
patient and/or confirm the specific treatment or issue 
they are divulging. Instead, thank and acknowledge the 

reviewer for their feedback and, if there is a teaching 

moment, use the opportunity to educate the broader 

public. For example, instead of pointing out that the 

reviewer was at fault for missing an appointment, you 

might respond with, “Thank you for your feedback and 
we do apologize for the inconvenience. At ABC Clinic, 
we do enforce a strict cancellation policy in the 
interest of respecting all of our patients’ time and 
keeping our clinic’s schedule on track.” 

Since you can never really know what motivates a 

patient’s negative comments, it’s prudent to acknowledge 

someone’s feedback publicly, but offer to connect over 

the phone privately. 

Thank them for their feedback - take your 

emotions out of it and never get defensive.

Make them feel heard and important (i.e. 

“We are constantly working to improve our 

patient experience so we really appreciate 

your feedback”).

Acknowledge publicly, resolve offline.

Take the opportunity to inform and 
educate, rather than argue and correct. 

Keep your language generic and simple to 

avoid HIPAA violations.

Don’t wait too long to respond to negative 

reviews. #damagecontrol

If you believe a patient has written something completely 

false, consider reaching out directly and (calmly) 

reasoning with the person. A patient may be willing to 

correct their statement once they feel heard and calmly 

addressed. However, there are instances when the best 

policy is simply to do nothing. When a reviewer seems 

overly emotional, has no specific complaint and is just 

attacking your general practice or services, it’s best not to



It’s never too 
late to start 
embracing a 
strategy to 
bolster your 
online reviews.

Not only will 
your practice 
and your 
business benefit, 
your patients 
expect it.

Response Cheat Sheet
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Summary

We’ve compiled a few suggestions to help you build your own response plan – 

you can find them at the end of the e-book. Note that these suggestions are 

listed in order of importance – some reviews impact your reputation more than 

others. For example, a potential patient is typically more concerned about bad 

bedside manner vs. long wait times. 

Responding to reviews is a great way to show that you’re human – feel free to 

show your personality (when appropriate) whether it’s a quirky greeting or the 

use of informal language.

Make sure your profile is up and running on all the 

most important patient review sites. Remember: the 

more reviews you get, the more positive they will skew.

Create a basic plan of action and designate a point 

person to ensure timeliness of responses. 

Develop some generic responses to save time and 

avoid overreaction. Respect HIPAA policies, take the 

opportunity to educate and show your personality when 

appropriate.

Don’t wait too long to respond to sensitive reviews; 

acknowledge publicly and resolve offline.

Don’t spam your fans with promos, but always thank 

them!

1 Yelp; ProPublica analysis; NYU Polytechnic School of Engineering, Department of Computer Science and Engineering
2 http://www.beckershospitalreview.com/hospital-physician-relationships/bedside-manner-trumps-quality-care-8-stats-on-americans-physician-preference.html

Print out copies of the 

Response Cheat Sheet 

as a reference for your 

office and staff.
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Connect with us 
on Linkedin

Follow us on 
Twitter

Connect with us 
on Facebook

About Us

Doctor.com is the first platform built to help healthcare providers deliver a 

better customer experience at every step of the patient journey. Doctor.com's 

industry-leading data management technology has enabled unique 

integrations with the most prominent healthcare directories, search engines 

and social media platforms. As a result, more than 20,000 healthcare 

organizations have been empowered by the platform to enhance their digital 

presence and credibility, increase patient trust, and grow their business. 

Doctor.com was founded in 2012 and is headquartered in New York City. 

09/21/2017

For more information, visit:

www.doctor.com

https://www.linkedin.com/company-beta/2445393
https://twitter.com/doctor
https://www.facebook.com/DoctorDotCom/
https://www.doctor.com


TRIAGE PRIORITY 3

TRIAGE PRIORITY 3

Wait Times

Staff
Performance

Response Cheat Sheet

Long wait times are unfortunately inevitable for many 

offices, but remember that patients are still customers and 

want to feel that their time (and feelings) are valued. 

If a reviewer complains about one of your employees, it 

never pays to get caught up in a he said, she said battle. By 

acknowledging their frustration and accepting their 

feedback, reviewers feel validated and future patients 

reading the review will feel at ease. 

We know long wait times can be very 

frustrating and we apologize for the 

inconvenience. We try our best to keep our 

schedule on track but occasionally the doctor 

needs to spend extra time with another patient 

because of critical needs or emergency 

situations. We place the utmost importance on 

providing the best care possible, so we hope you 

accept our apology for the long wait.

Thank you for your feedback and we’re 

sorry for your negative experience with 

a member of our staff. We want to assure you 

that this is not typical of our practice. We will 

share your feedback with the appropriate 

members of our office and make sure that this 

doesn’t happen again.



TRIAGE PRIORITY 2

Office
Facilities

Billing
Complaint

TRIAGE PRIORITY 2

Response Cheat Sheet

If a patient is griping about costs, it may be best not to 

respond. However if the reviewer cites a billing error or is 

confused about charges, you should acknowledge the 

patient’s frustration, offer to address the issue privately 

offline, and/or educate the public on your policies. 

If a reviewer complains about cleanliness or sub-optimal 

office facilities, take the high road; especially if there’s a 

chance some of the complaints could be valid. A little bit of 

levity and humor could be effective as well. 

We apologize for any inconvenience we 

might have caused and we agree that 

any billing errors are unacceptable. Please give 

us a call if you believe there was an error and we 

will make sure to resolve it immediately.

We’re sorry to hear you experienced 

that on your visit – that is definitely 

not okay! We will share your feedback with our 

office manager and have it addressed 

immediately.

Thank you for your feedback - we agree 

our office needs a bit of updating!  

While our furniture is still stuck in the 90s, rest 

assured, our medical equipment is always top of 

the line and state of the art.



Bedside
Manner

Treatment &
Services
Rendered

TRIAGE PRIORITY 1

TRIAGE PRIORITY 1

Response Cheat Sheet

Future patients are particularly sensitive to any negative 

reviews that relate specifically to the care provider. In fact, 

81% of patients label bedside manner as a major factor 

when selecting a physician. It’s best to respond in a timely 

manner to these reviews, again with an apology and 

acknowledgment.

Our first priority is to provide the best

experience and care possible to our  

patients so we are very sorry to hear about 

your negative experience. Your feedback is 

appreciated and we want to assure you that 

ABC Clinic is committed to delivering the best 

care possible to all of our patients.

We’ve reached out to you directly to 

learn more about the issue as we take 

these matters seriously. Our number one 

priority is to determine the best course of 

treatment for specific problems and in order to

do so, we may have to run several tests 

including blood tests and X-rays. This helps us 

to make an accurate diagnosis so that we can 

treat our patients accordingly.

Respond immediately! Make it clear that your office would 

never compromise on quality of treatment and services 

rendered. If a patient complains about a particularly serious 

health-related issue, reach out to the patient directly for 

resolution or recommend a follow-up consultation. Then 

simply post, “We have reached out to you directly to help 

resolve this issue.”

For more non-critical health-related complaints, use this 

opportunity to outline your best practices and your expert 

protocol for a certain line of treatment (without mentioning 

the patient’s specifics of course). 




