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Agenda for Today

1. Google’s goal to be the place to access healthcare
2.  Why mobile Google buttons are so important to providers
3. What you must do to optimize your landing pages
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Reputation is important to consumers

80» 78% *3

of healthcare consumers of healthcare Ratings and reviews Google is the #1
trust online reviews consumers want the are the third most review site used by
doctor they choose to important decision healthcare consumers
be rated 4 out of 5 factor for patients,
stars or higher after insurance and
location

Source: 2021 Healthcare Reputation Report
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https://reputation.com/healthcare-report/

Google Search Ranking Factors

RANKING FACTORS WEIGHT
Google My Business
is the most significant Google My Business 33%

weighted factor _
Reviews 16%

impacting your Google
visibility in Local ) 0 My Behavioral
Search (Google’s onPage - LOCAL 3-PACK
followedipyiRevisH= oo™ oo

Citations 7%
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Consumers Start with Search

Symptom searches account for over 80% of healthcare related searches on Google

= Google &

O, what does a hernia feel like X

Al Images Videos Shopping News Maps Bo

Hernia

Overview Symptoms Treatments

Usually self-diagnosable

Specialists

Symptoms include a bulge, swelling, or pain. In some cases,
there are no symptoms.

Can have no symptoms, but people may
experience:

Pain areas: in the abdomen, pelvis, or testicle

Pain types: can be dull

Also common: abdominal discomfort, abdominal distension,
groin discomfort, or tenderness

= Google &

O, Hernia treatments X

Al Images Videos Shopping News Maps Bo

Hernia H
Overview Symptoms Specialists
Al Supportive care Surgery Devices

Treatment consists of supportive care

Treatment includes monitoring the condition. If needed, surgery
can return tissue to its normal location and close the opening.

Supportive care
Monitoring for changes or improvement

Treatments
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CONSUMER SEARCH JOURNEY

= Google &

Q. Hernia specialists X
Al Images Videos Shopping News Maps Bo
Hernia :
Overview Symptoms Treatments Speciali:
Primary care provider (PCP) >

Prevents, diagnoses, and treats diseases.

General surgeon
Performs a range of surgeries on the abdomen, skin,
breast, and soft tissue.

For informational purposes only. Consult your local medical authority for
advice
Sources: Mayo Clinic and others. Learn more

Specialists

= Google &

Q. primary care provider (pcp) near me X

Accepts Medicare | Opennow  Toprated = \VORE FILTERS
Jennifer C. Salansky, MD

4.9 %k kK ok (134) A

Family practice physician - 8787 Bryan Dairy Rd STE ... caLL
Open now

LD Online care

Optum Primary Care

5.0 kkkkk (8) &

Medical clinic - 1345 W Bay Dr Suite 202 CALL

Open - Closes 5PM
@ "When meeting with the doctors and nurses it is a
collaborative ..."

Suncoast Family Medical Associates
41 Jkkkk (16) W

Medical clinic - 12020 Seminole Blvd CALL
Open - Closes 4PM

Search for Care




One stop for patients seeking care

= Google &

O, primary care provider (pcp) near me X

Accepts Medicare |~ Opennow | Toprated = MORE FILTERS

Jennifer C. Salansky, MD

4.9 Kk kk*k (134) A
Family practice physician - 8787 Bryan Dairy Rd STE ... caLL
Open now

L3 Online care

Optum Primary Care

5.0 kA kKK (8) A

Medical clinic - 1345 W Bay Dr Suite 202 CALL

Open - Closes 5PM

@ '"When meeting with the doctors and nurses it is a
collaborative ..."

Suncoast Family Medical Associates

41 %4 (16) t
Medical clinic - 12020 Seminole Blvd CALL
Open - Closes 4PM

Near Me Search
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Jennifer C. Salansky, MD

4.9 %7

Family practice physician in Pinellas County, A

Florida

)

Fohok (134)

&

Updates Reviews Photos Ab

CALL DIRECTIONS SAVE WEBSITE
EI COVID-19 info - baycare.org
L[O  Getonline care - baycare.org
° 8787 Bryan Dairy Rd STE 250, Largo, FL ’
33777
@ Open now
Add full hours
. (727)391-6296

Knowledge Panel

Z \

Endorsement

Book an Appointment
Get Care Online
Insurance Accepted
Messaging

Q&A

Conversion Actions

Google Owns the Consumer Conversion

Ed Yakich

Dr. Salansky was successful
in doing what no other
physician could over the last
10 years - She assisted in
helping me kick my nicotine
habit. It has now been over
30 days. Thank you Dr.
Salansky!

Response from BayCare
Hello Ed. We are happy to
hear that you were provided
exceptional care with Dr.
Salansky! We will be sure to
let the team know how much
you appreciate it!

Thank you, Lisa

Feedback
N

Satisfied Consumer


https://www.google.com/maps/contrib/104727761132989723462?hl=en-US&sa=X&ved=2ahUKEwjF_-Hp77ryAhXbGFkFHXldC4sQvvQBegQIARAD

D |

& Reputation

Getting Started
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Bring Healthcare Consumers to your Digital Front Door

Own the Google Search Experience

Google Seller
Ratings

Leverage reviews in
paid search

Dynamic Organic

Landing Pages
Improve rankings and

conversions for
locations and services

Review Sites
& Social

f

Win customers

on 3rd-party
sites and social

Y

© Reputation. Confidential and Proprietary.

Go

gle

Q Al © Maps

Ad « www.google-ad-example.com

Google Ads Appear Here

Healthcare: Anatomy of a S.E.

Q) Shopping

R.P. (Search Engine Results Page)

E News [ Images

Pay-per-click (PPC) ads — By default, are positioned at the top of search results. We have seen greater

customer conversion rates when ads are shown with strong Google

Seller Ratings. Leverage our Search

Accelerator for faster review volume genera g1
* % %% Rating: 4.6 - 1,470 reviews

%% locations.yourbrand.com

Welcome to Your Brand | Landing page I

Reviews and star ratings (evidence of great customer experience delivery) will cause your Iandis

rank higher, even though search results do not display them.

Find a Doctor

Find a Doctor. Search by address. Please

enter a valid address ... whether

_.z www.bbb.org > State > City > Business Category

Your Brand on Review Sites

3rd-Party Review Sites can increase search visibility. Request re)
kK kok 4 Rating: 4.4 - 644 reviews

E3 www.facebook.com

Your Brand on Social Media

Social Media management can improve customer engagement g
# k% Rating: 4.6 - 1,136 reviews

Find a Location
Get a fast diagnosis and treatmgnt

g pfges to

you're at home ...

Request Reviews

More reviews will —
boost your profile faster

i More

(=
0

Tools

Settings

W Ustich

See Photos

purN

Knowledge Panel — Search and Maps

Website Directions Save

4.5 % x k4 1,546 Google revievf

Ty 0

Address: Street Address, City, State, Zip Code
Hours: Open - Closes 7PM w
Phone: (630) 555-1212

Reviews
“Had a really great experience here, maybe one of the very best
I've ever had...”

“What can | say... highly recommended. | wish | knew this existed
months ago!”

“I don't give reviews often, but this is outstanding and anyone
reading this should consider it..”

View all Google reviews
Your Brand Message
"Your health and safety are always our top priority. To help you protect yourse

and your loved ones, we've gathered the most important information and
quidance on the coronavirus and COVID-19. Go to our website.... More

2 9

\zgle MyBusiness ~ Google Maps

Be first choice in both
“near me” and maps
search queries

Listings

Gain more customers
and bring them to your
doorsteps though an
amplified online presence

Optimize by adding
photos, videos, review
responding, Q&A, and
social posts




Set The Foundation

Complete and Connected Data

SOURCE OF

TRUTH DIRECTORY
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Set The Foundation

Complete and Connected Data

FIND-A-DOC/ LOCATION Right patient, right doctor,
(on your website) right time

SOURCE OF

TRUTH DIRECTORY
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Set The Foundation

Complete and Connected Data

FIND-A-DOC/ LOCATION
(on your website)

SOURCE OF

TRUTH DIRECTORY

LANDING PAGES
(for marketing campaigns)
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Right patient, right doctor,
right time

Drive patient volumes for
specific services or providers




Set The Foundation

Complete and Connected Data

FIND-A-DOC/ LOCATION
(on your website)

SOURCE OF

TRUTH DIRECTORY

LANDING PAGES
(for marketing campaigns)

BUSINESS LISTINGS
(Google, WebMD, etc.)

© Reputation. Confidential and Proprietary.

Right patient, right doctor,
right time

Drive patient volumes for
specific services or providers

Local SEO across 3rd party
sites




The Power of Review Requesting

Higher review volumes, better star ratings, better visibility and increased conversion

Review Request




The Power of Review Requesting

Higher review volumes, better star ratings, better visibility and increased conversion

Review Request Results

1000
800
1. Please rate your experience at our urgent
care.
Poor Excellent 600
2. Please tell us about your urgent care Bega n
experience. .
I booked a same-day appointment online to have req Uestl n g
my wrist examined after a fall. | was able to get an H
x-ray right away and the doctor determined | had 400 r eVI eWS
afracture. They also referred me to an orthopedic
specialist. Everyone was very friendly. .
200
0

Jan-19 Feb-19 Mar-19 Apr-19 May-19 Jun-19 Jul-19 Aug-19 Sep-19 Oct-19 Nov-19 Dec-19

Views Calls Reputation Score

+200% +183% 164 — 578




The Power of Review Requesting

Higher review volumes, better star ratings, better visibility and increased conversion

Review Request

1. Please rate your experience at our urgent
care.

10,0004

Excellent

2. Please tell us about your urgent care
experience.

I'booked a same-day appointment online to have
my wrist examined after a fall. | was able to get an
x-ray right away and the doctor determined | had
afracture. They also referred me to an orthopedic
specialist. Everyone was very friendly.

Results ROI

1000

800

600 o

Began } (4]

requ_eStlng return on investment for

400 reviews reputation management

®
200
0

Jan-19 Feb-19 Mar-19 Apr-19 May-19 Jun-19 Jul-19 Aug-19 Sep-19 Oct-19 Nov-19 Dec-19

Views Calls Reputation Score

+200% +183% 164 — 578




Transactional CX

Provide what patients need, when they need it

Find the right care for me

@7 | 33 Start a virtual visit
S %,
Provide feedback about my 3 <
experience 7'

Communicate with my doctor

&

J]
00
O
N
e

[
\ Reputation
Score X E

Request prescription refills
Manage my appointments

Pay my bill .

Get directions to the clinic
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Building toward a better experience

How can feedback be used to deliver what consumers expect?

LISTEN

Collect Feedback from
All Sources

SERVICE RECOVERY



Building toward a better experience

How can feedback be used to deliver what consumers expect?

LISTEN ACT

Collect Feedback from Analyze Feedback
AIESOUICES Get Actionable Insights

Improve Experience & Quality

SERVICE RECOVERY OPERATIONAL IMPROVEMENT



Building toward a better experience

How can feedback be used to deliver what consumers expect?

Collect Feedback from Analyze Feedback Exceed KPls
AUESOUICES Get Actionable Insights Drive Patient Access
Improve Experience & Quality Increase Patient Volumes

Deliver on Brand Promise

SERVICE RECOVERY OPERATIONAL IMPROVEMENT CONSUMER EXPERIENCE




Key Takeaways

Best practices to get started

1 Start with the data For bigger impact, automate the data flow wherever you can (i.e.
sending credentialing updates to business listings).

2 Document your ideal state. Be clear about your vision, what success looks like, and
how it will be measured.

3 Embrace failure. Get comfortable with things not being perfect right away. Start with
the “low hanging fruit” to get small wins and build momentum..

4 Challenge your partners. Bring your existing techstack and vendors together to
solve problems and fill gaps.
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By the Numbers

104M 1B 23M 100M 4M

Surveys created Social topics tagged Digital updates Feedback Requests Action tickets

Healthcare Experts

36M 50 i 7

: Average # of years healthcare
Patient requests Patents experience for each team member Of the top 15 health systems
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The Leading Experience Partner for Healthcare

Trusted By Major Brands

&k ¢sAdvocateAuroraHealth  (§2) Atrium Health 2 Banner Health MUIticare ﬂ KAISER PERMANENTE- KlndI’Cd(

B CHS e Srs g.‘: BayCare ,Q Jefferson. L%w Sutter Health ‘(# Trinity Health M‘-{HLS

Partnered with Experts

QviQ Google qualtrics vitals

Ascension

Ventures facebook. vizient. Xnewnace crorr JARHBMD
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