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Internet 
• 85% of U.S. adults use the Internet 

• Roughly 75% of U.S. adults search for health information 

online 

• Estimate that 1 out of 5 patients use  online health information 

to choose a PCP 

• Recent U-M study – of those who sought online physician 

ratings 

o 35% selected physicians based on good ratings 

o 37% avoided physicians based on bad ratings 

 

 

Internet 

• Reality 

o Both friend and foe 

o Useful information 

o Tool used by patients 

o ACA bringing more people online to search for health insurance 

o Public domain 

o Difficult to control posting or sharing of inaccurate information 
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Online Review Sites 

Online Review Sites 

• Common fields 
o Likely to recommend 

o Responsive 

o Accessible 

o Bedside manner 

o Knowledge & skill 

o Waiting time 

o Time to appointment 

o Time spent with patient 

o Courteous staff 

o Follow-up 

 



1/13/2015 

4 

DrScore.com Online Review 

DrScore.com Online Review 
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RateMDs.com Online Review 

Healthgrades.com Online Review 
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Medicare - Physician Compare 

Medicare - Physician Compare 
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Medicare - Physician Compare 

Physician Compare 
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BCBSM Online Review  

15 

• Via BCBSM’s Find a Doctor or Hospital search function 

and directory. 

• Members must log in to Member Secured Services,   

agree to the Terms of Use and User Agreement, and 

attest that they have seen the doctor 

• Members answer a set of standard questions on a scale 

of one to five and may leave comments 

 

BCBSM Online Review  
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BCBSM Online Review  

BCBSM Online Review  
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BCBSM Online Review  

BCBSM Online Review  

20 



1/13/2015 

11 

BCBSM Online Review  

BCBSM Online Review  
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BCBSM Online Review  

Priority Health Online Review 

• Priority Health "apple" doctor quality ratings  

o Each year, Priority Health measures the quality of the 

health care that primary care doctors and other 

primary health care providers (PCPs) give to our 

members. These quality ratings are shown in 

"apples." Four apples is the highest score for each 

kind of care measured. 
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Priority Health Online Review 

• How scoring works 

o We look for the percentage of a PCP's Priority Health patients who received the 

services targeted for measurement this year.  

o Some scores are based not on the individual doctor's patients, but on the 

patients of all doctors who practice together.  

o We use medical claims data, audits of medical records, Michigan Department of 

Community Health data, and other sources to tell us that percentage.  

o Physicians earn a score of 4 apples if they meet a target. PCPs who score in the 

highest 1/3 of performance below the target rate earn three apples on a 

measure; the middle 1/3 score 2 apples; and the lowest 1/3 earn one apple. 

When PCPs don't have enough Priority Health patients for us to score them 

fairly, their information shows an "N/A" instead of apples. 

Priority Health Online Review 
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Priority Health Online Review 

Impact 
• Venue for venting 

• More positive comments than negative 

• Referral source 

• Forced to play defense 

• Opportunities 

o Assessment 

o Improvement 

o Marketing 

o Playing offense 
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Managing Online Reputation 

• Self assessment 

o Patients leaving practice? 

o Patient load decreasing? 

o Inquiries about negative posts? 

• Google yourself 

o At least monthly 

o Set alerts (e.g., alerts.google.com) 

 

Managing Online Reputation 

• Claim your profile 

• Correct mistakes and false information 

o Biographical information 

o Education history 

o Professional achievements, awards, etc.  
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Managing Online Reputation 

Managing Online Reputation 

• Improve your online profile 

o Inform patients how to post online to trusted rating sites 

 Do not coerce or suggest positive reviews 

 Do not provide products or services in exchange for posting a 

review 

o Do not publish fake reviews (“astroturfing”) or deceptive 

endorsements 

o No gag orders 

• Maintain own website, blog, etc. 

• Don’t expose protected health information 
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Managing Online Reputation 

Managing Online Reputation 
• Tune-in to what patients are saying 

• Embrace constructive criticism 

o Most will have some negative reviews 

o Look for patterns in reviews 

• Address actionable items 

o Opportunities to improve future care experience 

o Know “hot button” items 

 Long waits 

 Lack of or slow response 

 Not feeling heard or respected 
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Defense/Damage Control 

• Don’t overreact and don’t react impulsively 

• Differentiate opinion from false factual statements 

• Review from patient’s perspective 

• Determine whether response is necessary 

• Consider no response 

• Avoid aggressive response 

• Don’t let disputes play out online 

 

 

Defense/Damage Control 

• Contact website’s administrator re: removal of 

information that 

o Violates website’s terms and conditions 

o Contains PHI 

• Consider reputation management firm 

• Seek legal counsel 

• Pick battles carefully 
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Play Offense 

• Patient experience impacts patient satisfaction 

o Convenient/flexible/more hours 

o Limited waiting time 

o Online information 

o Knowledgeable and helpful staff 

o Comfortable waiting room 

o Keep patients informed in a timely manner 

o Patient education opportunities 

o Thank you letter after first visit 

 

 

Play Offense 
• Make sure your patient feels heard, seen, and accepted 

o Communicate in a respectful and friendly manner 

o Listen attentively 

o Answer questions 

o Show empathy 

o Clarify reasons for the office visit 

o Use eye contact 

o Use patient’s language and limit medical jargon 
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Play Offense 
• Provide a forum for patients to express their concerns 

and encourage utilization 

o Ask if patient or family member has any questions or concerns 

o Place a suggestion box in a convenient location 

• Develop a policy for handling complaints 

o Review and respond in a timely manner 

• Communicate your philosophy to staff and what you 

want the patient experience to be 

Play Offense 
• Utilize patient satisfaction surveys 

o Discuss results among staff 

o Address patient concerns 

o Use data to build satisfied and loyal patients 

• Share survey results and related action steps 
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Play Offense 

• Maintain own Web site 

o Showcase physicians’ and other team members’ education, 

experience, certifications, etc. 

o Information about the practice and the practice philosophy 

o Services offered 

o Generalized statements of satisfaction based on your patients’ 

experiences 

 

 

Stacey Hettiger 

Director, Medical and Regulatory Policy 

Michigan State Medical Society 

(517) 336-5766 

shettiger@msms.org 

 

Thank You! 

mailto:shettiger@msms.org
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Physicians’ trusted source for education,  

advocacy and support since 1866. 

msms.org    | 


