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89% of consumers read reviews and
the business’ responses.
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Benefits of a
Google Profile9

Are Online Reviews 
Worth My Time? 94%
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Vitals
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Where Should You Claim 
Your Profiles?
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Click to
setup

Top review sites for  
medical/dental businesses, 
ranked by Alexa rank 
(1 is the highest score)
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https://blog.alexa.com/marketing-research/alexa-rank/
https://www.realself.com/dr/claimprofile
https://support.google.com/business/answer/2911778?hl=en
https://www.facebook.com/business/help/2058515294227817
https://biz.yelp.com/support/claiming
https://doctor.webmd.com/
https://helpcenter.healthgrades.com/help/edit-your-provider-profile
https://www.vitals.com/signup/claim


Start With Google,
But Don’t Stop �ere.
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From here on out, we’ll focus on claiming your Google listing. But 
don’t stop there. When that is under control, circle back and use 
what you’ve learned to own your listing on other sites.



1. Claim Your Profile
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https://support.google.com/business/answer/2911778?hl=en
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Setting Up Your Google Profile

Get Your NAPU Straight

Acme Dental
123 Place St. Suite 309

Roseburg, Oregon 97470
(514) 679-6692

http://www.acmedental.com

Acme Family Dental
123 Place Street
# 309
Roseburg, OR 97470
679.6692
acmefamdental.com
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https://support.google.com/business/answer/3039617


Setting Up Your Google Profile

������ ������������������	���������	��������������������������	�������������
��������������������	�� ������������������������������¤��������
����
�������������������	����	�
��������������������
�����������������������������
�������������������������������

Upload Quality Photos
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Choose Your Categories
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Define Amenities & Informaton



Survey Separately

Step 2: Get More
Good Reviews
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Make it Personal
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Don’t Ask for Reviews
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Get Creative
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From here on out, we’ll focus on claiming your Google listing. But 
don’t stop there. When that is under control, circle back and use 
what you’ve learned to own your listing on other sites.
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Step 3: Maintain 
Your Profile

Respond to All Reviews
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Keep the Details Current
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https://play.google.com/store/apps/details?id=com.google.android.apps.vega&hl=en_US
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Check for Questions
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Turn on Messaging
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Post New Content
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Leverage Insights
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Step 4: Manage 
Negative Reviews
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Guidelines for 
Responding

Your O�fice Goofed
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Poor rating, no information
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How Do I Delete
a Bad Review?
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Need Help 
Faster?
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https://support.google.com/business/answer/4596773?hl=en


Help, I Got a Negative Review!
Where do I go from here? 

Is the Review Legit?
Does the review match up with your type 

of office and describe an event that is 
even remotely possible to have happened?

Yes No

Repo� reviews that aren’t 
appropriate for your practice. If 
they are off-topic, contain hate 

speech, swearing, a sales pitch, or 
represent a conflict of interest 

they fail Google’s content policy 
and can be flagged. 

Flag It!

Maybe they 
didn’t like your 
no-show policy, or that you wouldn’t 
prescribe a specific medication. Reason-
able or not, they want to to feel heard.

Your goal isn’t to defend yourself. Lead 
with sympathy.  Then reiterate the policy 
in question and how it benefits patients.

Invite them to call the practice manager 
for a one-on-one conversation.

Reply with Sympathy

You goofed. Own it, express your 
apologies, thank them for taking 

the time to give honeset 
feedback, and explain how you’re 
going to make it right for them or 

in your policies going forward.

Reply with Humility

Reply Neutrally

Call, text, or email them and 
express your sincere apology. If it’s 
a problem you can fix, do it. If they 

seem mollified, ask if they’d 
consider removing the review.

Reach Out

Prevent repeats. Make sure you update staff 
training and policies to fix areas where you 

promised to improve.

Seeing multiple complaints about your policies 
or practices? Consider changing those to 

be�er serve your patients or at least 
communicate them more clearly up front.

It can take up to 3 weeks for a 
flagged review to come down. If 

yours doesn’t budge, ask Google’s 
suppo� for a callback.

Follow Up

Put two or more strategies in place 
to get more positive reviews. One 
(properly handled) bad review is 

easily offset by five good reviews.

Get More Reviews

Do you have a way to
contact the reviewer?

YesNo

Did they edit
or retract it?

YesNo

Who messed up?

Us Them Neither

Respond publicly with something 
brief and non-defensive. Always 
write like your other patients are 

watching (because they are).

This is the 
worst lawyer 

ever.

Clearly 
a virus.

Just give me 
some antibiotics.

Never divulge anyone’s 
health details in a review 
response—even if they 
discussed conditions or 

treatments in their review. 

H.I.P.A.A
Let’s remember

Too bad it took a 75
minute wait to get into
this 3 minute visit.



When Bad Reviews Get Personal

��������������������������������������
�����������������	��������
�������
�	��������������������������������	�������������	�����
�	������������������� ���������������������������������
�����������	������������������������������������	���������
���
���������������������������
���

��������	������
���	�������������������������������������������
�	����	����������������������������������

�������������������������	�������������������������
	������� ���

�����������	����������	���������������������	������������������
��
������������������������������

����������������������

����������������������������������������������������­�����­����
	�������������������������
���������
��������	�����������������
���������������������������������������������������������������

��������



Now You’re in Control
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Congratulations!




