
6  TIPS FOR 
DEVELOPING YOUR 

ONLINE REPUTATION 
MANAGEMENT PLAN

After gathering information about how your organization is  
perceived by your community and workforce, and taking stock 

of what you are already doing to monitor and improve your  
online reputation, you’re ready to start building a comprehensive online 

reputation management plan. Use these six tips to get started.

https://www.scp-health.com


DEVELOP A STRONG SOCIAL MEDIA PRESENCE  
You may be reluctant to engage with people on social media due to  

HIPAA regulations, but that shouldn’t hinder you from posting helpful  

information that addresses the needs of your patients and the local  

community. 

Ideas include sharing health and wellness tips, highlighting members  

of your staff, showcasing testimonials from patients, engaging with other 

members of the healthcare community, and livestreaming special events. 

Develop a presence using the same social network platforms they do— 

invariably that includes Facebook, but it could also mean using YouTube, 

Twitter, Instagram, Pinterest, LinkedIn, and even newer platforms, such as 

TikTok or Snapchat.  

Not only should your hospital have a presence, but also encourage your 

providers and employees to as well. They can like, comment on, and share 

your posts with their network. The stronger the presence, the greater the 

likelihood your hospital will be well-regarded. 
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ENGENDER PATIENT LOYALTY 
Patient satisfaction is the cornerstone of online reputation management 

for hospitals. Satisfied patients don’t just leave positive ratings and reviews, 

however; their perception of care leads to better clinical outcomes and 

loyal patients.

Engendering patient loyalty is one reason we developed the following 

resources for providers:

• Tip sheets, tools, and more – Patient Loyalty Guide 
• eBook - 9 Steps Providers Can Take to Influence Patient Loyalty 

When you consider that loyal patients are the best “salespeople” a  

hospital can have, engendering loyalty and building trust—tasks each  

of these resources enable—is a top priority.  
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https://scp-com.s3.amazonaws.com/2afeca61/Patient_Loyalty_Packet.pdf
https://www.scp-health.com/influence-patient-loyalty
https://infowerks.com/social-media-hipaa/


DECIDE ON YOUR SOCIAL MEDIA AND  
REPUTATION MONITORING TOOLSET AND  
TACTICS  
Set up a reputation monitoring toolset using platforms like PatientPop 

or Brandwatch. If you don’t do anything else, create Google Alerts for 

your hospital or health system brand-name, senior management,  

leading physicians, and service lines. 

Also, provide education on employee use of social media, not only for 

those posting on behalf of the hospital but also their personal social  

networks. Their online presence has the potential to reflect poorly on 

your reputation, so it’s in your best interest to establish guidelines for use. 

Both the American Hospital Association and National Institutes of Health 

have social media engagement recommendations for hospitals and 

employees, which you can refer to when creating your own guidelines. 
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(ALMOST) ALWAYS RESPOND TO  
NEGATIVE REVIEWS  
While it’s a good idea to respond to any review, negative or positive, 

the best way to reduce the impact of bad reviews is to respond quickly, 

thoughtfully, and courteously. Not every negative review is worthy of a  

response, however, so be discerning in determining the person’s intent. 

Consumers will judge you by the answers you give, so create a set of ready 

responses that have been approved by hospital administration and legal. 

(Include responses specifically for employee reviews on Glassdoor.) 

If the hospital is at fault, apologize and attempt to resolve the issue.  

Sometimes, merely letting the person know that you have heard their  

complaint and taken it seriously is enough to get them to remove their  

negative comments.

Due to privacy and HIPAA requirements, you may be unable to engage 

with a patient publicly, so post a message to that effect and then direct the 

person to your customer service call center or work behind the scenes and 

get a representative to reach out directly, depending on the situation.  
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https://www.aha.org/standardsguidelines/2018-04-02-hospital-leadership-guide-digital-social-media-engagement
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC4103576/


CREATE A CRITICAL RESPONSE  
COMMUNICATION PLAN  
It is in your best interest to take a proactive (rather than reactive)  

approach to online and social media engagement, especially in the 

event of a crisis, so create a critical response communication plan. 

The World Health Organization offers a detailed emergency response 

checklist for hospitals, and The American Society for Healthcare  

Risk Management has a crisis communication guide for healthcare 

providers. 

Although not explicitly designed for hospitals, Hubspot, a marketing 

company, lists six examples of crisis communication plans along with  

a template to create your own. 
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REACH THE COMMUNITY IN NEW WAYS   
SCP Health offers Patient Engagement Solutions that support hospitals 

across the entire continuum of care by growing a larger and more loyal 

patient base. These solutions feature direct-to-employer services, a 24/7 

Patient Access Center, and much more.

Want to learn how patient-centered care can lead to an improved  

reputation, better ratings and reviews, and more loyal patients at your  

hospital? Contact SCP Health today.
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https://www.who.int/docs/default-source/documents/publications/hospital-emergency-response-checklist.pdf
http://jarrardinc.com/wp-content/uploads/2016/01/160616-crisis-communicaiton.pdf
https://www.who.int/docs/default-source/documents/publications/hospital-emergency-response-checklist.pdf
mailto:business_development@scp-health.com
https://www.scp-health.com
https://blog.hubspot.com/service/crisis-communication-plan



