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& Reputation

Healthcare Executives,

As reputation management continues to evolve, we're seeing a significant transformation in how
it supports healthcare organizations. No longer just about responding to patient reviews,
reputation management has grown into a strategic function that demands the attention of the
highest levels of leadership.

Today'’s Al-powered reputation management platforms provide insights that are vital not only for
patient satisfaction but also for operational excellence and clinical outcomes. These platforms
allow healthcare leaders to integrate actionable insights into boardroom discussions, using data
to inform both strategic decisions and day-to-day operations.

Externally, a strong reputation is critical in building patient trust, securing partnerships, and
attracting both talent and investment. In a sector where trust and reliability are paramount,
maintaining a stellar reputation is essential for long-term success.

Healthcare organizations with thousands of locations to manage face a significant challenge in
maintaining data accuracy across a variety of internal tech stacks and online business listings.
Many leverage the Reputation platform to help streamline this process, ensuring every data point
is accurate and consistent.

And of course they use it to generate, gather, and analyze patient feedback, monitor provider
performance, identify areas for improvement, and uncover growth opportunities.

| encourage you to explore how this holistic approach has transformed reputation management
from a reactive practice into a strategic asset that can strengthen your organization’s reputation,

improve your patient outcomes, and drive growth in today’s highly competitive healthcare
landscape.

Warm regards,

e e

CEO, Reputation



Reputation |s a Strateqic

Priority in Healthcare

Whether managing clinical care, patient
satisfaction, or overall operations, a
comprehensive approach to reputation
management enables leaders to see a clear
picture of how the organization is perceived in
real time.

Sophisticated reputation solutions integrate the
data gathered from 1st party feedback and
combine it with publicly available patient review
data, social media sentiment, broader
healthcare trends, and other relevant
information.

Collecting data from multiple sources ensures a
more accurate understanding of patient
sentiment. This is crucial, as what patients
express in surveys often differs from what they
share on public forums.

This multidimensional approach generates
critical insights that allow executives to gain a
deeper understanding of both clinical and
operational performance that helps refine
patient care and organizational growth
strategies.

More specifically, the comprehensive collection
of data, when combined with cutting-edge Al
and data analytics, enables executives to
anticipate trends, identify areas for
improvement, make feedback and
performance-driven decisions, and ensure
stronger patient outcomes-while bolstering
strategic planning and operational resilience.




Reputation Management for the

Chiel Marketing Officer

The CMO uses reputation management to monitor and manage
patient feedback, online reviews, social media presence, and
business listings—all of which should be viewed and managed
holistically to enhance the hospital's public image and drive
strategic growth.

Through reputation management tools, CMOs monitor patient
reviews across multiple platforms, respond quickly to both
positive and negative feedback, and use insights from reviews to
make data-driven marketing decisions. Positive reviews can be
leveraged to enhance the hospital's brand, while negative reviews
offer opportunities to improve patient experience.

CMOs use reputation platforms to engage with patients across
social media, track brand sentiment, and ensure the hospital's
social presence aligns with its brand values. This enables
healthcare organizations to connect with their communities,
address concerns quickly, and share valuable content.

Business listings management is another critical component the
CMO leverages to streamline updates, ensure consistent accuracy
across search engines and directories, and maintain up-to-date
contact information and service details for all locations. Complete
and optimized business listings often significantly improve search
rankings, click-through rates (CTRs), and visibility in search results,
ultimately driving increased patient volumes and revenue. These
efforts also help match the right patients with the right providers,
enhancing patient satisfaction and organizational efficiency.

Over the course of 2023, Intermountain Health's
reputation strategy led to a significant boost in traffic,
generating three times more organic leads than all
other marketing channels combined—including paid
search, direct mail, social media, billboards, radio,
email, TV, and digital ads.

Monitor patient
reviews across
platforms and
manage feedback

Improve SEO
performance and
elevate search
rankings

Leverage reviews to
improve patient
experience and
service quality

Track, engage with
and measure social
media sentiment

Drive revenue via
higher click-through
rates (CTRs)

Drive informed
marketing decisions




Reputation Management for the

Reputation platforms integrate data from patient reviews, CAHPS
scores, social media sentiment, and competitive benchmarks to
provide CEOs with a holistic view of their institution’s standing.
This unified perspective enables CEOs to evaluate how their
organization is perceived across all stakeholders—from patients
and staff to the broader community.

With these insights, healthcare leaders guide strategic decisions
to improve patient satisfaction, optimize provider performance,
align operational goals with organizational values, and drive
growth.

These tools also provide insights into the performance of multiple
locations, ensuring consistency in care delivery and patient
experiences across the board. Advanced analytics enable CEOs to
identify trends, uncover systemic issues, and address challenges
proactively.

Moreover, reputation platforms simplify reporting by delivering
clear, actionable data that CEOs can present to stakeholders,
board members, and investors. This transparency builds
confidence among internal and external audiences and solidifies
the CEO’s ability to demonstrate accountability, drive measurable
improvements, maintain a competitive edge, and position their
organizations as leaders in the industry.

A Deloitte survey found that 25% of a company’s
market value can be directly related to its reputation.

B8R

Consolidate
feedback into
actionable insights

Deliver clear reports
to stakeholders and
investors

Shape strategy with
data-driven decision
making

Spot systemic issues
and implement
solutions

Identify
opportunities for
growth

Ensure care
consistency across
multiple locations



Reputation Management for the
Chiefl Experience Officer

The Chief Experience Officer (CXO), pivotal in creating exceptional
patient experiences, leverages reputation management tools to
monitor and enhance patient satisfaction at every touchpoint,
ensuring that every patient/provider interaction aligns with the
hospital’s core values.

While surveys provide valuable insights, what patients express
through other forums—such as online reviews and social
media—can often be more candid and revealing. Reputation
management solutions allow CXOs to bridge this gap by tracking
real-time feedback from multiple channels, providing a more
nuanced understanding of the patient journey.

By analyzing feedback from surveys and myriad external sources
together, CXOs can implement targeted improvements in care
delivery, ensuring that the institution maintains high standards of
compassion, responsiveness, and quality.

Additionally, these tools enable CXOs to engage more directly with
patients and their families, further strengthening that connection.
By actively managing feedback from all channels, the CXO
cultivates a positive reputation that reflects a commitment to
patient-centered care.

Reputation is the only platform that manages consumer
feedback from acquisition to loyalty. Reputation
analyzes vast amounts of public and private feedback
data to uncover predictive insights for companies to act
on and improve the customer experience.

- HubSpot

Monitor real-time
patient reviews to
track satisfaction at
every interaction

Implement targeted
improvements in
care based on
patient feedback

Engage with patients
via social media to
reinforce trust and
connection

Analyze patient
concerns and praise
to optimize the
patient experience

Build a reputation
for patient-centered
care

Drive improvements
in compassion,
responsiveness, and
service quality




Reputation Management for the

Chief Medical Officers (CMOs) rely on reputation management

tools to support the oversight of operational and clinical functions.

These platforms help CMOs manage physician performance,
ensuring high standards in patient care and training while allowing
providers to perform at “top of license,” rather than focusing on
administrative tasks.

CMGOs are invested in doctor profiles and reviews, as they directly
impact the institution’s overall standing and help draw patients to
services—particularly those in which it excels.

Reputation platforms consolidate patient feedback, offering
real-time insights into physician performance while providing a
comprehensive understanding of their healthcare centers’ public
perception.

By integrating data from traditional feedback mechanisms like
CAHPS with broader reputation insights, these tools reveal
patterns in patient satisfaction that could otherwise be
overlooked.

This holistic view enables CMOs to identify areas of improvement,
proactively address concerns, and implement targeted strategies
to enhance patient care. With these insights, CMOs support
physicians, alleviate administrative burdens, and strengthen the
health and reputation of their organization.

Reputation gives us a good sense of how we match up
with our competitors and where we can improve...
Ultimately, this is all centered around our goal of
providing quality care and the best patient experience
for those we serve. Reputation has allowed us to garner
all feedback received to continually strive for the
highest quality in care.

- Wilmington Health

Monitor doctor
reviews and
performance in real
time

Attract patients to
the services where
providers excel

Reduce administrative
tasks

Identify areas for
improvement in
patient care

Enhance provider
profiles and patient
satisfaction

Use data-driven
strategies to improve
hospital reputation
and outcomes



Reputation Management for the

Chiefl Nursing Officer

Chief Nursing Officers (CNOs) rely on reputation solutions to
uphold nursing standards and drive team efficiencies. Their
responsibilities—planning, policy development, and staff
management-are all supported by the insights gained through
patient feedback. This allows CNOs to refine care standards,
implement new efficiencies, and align strategic initiatives with
patient-centered goals.

The CNO needs a keen understanding of patient sentiment,
focusing not only on clinical outcomes—such as infection rates
and adherence to standards—but also on the human aspects of
care. Compassionate and attentive nursing is vital for a positive
patient experience, and CNOs work to ensure their teams
consistently meet these expectations.

By monitoring patient reviews, CNOs gain a deeper understanding
of patient feedback, enabling them to refine quality metrics and
improve the overall patient experience. Reputation management
also plays a critical role in recruitment efforts, showcasing a
hospital's commitment to excellence and attracting top-tier
nursing talent. In doing so, the CNO supports a holistic,
patient-centered approach to healthcare, enhancing staff
performance and satisfaction.

Now top operators, regional VPs, and high-level
executives in the company are hearing about online
reviews daily and weekly because of reports they get
from the platform. It’s very top of mind and the visibility
is so important.

- Leigh White, Vice President, BrightSpring Health Services

Monitor patient
reviews to assess
nursing care quality

Track patient
sentiment to identify
areas of
improvement

Oversee nursing
staff performance,
both clinical and
compassionate care

Use feedback to
enhance strategic
planning and policy
development

Focus on both
statistical and
human elements of
care quality

Attract top-tier
medical and nursing
staff




Reputation Management for the

The Chief Financial Officer (CFO) leverages reputation
management tools to drive financial performance by aligning
operational and patient-focused strategies with the organization’s
fiscal goals.

Reputation solutions enable CFOs to measure the financial impact
of patient experiences. By understanding correlations between
patient satisfaction scores and revenue, CFOs can allocate
resources to areas that directly influence patient loyalty and
retention, ultimately boosting financial stability.

These tools provide insights into the cost-benefit analysis of
strategic initiatives, helping CFOs justify investments in patient
experience improvements. By monitoring trends in sentiment,
CFOs can identify areas where financial investments in training,
technology, or staffing are likely to yield significant returns,
improving care quality and operational efficiency.

In this way, the CFO’s use of reputation management solutions
supports strategic decision-making, optimizes resource allocation,
and enhances financial outcomes while reinforcing the
organization’s commitment to delivering quality care.

We share dashboard reports [with our leadership team]
of trends on what is important to our consumers, and
what drives purchasing or scheduling decisions, and it’s
really taken hold. Everyone in the organization has
embraced this consumer-first imperative.

- Ryan Younger, VP of Marketing, Virtua Health

Justify current/new
spending through
cost-benefit analysis

Streamline
operational
efficiencies

Guide fiscal planning
and drive financial
stability

Track trends to find
cost-effective ways
to enhance care
quality

Link patient
satisfaction scores
to revenue to assess
financial outcomes

Measure financial
impact of patient
experiences



Reputation Management for the

Chief Compliance Officer

The Chief Compliance Officer (CCO) plays a crucial role in
ensuring healthcare organizations meet legal and regulatory
requirements, including adherence to HIPAA, managing
accreditation standards, and upholding ethical practices across
the organization.

A reputation solution helps the CCO monitor feedback in
compliance with regulations. These platforms ensure responses to
patient reviews do not violate HIPAA by revealing patient identities
or acknowledging their care. Automated review filtering and alert
systems flag sensitive issues, routing reviews mentioning legal
matters, lawsuits, grievances, or HIPAA violations directly to the
compliance team.

Using these tools, the CCO can ensure patient feedback is
handled appropriately, reducing legal risk. They can review and
approve review request and feedback response templates to
further protect the institution. And with automated alerts for
high-risk terms like “privacy” or “lawsuit,” CCOs can address
potential issues before they escalate, maintaining the institution's
integrity and reputation.

Reputation has played a pivotal role within our healthcare
system. The platform supports optimization of our
internal operations and helps us understand the voice of
the patient. This partnership has propelled [us] towards a
new era of digital excellence.

— Kristen Guillaume, Vice President, CIO,
North Kansas City Hospital

Ensure responses to
patient reviews
comply with HIPAA

Filter and flag
sensitive reviews
mentioning legal
issues or violations

Route flagged
reviews directly to
the compliance
team for swift action

Review & approve
templates for
requesting reviews
and responding to
feedback

Monitor alerts for
terms like "privacy"
or "lawsuit" to
address issues
proactively

Reduce legal risks and
uphold the
institution’s integrity




Reputation Management for the

Integrating reputation management into the healthcare C-Suite's strategic approach is essential for
delivering high-quality care and ensuring long-term success. In an industry where trust, patient
outcomes, and compliance are paramount, reputation management becomes a critical asset.

The Reputation Platform for Healthcare

The Reputation platform provides deep insights into patient sentiment, clinical performance, and
industry benchmarks. Its advanced analytics help healthcare executives transform vast amounts of
patient feedback into actionable data that improves care.

The platform’s ability to centralize real-time patient reviews, CAHPS data, and social media
sentiment ensures executives are equipped with insights necessary to address issues such as patient
dissatisfaction or compliance risks before they escalate. This proactive management drives
continuous improvement in patient care and operational efficiency.

Using this platform, healthcare leaders can seamlessly integrate reputation analytics into their
decision-making processes, aligning patient feedback with clinical and business objectives.
Leveraging Reputation, healthcare execs can anticipate trends, enhance patient satisfaction, and
ensure their organizations are exceeding expectations. Embracing this platform is not just a strategic
decision—it’s a transformative one, shaping the future of healthcare management.

Ready To Learn More?

[ TAKE A TOUR OF THE REPUTATION PLATFORM ]

Reputation is the only platform that empowers companies to fulfill their brand promise by measuring, managing, and scaling their

reputation performance in real-time, everywhere. Functioning as a business’ eyes and ears in the spaces where customers talk,

post, review, and recommend, Reputation Al-powered product stack analyzes vast amounts of public and private feedback data to
uncover predictive insights for companies to act on, and improve their online reputations. Visit reputation.com to learn more.
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