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Introduction 
Why Patient Reviews Matter 

Finding a doctor or dentist starts long before a patient ever steps foot in a clinic. 

With online reviews just a tap away, people can easily check out healthcare 

providers and their practices before making a decision. 

From Google’s all-powerful reviews to specialized sites like Healthgrades or 

Zocdoc, patient feedback plays a huge role in shaping choices. It’s not just 

helpful—it’s a game-changer in how people pick their providers. 

 

Patient feedback has emerged as an invaluable resource—and a major 

force—in practice reputation and growth. 
 

 

The days of handing out paper business cards or relying on word of mouth are long 

gone. Now, the reputations of healthcare practices are exposed for all to see. One 

glowing review can give patients the confidence to call your office, whereas one 

devastatingly negative review can scare away even the most resolute potential 

patient.  

 

This change in the way patients assess and select their medical and dental care 

providers today demonstrates that online reputation is becoming more crucial in  
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healthcare. As patients seek reassurance about how well they will be cared for, 

reviews are the guiding compass in helping them make those decisions.  

 

Get ready to learn the value of patient reviews, how to increase your number of 

reviews, and actionable tips to make reviews work for you. This can exponentially 

increase the growth of your practice and the depth of your relationships with 

patients. We will look at the best solutions for managing your online reputation, 

ways of triggering positive reviews, and appropriate methods of dealing with 

negative feedback. 

 

As outlined in the practice growth feedback loop, 5-star reviews will improve your 

online presence and draw more new patients to your practice. As you continue to 

implement the suggestions in this book, these new patients will leave more 5-star 

reviews, and the cycle will continue! 

 

 

 

 

 

 

 

 

 

 

 

 

So if you are a long-time practitioner, clinic manager, marketing director or part of a 

healthcare marketing agency, this book is your go-to resource for understanding 

and working with this new face of patient feedback. Being aware of the impact of 

 



 
reviews and responding to them can allow healthcare organizations to set the stage 

for relationship-building and trust in their communities.  

 

Patient reviews matter. They are not just metrics of past care but are 

decision-making tools for those in the market for healthcare. Being able to listen to, 

respond to, and learn from consumers is central to delivering on the promise of 

modern healthcare for patients. 

 

 

 

 

Above all, patient reviews are much more than testimonials; Patient 

reviews Are  powerful tools that can help establish trust, enhance the 

quality of care you provide, and increase the visibility of your 

healthcare practice. 
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Before we go any further 
Disclosure (a.k.a. the “Don’t-Sue-Us” Page) 

Hey there, friendly reader! Just so we’re all on the same page: we are not 

attorneys, we don’t specialize in HIPAA law (or any law, unless debating golf rules 

counts), and absolutely nothing in this book should be taken as legal advice. 

Think of us as your enthusiastic marketing buddies—here to help you get more 

glowing reviews, not to keep you out of Hipaa jail. So before launching any new 

review strategy, we highly recommend you talk with your legal counsel or 

compliance team (preferably over coffee and donuts). 

 

Bottom line: 
 Follow the Law, Protect Patient Privacy, and Always get Professional Legal advice 

when needed. 
 

Now go on—enjoy the book and let’s get you some 5-star reviews! 
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Chapter 1 

Making Your Online Reputation Work for You 
 

We cannot emphasize enough the impact that online reputation has in the space of 

healthcare. While trust and personal recommendations have always held power in 

the medical and dental fields, their influence today has a greater reach and 

therefore reigns supreme in regards to reputation. Our society now uses online 

reviews to evaluate the quality, compassion, and efficacy of healthcare providers. A 

strong positive online reputation helps practices attract new patients and aids in 

improving relationships with existing patients by promoting transparency and 

accountability. 

 

The credibility and trust fostered by a positive online reputation create higher 

patient engagement and loyalty. Positive reviews communicate to potential patients 

that they can expect quality care. Negative reviews—if answered 

appropriately—can show a provider’s dedication to constantly improving and 

meeting patient satisfaction. Conversely, a neglected or improperly maintained 

Internet presence invites a rapid loss of trust and credibility, leading patients to 

seek out competitors who recognize the importance of their online image. 
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Healthcare providers enjoy more credibility and trust among patients 

if they have a positive reputation online. 
 

The Influence of Reviews on Patient Decision-Making 
 
Experiences from other patients can be leveraged through patient reviews to help 

guide healthcare decisions. For many patients, reading detailed accounts of care 

quality, provider communication, and overall satisfaction allows them to determine 

whether a specific practice or provider will meet their expectations and enable them 

to feel cared for. 

 

 

 
In the minds of consumers , reviews are an invaluable resource for informed 
decision-making. Not only are they personally relevant, but they reveal 
aspects of care that traditional marketing materials fail to mention, such as: 

✔️ Bedside manner 
✔️ Wait times 
✔️ Office cleanliness 
✔️ Staff friendliness 

 

 

Potential patients typically read the reviews of several of the available healthcare 

practices in their area and then make their decision based on comparisons. 

Positive reviews build confidence that the practice consistently provides great care.  
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This applies to patients who have been referred to you from one of your peers. 

Patients  

 

 

often trust the recommendations of other patients on Google more than their own 

doctor.  

 

On the flip side, when negative sentiments occur repeatedly, even among positive 

sentiments, red flags are raised and are likely to cause patients to look elsewhere. 

If the patient does book they will remember the negative review and be on guard. If 

your reviews complain about billing or insurance, expect others to have 

confirmation bias and perhaps not trust your recommended treatment or course of 

action.  

 

However, the reality of reviews is important; individuals are likely to believe a mix of 

feedback that contains measures of praise along with recommendations for 

development rather than exclusively positive reviews. 

 

Review responses also allow individuals to form an impression of your practice well 

before their first appointment. Patients who encounter open responses to negative 

feedback from providers are more likely to regard the practice as caring and 

proactive. When responded to properly, negative reviews can provide a platform to 

market your practice and tell people exactly what you stand for.  

 

By focusing on patient input, this open discussion develops a relationship for 

quality improvement, which can lead to increased trust. In the end, reviews not only 

help patients select providers, but they also shape the view of what the care 

experience will be like. 
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Obstacle No. 1: Getting Patients to Write 
Reviews 

 
Why Patients Don’t Write Reviews & How to Remove 
the Barriers 
 
It is important to understand the reasons behind patients not leaving reviews and 

how to encourage them to feel more comfortable. Although many patients may 

have had a positive experience, several hindrances keep them from taking the 

extra step of posting a review. Some of the most common barriers are time 

constraints, technological difficulties, privacy concerns, and beliefs about the 

importance of feedback.  

1. Time Constraints 

Many patients simply don’t make the effort to leave reviews because they have full 

lives and see it as an extra step they don’t have time to do. Even if they did have 

time, they might forget or think they're too busy to sit down and write a detailed 

review. 

 

How to Overcome It: 
●​ Make it quick and effortless. You should send a link through text 

or email directly to the review page, allowing patients to leave a 

review in just a few clicks. There are several platforms out there 

that we suggest. Check out our website to learn more.  
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●​ Use simple prompts. Rather than soliciting a lengthy critique, 

prompt short answers in the vein of “What did you love most about 

your visit? 

 

 
●​ Ask at the right moment. The optimal time to ask for a review is 

when a patient is checking out. You could also ask shortly after a 

visit or later that evening in a text or email when they’ve returned 

home and are scrolling their phones. If you are sending a text or 

email link asking for the review make sure to mention to the patient 

that they will be receiving it and how important reviews are to you 

and your practice. People like to help people. Some examples of 

how you can ask include: “Can you do me a personal favor?” or “I 

could really use your help with something.” 

 

2. Technological Difficulties 

Not all patients are comfortable using the Internet, particularly members of older 

demographics or those who have not been using Google, Facebook, or Yelp review 

systems. If the process is confusing or requires additional steps like setting up an 

account, patients might simply decide not to do it at all. 

 

 

 How to Overcome It: 
●​ Give step-by-step instructions. In follow-up emails or signage in 

your office, include simple instructions on how to leave a review. 
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●​ Have more than one review platform available. Some patients 

might like Google better, while some might prefer Facebook or 

Healthgrades—give them options. 

 
●​ Utilize QR codes. During COVID-19, QR codes became 

extremely widespread, and thankfully, now most people are familiar 

with them and how to use them. Create QR codes to display at 

checkout or in  

 

waiting areas that link directly to your review page—this will make 

it easy for others to access on their phones. Keep QR codes handy 

- when a patient thanks you for helping them, thank them and ask 

for a review - handing them a business card with a QR code and 

asking them for a favor is almost guaranteed to get a positive 

review.  

 

3. Beliefs About the Importance of Feedback 

Some patients think their review won’t make a difference or that only complaints 

matter. They may think that their positive experience is normal and does not need 

to be shared. 

​

 How to Overcome It: 
●​ Educate them on the impact. Explain that their review helps 

other patients make informed decisions and gives the practice the 

ability to continue to provide great care. 
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●​ Express appreciation. Make patients feel appreciated in your 

feedback, and that they play an important role in improving the 

patient experience. 

 

●​ Personalize the request. An authentic, simple request from a 

provider or staff member is always going to be more effective than 

a generic email. You could say: “We’d like to hear your 

feedback—it helps us and others!” or “Can you do me a personal 

favor…?” 

Incentivizing Patient Reviews: Legal and Ethical 
Perspectives 
 
You want to be careful when it comes to incentivizing patient reviews. While 

tempting, healthcare practices need to be sure to comply with all applicable laws 

and ethical codes related to patient testimonials and writing reviews. The best 

incentive for reviews is to remind patients that reviews help your practice improve 

for the benefit of all current and future patients. A heartfelt thank you and 

commitment to improvement and continued quality of care are pretty much the only 

incentives you can give patients for their reviews. In general, other incentives to 

trade for a review can affect validity and ethics, or even take you to court. 

 

The best incentive for reviews is to remind patients that reviews help 

your practice improve for the benefit of all current and future 

patients.

 

15 



5-Star Practice 
 

Legal Restrictions 
Healthcare practices in the U.S. are subject to strict regulations regarding 

the solicitation of reviews, especially under the following laws. 

●​ The Health Insurance Portability and Accountability Act (HIPAA): 
Protects patient privacy rights and prevents the disclosure of Protected 

Health Information (PHI) for a reward. 

 

●​ Federal Trade Commission (FTC) Guidelines: Must be transparent in 

advertising—incentivized reviews must be disclosed as incentivized. 

 

●​ Review Platform Policies: Many platforms, including Google and Yelp, 

prohibit businesses from offering rewards in exchange for reviews. 

Ethical Recommendations: Balancing Trust and Authenticity 
Ethical concerns that arise when reviews are manipulated by incentives include: 

●​ Danger of patients and caregivers feeling obliged: Patients may feel 

obliged to write a positive review instead of an honest review. 

 

●​ Effect on credibility: Potential patients may question the authenticity 

of the doctors and the entire practice if they know or suspect reviews 

are incentivized. If you bribe your patients for reviews that patient will 

think that all of your reviews are biased and will feel let down and 

possibly like they were deceived. 

 

●​ Bias towards certain patient feedback: Incentives may lead only a 

selective group of patients to leave reviews, thus failing to represent a 

balanced view. 

 

 



​ Chapter 1 | Making Your Online Reputation Work for You 
 

 

 

From an ethical standpoint, practices should not be compensating 

patients for their feedback. Instead, they should be looking for 

organic, voluntary reviews. 

 

Alternative Ethical Approaches to Encourage Reviews 
 
Instead of offering direct incentives, practices can encourage more patient reviews 

through ethical strategies, including: 

●​ Thank you’s: A heartfelt thank you card from the staff or providers can 

motivate patients to share their experiences. 

 

●​ Reducing friction in the review process: Providing a link or QR code 

can actually remove barriers to participation. Automated software can 

help with this, reach out to us on our website 5star.doctor to learn more.  

 

●​ Running general giveaways (not connected to reviews): Rather 

than rewarding people for a review, you can run periodic raffles and 

target all patients. This way, the boost isn’t contingent on feedback. 

 

Although incentives are appealing, healthcare practices need to be careful to avoid 

ethical traps and violations of the law. Aim for an atmosphere in which patients are  
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keen on sharing their stories, which means real, honest, and easy-to-follow reviews 

that help with credibility and rankings alike. 

 

Obstacle No. 2: Getting Your Staff to Ask for 
Reviews 

Establishing a Positive Culture for Reviews 
 
Train staff to seamlessly ask for reviews as part of patient communication, 

emphasizing the role that patient feedback plays in enhancing care and practice 

growth. Remind staff that a feedback-friendly environment can benefit them as well. 

Improved care for patients leads to practice popularity, which can lead to increased 

revenue and profit for the practice and staff. 

How to Create a Review-Friendly Office Environment  
When this culture of a patient feedback approach is established in the practice, 

authentic reviews can surge. Patients are much more likely to take the extra time to 

leave a review if they feel their opinion counts and staff are genuinely interested in 

feedback. Creating a review-friendly environment that comes about naturally and 

positively requires a mix of staff training, strategic timing, and a general focus on 

the patient experience. 

Train Your Staff to Ask for Reviews 

Your team can help create an environment conducive to reviewing. Staff 

should not be afraid to ask for reviews, but should never feel that it is 

forced and transactional. Training should focus on: 
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●​ Why patient reviews matter: Explain how all reviews affect search 

rankings, credibility, and patient trust. 

 
●​ A natural way to ask for reviews: Train staff to be specific in their 

requests, such as: 

 

○​ “We’d love to hear about the experience today! If you have a 

moment, a review helps other patients find us.” 

 

○​ “If you enjoyed your visit, we would be grateful for a review! Here’s 

a quick way to do it.” 

 

○​ “It would be a huge help to me if you could leave us a review and 

share your feedback.“ 

 

●​ Addressing concerns or hesitations: Some patients may be reluctant 

to leave a review. Staff can expect questions and should be ready to 

reassure patients. Do not push, if people are not excited to help respect 

and honor that.  

Time Requests Strategically 

If you want to get a review, timing is everything. The best time to ask is 

right when the patient has had a great experience and is still engaged with 

your practice. Consider: 

 
●​ At checkout: Following a successful appointment, the front desk staff 

can casually mention the review request. 
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●​ Right after treatment: This might be the optimal time to send a text 

message requesting a review. 

 

●​ After positive feedback:  Right after they thank you for helping them.  
 

●​ Follow-up messages: Send an email or text within 24 hours. 

 

●​ Social media engagement: Create posts showcasing other 

testimonials with a phrase like: “We love receiving feedback from our 

patients!”  

 

Make the Review Process Simple and Accessible 

A lot of patients don’t write reviews because they aren’t sure how or find it 

too difficult. Reduce friction by sharing: 

●​ Direct links: A clickable link can be embedded in follow-up texts or 

emails. Ask us how: www.omnipremier.com 

 

●​ QR codes: Add QR imagery or a placard on the front desk, on 

appointment reminder cards, or in waiting areas.   To learn how to get a 

few review QR code visit: 5star.doctor/QRcodes                  

              

                        ​ ​       

 

 

http://5star.doctor/QRcodes
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●​ Multiple platforms: The more options you give, the more likely they 

are to participate. 

 

The Importance of Patient Feedback Reiterated 
Asking for positive reviews isn’t a transaction—it’s about building trust and bettering 

patient care. Emphasize the importance of feedback by: 

●​ Publicly acknowledging reviews: Task a dedicated team member 

with responding to reviews. 

 

Learn more about how to respond to reviews within Google 
Business. Learn how at: 
 5star.doctor/responding-google-reviews  

 

●​ Expressing gratitude for their feedback: Thank patients for their 

input with handwritten letters or email, emphasizing any actions that will 

be made based on their input.  

 

●​ Highlighting positive reviews: Share real testimonies from patients 

on social media platforms like Facebook and Instagram. Remember its 

okay to embed Google review directly from Google into your social or 

website but you should check on the legalities of copying reviews and 

adding them to your website. We suggest removing the patient's name 

and using “ actual Google Review) . You should always get proper 

permissions from patients before using their reviews for marketing 

purposes.  
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It is not only about reviewing but building an environment where patients feel 

heard, valued, and encouraged to share their experiences. By training the staff, 

knowing the right time to ask for reviews, making the process simple, and 

advocating for the contribution, you can drive real reviews without effort, improve 

patient relationships, and thus improve your practice’s online reputation. 

 

 

Patients are much more likely to take the extra time to leave a review if 

they feel their opinion counts and the practice is genuinely interested in 

feedback.
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Take Away 
 
When healthcare practices actively encourage patient input and take steps to 

implement changes, it shows that not only are they open to receiving feedback, but 

they also value it. Fostering this ongoing dialogue between practices and patients 

develops relationships, while reminding practices to always look for opportunities to 

improve and adapt. 

Also, a steady stream of authentic reviews builds a credible online reputation that 

not only helps potential patients make informed choices about which practice to 

choose but also reiterates the practice's commitment to excellence. As a result, 

healthcare teams can leverage feedback to be an extremely powerful tool for 

achieving both patient satisfaction and long-term success. 
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Chapter 2  

Responding to Reviews Effectively  
Knowing how to appropriately interact with and respond to patient feedback can go 

from keeping your local healthcare practice barely afloat to exploding in growth. In 

this chapter, we will discuss the key strategies and best practices for addressing 

feedback legally and professionally. 

 

The Fundamentals of Patient Privacy Laws  

 
First and foremost, let us talk about HIPAA. The Health Insurance Portability and 

Accountability Act (HIPAA) plays a critical role in how healthcare practices handle 

patient reviews. Under HIPAA, healthcare professionals are legally required to 

safeguard patients’ Protected Health Information (PHI). Its purview encompasses 

any information that leads to the identification of a patient and relates to their health 

status, care, or payment for services. 
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Healthcare providers must be extremely cautious when replying to 
reviews and avoid every disclosure of PHI, even if the patient shared 
information about their care in the review. For example, a provider 

may not verify that the reviewer is a patient or comment on any aspect of 

the treatment. Responses should be professional and limited to thanking 

the reviewer or urging the reviewer to reach out to you privately to work 

through concerns. 

 

Practices should ensure that they abide by HIPAA guidelines, as this allows them 

to secure patient privacy, demonstrate their commitment to ethical standards, and 

earn trust. When a practice follows these guidelines, it presents itself as respectful 

in its response to reviews, thus following its legal compliance and empowering the 

trust of the people it represents. 

 

Let’s Reiterate:  

Per the Health Insurance Portability and Accountability Act (HIPAA) 

regulations, you may not disclose Protected Health Information (PHI) 

without the patient’s consent when replying to patient reviews. When 

responding, this means healthcare providers MAY NOT: 

●​ Confirm or deny a patient’s status, not even by mentioning their name 

●​ Discuss treatment details 
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Even if a patient references their treatment in a review, the provider 

MUST keep professional and generic in a response, AVOIDING any 

mention of the patient's name or details of their visit. Never 

Mention any symptoms, conditions or treatment ever! 

 

 

Watch our podcast with a HIPAA expert for more insights. Go to: 
http://bit.ly/3GQX8UG 

 

A compliant response should acknowledge how grateful you are for the feedback, 

maintain confidentiality, and, where relevant, encourage the reviewer to continue 

the dialogue privately through a secure communications channel. 

 

This is what a HIPAA-compliant (not legal advice) response looks like: 

●​ Review: Dr. __ is an expert oral surgeon; she recently completed wisdom 

teeth extraction for my 18-year-old twin girls. From our first consultation to 

the final follow-up, her professionalism and genuine care were apparent. 
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●​ Response: Wow! Thank you for the amazing review. We really appreciate 

you taking the time to share your experience! We know that spending the 

time to help ease fears and share useful information, on top of great 

all-around service, is key. We are glad your family was in good hands and 

appreciate you spreading the word about the type of service we provide 

and how much we truly care about our patients. Do not hesitate to reach 

out whenever you, your friends, or your family need us! Take care! 

 

Want more templated responses you can customize? Go to: 

omnipremier.com/blog/dental-review-response-templates  

 

Efficacy of a Considerate Response 
 
Every single review, for better or worse, is an opportunity to communicate with your 

patients and showcase a commitment to excellent care. A thoughtful and relevant 

response can help reinforce or support ongoing processes as well as address 

concerns to bolster confidence in the practice’s commitment to growth.  

How to Respond to Positive Reviews: Best Practices 
●​ Say “thank you”: Responding to positive reviews is a great way to 

enhance patients' trust and attract potential patients. This thoughtful, 

personalized approach ensures that your gratitude sounds real. 

 

●​ Personalize the response: Cite particular comments the patient has 

made, such as “We’re so glad to hear that our friendly staff made your 

visit more comfortable.” However, avoid mentioning any specific 

identifying information of the patient or the procedure/service they had. 
 

http://omnipremier.com/blog/dental-review-response-templates
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●​ Focus on the positive: Reiterate the main highlights of care that the 

patient appreciated—whether it was easily accessible appointments, 

compassionate staff, or a comfortable environment. 

 

Emphasizing Important Points Patients Have Made 
 
When you have a patient who is highlighting something positive about their 

experience, use it to focus on your practice strengths. Example responses: 

●​ “We’re so glad that your experience of our quick check-in process made 

your visit that much easier! We are continuously working to offer accessible 

care.” 

●​ “It is great to know that the commitment our team made to patient comfort 

impacted your experience during the procedure.” 

 

Boost SEO via Review Responses 
 
Search engines such as Google favor businesses that engage with customers, 

which shows credibility and relevance. Incorporating location-based keywords, 

services, and positive language in thoughtful responses can also help enhance 

local search rankings so potential patients can find your practice more easily.

 

Search engines such as Google favor businesses that engage with 

customers because they show credibility and relevance.
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Responding to Reviews Encourage More Reviews 

Responding to reviews inspires other customers to leave reviews, improving your 

online reputation and visibility even more. Just don’t “stuff” your responses with 

keywords or sound artificial. The following are some good examples of how 

responses naturally embed keywords that are critical to increasing the 

effectiveness of SEO. 

​
Example 1 (Response to Positive Review) 

“Thank you for your kind review! We are so glad to hear you had a great 

experience at Smile Lounge in Frisco, TX. We strive to deliver the highest level of 

dental services in Frisco, TX, and are equipped with the latest in proven dental  
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technologies to provide comfortable and expedient treatments. Thank you for 

trusting your smile with us, and we can’t wait to see you at your next appointment!” 

 

Example 2 (Negative review response with SEO Optimizing) 

“We’re sorry to hear about your experience and appreciate the feedback. At Smile 

Lounge in Frisco, TX, we aim to go above and beyond by offering quality dental 

care with a patient-centered approach. We would love the opportunity to right our 

wrongs. Please reach out to our office so that we can make this right! We value our 

patients, and your feedback helps us do better!” 

These reviews incorporate location-based keywords along with relevant terms 

(e.g., "dental care," "Frisco, TX," "latest technology") to improve SEO while being 

professional and engaging in tone. 

 

Every single review, for better or worse, is an opportunity to 

communicate with your patients and showcase a commitment to 

excellent care. 

 

 

How to Use Negative Reviews as a Tool for Growth 
 
Negative reviews are never easy to read, but they provide the perfect opportunities 

for you to show your dedication to patient satisfaction and dedication to  
31 
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improvement. How you handle negative reviews can affect how prospective 

patients view your practice. Carefully crafted, professional responses to negative 

comments can help you build trust, show accountability, and even convert 

disappointed patients into loyal champions. Take into consideration the following 

steps. 

Draft a Professional and Empathic Response 
If you respond to a negative review, you have to be calm, professional, and 

empathetic. Avoid posturing or denial since that can aggravate the issue and turn 

away prospective patients. Instead, focus on: 

●​ Recognizing the patient’s pain: Start by acknowledging the pain that 

the patient feels. For example:​

“We’re sorry that your  experience wasn’t as expected. We take patient 

feedback seriously, and patient care is always our highest priority.” 

 

●​ Apologizing when appropriate: A simple apology—without an 

admission of fault—can work wonders in reducing frustration.​

“We apologize that your visit did not go as planned and appreciate you 

letting us know.” 

 

●​ Upholding HIPAA law: Do not disclose or confirm any specific identity 

of a patient in your reply. Instead, keep it general:​

“We would be happy to talk more with you about your concerns. Please 

call our office so we can make it right.” 

Provide a Resolution and Enable Offline Communication 
 
A willingness to resolve issues is construed as positive and helps maintain your 

reputation. If feasible, invite the patient to discuss the issue in private by: 
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●​ Providing your contact person’s information (office manager, etc.). 

●​ Seeing if they would like to discuss the issue over the phone or in 

person. 

●​ Demonstrating a willingness to address and improve based on patient 

comments. 

 

For example: 

“We take patients’ concerns very seriously and would welcome the chance 

to discuss further. Just ask for Jenny, our office manager at [phone 

number], and she’ll be happy to help you.” 

 

See Opportunities for Growth in Constructive Criticism 
 
Many negative reviews feature areas where you can develop. Often, for every 

recurring theme in patient complaints, one can recognize, implement, and improve 

aspects of the practice. Consider the following themes: 

●​ Is there a concern about wait times? Think about ways to make the 

flow more efficient.  

 

●​ Are patients reporting unfriendly encounters? Plan for more training 

of employees in customer service. 

 

●​ Do they have complaints about vague billing? Make cost and 

insurance coverage information clearer and more transparent. 
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Taking action on feedback helps convey the message that your practice 

listens to patients and is continually striving to be better.
 

Demonstrate to Future Patients How You Address Concerns 
 

Your response to negative feedback isn’t solely for the reviewer—it’s for everyone 

who sees the exchange. A response that is well-thought-out and professional can 

show that your practice is serious about patient concerns and wants to get better. A 

practice that mindfully responds to criticism will look much more authentic than one 

that argues with reviewers. Patients will notice that their input is appreciated, 

leading to more forthright and meaningful critiques in the future. 

Offset Bad Reviews with Good Reviews 
 
One or two negative reviews aren't the end of the world, but a solid collection of 

good reviews will help buffer you when criticism comes your way. Make sure you 

keep asking happy patients to give you reviews until prospective patients see a 

good balance of your practice. 

 

Negative reviews, although difficult, can be useful instruments for growth and 

reputation management. With professionalism, empathy, and a willingness to 

improve, you can transform a negative experience into a means of building up 

patient trust and showing the strength of your care. 
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Carefully crafted, professional responses to negative comments can 

help you build trust, show accountability, and even convert 

disappointed patients into loyal champions. 

 

 

Take Away 
 
Abiding by HIPAA regulations is paramount in review responses. Responses 

should never include the patient’s name or treatment details. Also, positive 

responses offer opportunities to showcase the practice’s strengths and highlight 

specific services. Negative responses are difficult to receive, but can help a 

practice improve as well as show the public your professionalism and empathy. 
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Chapter 3 

Establishing a Review Cycle for Success 
 
Online patient reviews not only reflect a snapshot of care that has been delivered in 

the past, but they also provide opportunities for the practice’s growth, foster 

patient-practice relationships, and facilitate improvements in the delivery of care. 

This chapter will explain the importance of establishing feedback loops that help 

your practice gain trust in the community and set you up for success.  

Feedback Loops: Improving Patient Trust and 
Engagement 
 
There is a well-defined feedback loop where patients feel they are heard and their 

advice is acted upon. Doing so means not just gathering reviews but responding 

directly to patient feedback and showing how their experience is improving as a 

result. Patients are more likely to become loyal and tell their friends and family 

about your practice when they see that their feedback leads to positive change! 
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Encourage Open Communication 
 
Patients should be comfortable expressing their views, positive or negative. 

Exploring multiple pathways to provide feedback helps patients engage with the 

process. Doing this, however, takes some skill. Here are some tips:  

 

●​ Provide digital and in-person alternatives: 
○​ Set up suggestion boxes or tablets in the office for real-time 

feedback. 

 

○​ Send review requests via email or text after a visit. 

 

○​ Include links to leave feedback or reviews on your website. 

 

●​ Train staff to ask for feedback naturally: Train front-desk staff as well as 

providers to ask patients about their overall experience before they leave. If 

positive, encourage the patients to leave a review. If negative, assure the 

patient that their concerns will be brought to management or give out 

contact information. 

 

●​ Conduct social media polls and Q&A sessions: Facebook and 

Instagram are fun ways to engage with patients on an informal basis and 

solicit feedback. 

 

Consider sending  anonymous surveys that your patients can answer 

anonymously. You may be able to do this with your current PMS/EMR or though 

3rd party services like Survey Monkey https://www.surveymonkey.com/    

 

 

 

https://www.surveymonkey.com/
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Respond to Feedback Promptly 
 
Timely and relevant responses let patients know that their thoughts matter and are 

taken seriously. Be sure to acknowledge patient reviews, comments, and surveys 

as quickly as possible. 

 
●​ For online reviews: Respond appropriately to positive and negative 

reviews. 

 

●​ For survey responses: Send a follow-up email thanking patients for their 

specific feedback and informing them that their input is being assessed. 

 

●​ For complaints in real-time: If a patient notifies you about a problem, 

tackle it right away and offer a resolution, if possible. 

 

Act on Insights and Show the Results 
 
The key elements of a feedback loop at this stage are incorporating changes based 

on patients' input. Patients who find that their feedback results in improvements are 

more likely to share their experiences again. 

 
●​ Identify patterns and common concerns: Navigate through feedback 

and search for patterns and commonalities where issues may arise—long 

wait times, issues with scheduling, or lack of communication. 

 

●​ Make significant changes: If several patients report the same issue, do 

something about it. Some actions you can take include: 
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○​ Bring online options to patients: If patients complain of trouble 

scheduling appointments, consider implementing an online option 

for patients to select times. 

 

○​ Review workflow efficiency: Were patients complaining about 

wait times? If so, review processes and streamline where possible.  

 

○​ Train staff accordingly: If communication is a frequent issue, train 

staff on customer service responses and putting the patient first. 

 

○​ Publicly share improvements: Notify patients that their feedback 

has led to positive change. Highlight the changes that have taken 

place as a result of patient recommendations through newsletters, 

social media, or website updates. For example: "We listened to 

your feedback on scheduling challenges, and we’re thrilled to offer 

an easier online booking system!" 

 

 

Create a Continuous Loop of Engagement 
 
One of the most effective tools for establishing a relationship is to create a 

continuous loop of engagement. This way, the patients will actively participate in 

the feedback process, which will engage them with your office for a longer period. 

●​ Reach out to patients who gave input: If a patient suggested an 

enhancement and you were able to make it happen, share that with them! 

Just a little note creates a sense of community, like the following: "Thank 

you for your input! We’ve made updates based on feedback from patients, 

and we hope you will love the changes." 
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●​ Promote positive feedback: Feature testimonials and success stories on 

your website, social media, and in-office materials to help create and 

sustain a culture of appreciation. 

 
●​ Promote open conversation: Regularly solicit feedback from patients in 

areas such as new initiatives or changes to the office, creating a sense of 

active participation in health experiences. 

 

Such feedback loops do more than ensure patient satisfaction, they build trust, 

loyalty, and the reputation of your practice. Making feedback a two-way street, by 

inviting input, responding quickly, making changes, and showcasing improvements, 

creates patient-centered care. Patients will want to continue participating and 

investing in your care. 

​

By adopting an empathetic, active listening mindset, combined with a culture of 

continuous improvement, healthcare providers can leverage every review, good or 

bad, into an opportunity to grow. 

 

 

By inviting input, responding quickly, making changes, and 

showcasing improvements, you create a patient-centered 

environment that patients want to continue to participate in and 

invest in. 
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How to Measure Success: Evaluating the Impact of 
Patient Feedback Initiatives 

By gathering valuable experiences and insights, you’ll accumulate data to measure 

the success of patient feedback initiatives. This will help you develop strategies to 

improve patient experience, enhance your online reputation, and grow your 

practice. 

Metrics are the yardstick that tells you what’s working and what isn’t, so you can 

make data-driven decisions and continue to improve results. 

 

Key Metrics to Monitor 

1.​ Volume of Patient Reviews 

Patient reviews are an insight into patient satisfaction and are a significant 
contributor to your online reputation. They reflect your commitment to 
improving patient care and experience in response to the feedback 
requested. 
 

How to Track: 
👉 Be regular in checking the number of Google, Yelp, 

Healthgrades, and Facebook reviews every month. 

 

👉 Track the ratio of positive to negative reviews over time. 

 

👉 Pay attention to trends in what patients are saying in review 

content.  
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How to Use the Data: 
👉 If the trend in patient reviews is positive, praise staff and 

encourage them to continue asking for reviews. Or continue to 

invest in platforms or other ways of requesting reviews from 

patients.  

 

👉 If you notice a lull or lack of reviews, then evaluate where your 

process of asking for reviews can be improved. 

 

2.​ Patient Satisfaction Levels 

Patient sentiment is something that can be quantified using surveys and 

direct feedback. High scores in those surveys indicate effective 

improvements to the patient experience. 

 

How to Track: 
👉 Use post-visit surveys (by way of email, text, or in-office tablets) 

to get a sense of satisfaction level. 

 

👉 Employing Net Promoter Score (NPS) metrics in a dental or 

medical practice is a smart way to measure patient satisfaction and 

loyalty while identifying areas for improvement. For example: "On a 

scale from 0 to 10, how likely are you to recommend our practice 

to a friend or family member?"​  

 

👉 Assess patient feedback on particular areas like staff 

friendliness, wait time, and appointment convenience. 
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How to Use the Data: 
👉 If scores increase, continue to invest in efforts that drive the 

patient experience. 

 

👉 If scores plateau or fall, in addition to continuing to read patient 

comments, see if any concerns remain. 

 

3.​ Complaints from Issues Mentioned Before 

A decrease in specific complaints shows that patient feedback is resulting 

in real changes. An increase in complaints necessitates further 

investigation as to the cause. 

 
How to Track: 

👉 Before implementing feedback initiatives, pinpoint the most 

frequent patient concerns. 

 

👉 Conduct surveys, monitor reviews, and analyze direct feedback 

to track the frequency of complaints over time. 

 

👉 Determine whether previously noted items (long wait times, 

unclear billing, interactions with staff) are mentioned less. 

 

 

How to Use the Data:  
👉 If complaints about particular problems decrease, reinforce the 

changes that led to an improvement. 

 

👉 If complaints continue, review your strategy and offer 

alternative solutions. 
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4.​ Rates of Patient Retention 

Patients who are satisfied are likely to return for follow-up care and refer 

others. Higher retention rates show that the changes you made based on 

feedback keep patients with you long-term. 

 

How to Track: 
👉 Track the frequency of patient visits before and after 

implementing feedback initiatives. 

👉 Monitor the retention of appointments—are patients returning 

for follow-up and preventive care? 

👉 Responsive: Track referral rates—are current patients referring 

to family and friends? 

 

How to Use the Data 

👉 If retention is good, continue to express your appreciation to 

patients to build loyalty. 

👉 If retention is poor, think about other tactics, like better 

communication with patients or patient engagement programs. 

 

Metrics are the yardstick that tells you what’s working and what isn’t, 

so you can make data-driven decisions and continue to improve 

results.
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Additional Success Indicators 
 
In addition to your core metrics, you can also track: 
 

●​ Engagement in feedback requests: Measure how many patients open 

feedback-requesting emails, click review links, or complete studies. Many 

reputation software or other customer relationship management (CRM) 

software can track these data points.  

 

●​ Staff cross-initiative: Monitor the frequency with which staff achieve 

patient feedback solicitation.  

 

●​ Competitive benchmarking: Compare your volume and ratings with 

similar practices in your area. 

 

Using Data for Strategy Improvement 
 
Once you have key metrics, success indicators, and significant data accumulating, 

you’ll want to review this feedback regularly to spot trends and act on opportunities 

for improvement. Then be sure to share the data with your team and include them 

in making improvements to the patient experience.  

 

Success isn’t just about numbers—it’s about making sure the patient 
voice results in meaningful, lasting improvements. Tracking key 

performance indicators, addressing patient concerns, and continuously 

refocusing your approach allows you to develop a practice that puts both 

patient satisfaction and long-term growth at the forefront of your practice. 
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Take Away 
 
Transforming patient reviews into opportunities means being proactive, ensuring 

patient satisfaction, and creating a cycle of constant feedback. Utilizing reviews as 

a tactic for success empowers medical and dental practices to strengthen patient 

relationships, enhance operational efficiency, and establish themselves as a 

trusted, award-winning patient-centric practice. 
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Chapter 4 

Using Reviews to Market Your Practice  
Patient reviews are highly impactful tools for healthcare practices that have the 

potential to create an image of your practice for potential patients. Reviews are like 

personal references providing testimony of the quality of care, compassion for 

patients, and professionalism patients receive. This not only builds up your online 

reputation but truly serves as a form of word-of-mouth marketing, making it easier 

for your practice to capture the attention of a crowded marketplace. 

So, how can you use reviews in your marketing moving forward? We'll be exploring 

those concepts in this chapter, including how to preserve review content, display 

review content strategically, and build your practice on the foundation of great 

patient experiences. 

 

Positive review ads serve as personal testimonials, showcasing the 

quality of care, compassion, and professionalism patients experience.
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Showcasing Reviews Across Platforms 
 
Patient reviews are an invaluable asset for establishing authority and gaining new 

patients. Leveraging patient testimonials across different platforms can help 

establish trust, boost conversion rates, and build your practice’s online reputation. 

Let’s explore the many platforms at your fingertips.  

Legal Disclaimer (the “We’re Not Lawyers — Thank God!” Section) 

Let’s get this out of the way: we are definitely not lawyers (be thankful! — 

have you seen how much they bill per hour?). But we do know enough to 

tell you this: 

Always get your patients’ written permission before using their names, 

photos, or reviews in any of your marketing. It’s just smart (and legally 

safer than assuming Aunt Judy’s potato salad won’t give you food 

poisoning). 

For the real nitty-gritty, talk to an actual attorney who specializes in 

healthcare or HIPAA compliance. They can help keep your marketing 

stellar and squeaky clean. 

Now, go get those reviews—responsibly! 

 

Testimonials on Your Website 

Your site is frequently the first exposure potential patients have to your business, 

so it's a natural place to showcase authentic, positive reviews. Utilizing testimonials  
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in a way that allows them to resonate with prospective patients will drive 

engagement and increase appointment bookings. 

 

Callout Boxes 
Highlight great quotes in visually distinct boxes across your site to garner attention 

and show off positive reviews in the style of your website.  

Example:     

 

Use these callouts on high-impact pages like: 

●​ The homepage - to build confidence in the practice. 

●​ The appointment scheduling page-  to increase conversion 

rates. 
●​ Services pages with relevant testimonials - to establish expertise 

in certain treatments. 

 

Separate Page for Testimonials 
 

To take patient testimonials to a higher level, create a separate page on your 

website for listed patient testimonials. There should be both short quotes and some 

narratives from patients (so the reader can choose to just skim or go in-depth).  
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Video testimonials are even better! Promote reviews that speak to common patient 

worries (fear of dental procedures, ability to book appointments, etc.). 

 

 

 
 
Video Testimonials: Breathing Life into Patient Stories 
Capture short, engaging, recorded patient stories (with consent) about their great 

experience. Show these videos on your website, in social media, and on screens in  

 

waiting rooms if available. Videos provide a face and a personality behind the 

practice, an invaluable tool to help potential patients feel more connected to you 

and your practice. 
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Showcasing Google Reviews on Your Website 

You can display your Google reviews directly on your website by using Google’s 

API. This creates a live connection between your Google Business Profile and your 

website, so all your reviews appear automatically—without you manually adding 

them. 

Because the reviews are hosted by Google (not copied to your site), you don’t need 

to get patient permissions to show them. This feature makes your website content 

new and dynamic, promoting transparency. It’s a simple way to feature your great 

reviews legally and effortlessly.  

Want to learn how to do this? Visit 5star.doctor  

 

Reviews on Social Media 

Social media platforms are fantastic for sharing information like patient success 

stories and connecting with your audience in a more personal and relatable 

manner. 

 

●​ Posts: Create posts on Instagram, Facebook, and LinkedIn using patient 

quotes as graphics. Use before-and-after images (if applicable and with 

permission) to show transformations.  

 
●​ Videos: Create patient testimonial videos and post them as IG 

Reels, TikTok videos, or YouTube shorts. Add captions for  
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accessibility and some branding (like a logo watermark). Ask 

patients to share their stories, post photos, and tag your office. 

 
●​ Story Highlights: Use Instagram “Story Highlights” to share your best 

testimonials all in one place. 

 

Testimonials on Your Business Profile  

Your Google Business Profile and other third-party review sites hold essential value 

for local SEO and credibility, and just like Facebook, you can create regular posts 

highlighting patient feedback and testimonials. 

 

●​ Highlight Positive Reviews in Google Posts​
Google My Business gives you the ability to create posts. Be sure to 

leverage this real estate to feature 5-star reviews. Share patient quotes 

along with a call to action like “Find out why patients are crazy about 

us—schedule your appointment today!” 

 

●​ Respond to Reviews & Create Potential Engagement​
Respond to all reviews, positive and negative, as quickly as possible, to 

demonstrate to patients that you care about what they have to say. Thank 

patients for positive reviews and reinforce the key points they made. 

 

Watch This Short Tutorial To Learn How To Respond to 
Reviews on Your Google Business Page:  
5star.doctor/responding-google-reviews 
 

 

http://5star.doctor/responding-google-reviews
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Email Marketing & Patient Communication 

You can create additional chances to share positive reviews with your audience by 

sending newsletters and appointment reminders. 

 

●​ Newsletter Testimonial Sections​

Include a “Patient Spotlight” section in your monthly email newsletters. 

Post a review along with useful oral health advice or practice news. 

 

●​ Appointment Reminders with Social Proof​
In all new patient appointment confirmation emails or texts, include a short 

patient testimonial. For example: “Nervous about your visit? Read what our 

patients are saying: ‘Dr. Smith and the team made my visit stress-free and 

comfortable! 

 

●​ Lead Nurturing  
During your follow up with new leads you should insert some positive 

reviews, this will help potential patients make a decision to visit you and 

can speed up the timeline for them to make that first appointment.  

 

Incorporating patient reviews from different sources strategically amplifies trust and 

credibility, leading to more patients choosing your practice. From your website, 

social media, Google reviews, and email interactions, use website integration to 

ensure that positive reviews are reaching a wider net of clientele, boosting your 

practice and brand as the go-to place for top-tier service. 
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Using Reviews in Ads: Building Trust and Driving 
Engagement 
 
Patient reviews serve as social proof, and they are powerful. Use them to make 

your ads more convincing. Incorporating testimonials in channels like Google Ads, 

Meta, social media promotions, and video content will not only leverage your 

practice to gain potential patients but also build trust and reliability at the same 

time. 

Put Review Snippets in Google and Social Media Ads 

Reviews serve as trust signals that offer prospective patients peace of mind about 

the level of care they can receive through positive reviews. This can foster 

emotional bonds and lead to higher engagement rates when used in ads. 

 

Facebook Ad Example:  
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Ad Copy Integration: Improving Click-Through Rates (CTR) 

Short, attention-grabbing review snippets can be included in Google search ads 

and Facebook/Instagram text ads. Examples include patient quotes that focus on 

the ease, comfort, or great results.​  

 

Example Ad Copy:  
🦷✨ Discover the Dental Difference at Premier Dental Clinic! ✨🦷 

 

"Almost no pain and quick time! Dr. Smith is amazing." – Mike R. 

"Best dental experience ever! They were so caring and professional." – Sarah T. 

 

At Premier Dental Clinic, we combine advanced care with a gentle touch. Whether 

it’s your first visit or your fiftieth, you’ll feel right at home. ❤️ 

📍 Conveniently located in Smalltown, USA 

📅 Now accepting new patients 

😁 Smile brighter—book your appointment today! 

 

👉 Click Book Now to experience 5-star care! 

#SmalltownSmiles #PremierDentalClinic #FearFreeDentistry 

#SmileWithConfidence 

 

Make sure to place quotes in the headlines or descriptions of your ads to boost ad 

credibility and increase conversions. 

 

Graphic Ads: Visual Testimonials on Social Media 

Make infographics with patient testimonials laid over stock photos. Include 

before-and-after photos (with permission) to showcase treatment successes. Use  
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clean, professional design pieces to keep it looking polished while focusing on 

patient satisfaction. Example:   
 

 

 
 
 
 
 
 
 
 
 
 

 

Video Testimonial Ads: Zero in on High-Impact Storytelling 

Create short, authentic video testimonials from real patients sharing excellent 

experiences. Have these videos ready for YouTube, Facebook, and Instagram ads 

that draw out emotions. Don’t forget to get their permission in writing.  

 

 

Make sure videos are brief (15-30 seconds) and tell a patient success 

story or relief from anxiety.  
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Treatment-Focused Ads 

Patient reviews mentioning specific treatments or services can also increase 

interest from patients searching for those procedures. In advertisements promoting 

specific services, include patient testimonials for the specific service.  

 

Examples: 
“My dental implant was very quick and painless. Highly recommend this 

team!” – John D. 

​

“I was so anxious about getting Invisalign®, but the result was incredible!” 

– Emily P. 
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Ads for Competitive Differentiation 

If patients use terms such as “short wait time,” “gentle care,” or “friendly staff” in 

reviews, feature those terms in ad campaigns.​
​  

Example Reviews: 
“The nicest dental group I’ve ever encountered! They really care about 

their patients and I never have to wait long for my appointment!” – Lisa M. 

​

“I never thought I would say, ‘I love going to the dentist,’ but this place has 

changed my mind! They are so gentle and take care to recognize my 

dental anxiety.” – Mark W. 

 

Dynamic Retargeting: Reinforcing Positive Experience 

Retarget people who visited your website with testimonials that touch on common 

objections via dynamic retargeting ads.. 

 

Example: A user visits the dental implants page but doesn’t book, and 

sees an ad on Instagram later with a review:​

“I was nervous about getting an implant, but Dr. Smith and the team made 

it painless and stress-free!” 

 

Performance Tracking and Optimization 

You’ll often hear about “A/B testing” in discussions about tracking and monitoring 

ad performance. You can think of A/B testing ads like a science experiment for your  
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marketing. Create two (or more) versions of an ad and see which one performs 

better.  

 

 
Here’s how A/B Testing works in simple terms: 

1.​ Pick one thing to test: Change just one element at a time (like the 

headline, image, or call to action). This way, you know what made 

the difference. You can also experiment with videos vs. images 

with text only, etc.   

2.​ Track the results: Use metrics that most platforms, like Meta, 

provide, such as clicks, conversions, or engagement, to see which 

ad is doing better. 

3.​ Choose the winner: The ad that performs best is the one you 

should run more often. Take note of the methods and format that 

worked and incorporate those themes in future campaigns (ads). 

4.​ Keep testing: A/B testing isn’t a one-time thing. Keep testing new 

ideas to keep improving your results! 

Incorporating patient reviews into digital ads builds trust, drives engagement, and 

increases conversions. Your practice can create better-performing ads to engage 

and convert patients more effectively by making use of review snippets, graphic 

testimonials, and video storytelling. 

 

Reviews are trust signals that help potential patients feel good about 

their anticipated level of care. 
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Best Practices: Ethical and Compliant Review 
Marketing  

Maintain Honesty 

When integrating patient reviews into your marketing, transparency is key. Use 

real, unfiltered reviews that truly reflect the patients' experiences. Do not fabricate 

testimonials or use selective editing of reviews that may mislead prospective 

patients. If a review contains small typos, make sure that if you correct them, the 

meaning of the patient’s words does not change. 

 

Obtain Consent 

If you add a patient’s review, testimonial, or success story to your marketing 

materials (website, social media, printed brochures, etc.), do so only with their 

explicit written permission. This is especially important if their review contains 

identifying details or  

 

photos. A standardized consent form will help to protect both the practice and the 

patient, and will exemplify ethical transparency. 

 
Legal Disclosure Regarding Reviews 
Please note that patient reviews and testimonials are typically considered 

the intellectual property of the individual who wrote them and may be 

subject to copyright laws. If you plan to use reviews in any of your 

marketing materials—whether on your website, social media, or printed 

content—we strongly recommend obtaining a signed waiver or written 

consent from the individual.  Link to Google Statement in Appendix. 
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Protect Privacy 

When using patient reviews in marketing, it is crucial to abide by the Health 

Insurance Portability and Accountability Act (HIPAA) as well as other applicable 

privacy laws. See more in Chapter 2. 

 

Rule of HIPAA:  
Do not publish any content that contains patient-identifiable Personal 

Health Information (PHI), including specific treatment information, name, or 

pictures of the patient, unless the patient has signed documented consent. 

If you can, anonymize reviews to avoid breaking rules without sacrificing 

authenticity.  

Source: https://www.hipaajournal.com/hipaa-social-media 

 

Keep Them Fresh 

Patient reviews must be new and relevant to maintain credibility. Old reviews may 

fail to account for your current way of conducting business, care, technology, and 

the patient experience. Ask for new reviews from satisfied patients frequently, and 

showcase rotated content on your site or marketing platforms to always keep your  

 

content fresh and trustworthy. Also, make sure to address and respond to positive 

AND negative reviews so potential patients can see that you care and can adapt 

and improve. 

 

These best practices guide healthcare providers in ethically utilizing patient 

testimonials while adhering to industry regulations, building trust, and enhancing 

their credibility. 
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Take Away 
By displaying reviews on multiple platforms, making reviews trust signals, and 

integrating them into your advertising strategies, you can establish better 

relationships with patients and improve your practice’s reputation. When done 

mindfully and with integrity, review-driven marketing not only brings in new patients 

but also strengthens loyalty in existing patients. 

 

 
This book is intended to provide general guidance based on marketing best 

practices. We are not attorneys, and nothing in this publication should be 

interpreted as legal advice. You should always consult with a qualified attorney to 

ensure that your use of reviews complies with applicable laws and regulations. 
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Chapter 5  

Using Reviews to Increase Google Rankings 
 

If you are a medical or dental practice looking to attract and retain patients, a 

strong online presence is essential in this digital age. As an important part of 

search engine optimization (SEO) strategies, reviews can directly affect where your 

practice appears on Google. This chapter discusses the power of reviews on 

Google rankings and actionable steps to build your online profile. 

How Google Uses Reviews to Improve Rankings 
 
When someone is searching online for a local doctor or dentist, search engines, 

like Google, look at a number of factors before displaying their list of potential 

practices. Google’s algorithm takes into account the quantity, quality, and frequency 

of reviews as well as the business profile to determine if a practice is reliable and 

relevant. Let’s look more closely at these factors and how to use them effectively.  
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Quantity of Reviews 
Not only does a higher volume of genuine reviews indicate popularity and 

trustworthiness to Google, but it also further increases your practice’s credibility 

with prospective patients. Below are some tips to increase the quantity of your 

reviews.  

 

1.​ Encourage Continuous Feedback 

Instead of striving for a huge number of reviews in a short time, build a 

consistent flow of patient review feedback over time. An organic, consistent 

flow of reviews shows Google that your practice is working with patients 

and delivering consistently excellent care.  

There are many ways to encourage continuous feedback: 

●​ Send automated emails or texts asking for a review following an 

appointment. 

 

●​ Instruct staff to mention reviews during patient encounters, 

particularly after positive experiences. 

 

●​ Ensure that the process of reviewing is as simple as possible by 

giving them a direct link to your Google and other review sites. 

 

2.​ Engage a Broad Patient Base 

A wide range of reviews gives a more accurate picture and lends a sense 

of credibility to the online presence. Aim to receive reviews from patients of 

all demographics (age group, treatment type, background, etc.) to 

demonstrate your practice’s quality and inclusivity. This can be achieved by  
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requesting reviews face-to-face from a broad spectrum of patients, even if 

they have not had significant work done. It is ideal to provide different 

review platforms (Google, Facebook, Healthgrades) based on user 

preferences. Exhibiting notable experiences from a wide-ranging patient 

demographic allows prospective patients to envision themselves under 

your practice’s care.  

 

Quality of the Reviews 
The more detailed and thoughtful the reviews, the more they help inform potential 

patients and Google’s search algorithms. When they provide detailed context about 

the experience, they create a much more persuasive and engaging read for anyone 

who happens to be searching their way to your practice. Reviews with relevant 

keywords are also prioritized by Google because these words tell the search 

engine what you provide and how to better get you in front of local search results.  

 

Follow these steps to collect reviews of substantial content. 

1.​ Promote Descriptive Feedback 

Whenever you can make it easier for a patient, you’ll want to do so. For 

example, writing a review can be daunting to some who just don’t know 

exactly what to write or how much detail to go into. Patients often welcome 

guidance, especially for something like this that they don’t especially want 

to invest a lot of time in. Here are some tactics to encourage reviews that 

go well beyond “It was great.” 
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●​ Use specific wording in your inquiries, like: 

○​ “What was the best part of your visit?” 

 

○​ “How did our team make you feel comfortable while 

you were being treated?” 

 

○​ “What service did you receive, and how did it go?” 

 

●​ Showcase examples of great reviews on your website, on 

social media, or on office signage as a guide for future reviews. 

It also helps to provide content that prospective patients will 

open instead of the traditional, boring content. 

 

2.​ Address Common Keywords 

Keywords are how search engines get a sense of the relevance of your 

practice to user queries. This means reviews with terms related to your 

services will do better, bringing more patients your way. SEO-boosting key 

phrases include: 

●​ Service-specific terms (like “Invisalign® Treatment,” “Dental 

Implants,” “General Exam”) 

 

●​ Experience-based keywords (like “best family doctor,” 

“painless procedure,” “caring staff”) 

 

●​ Accessibility-related terms (i.e., “minimal wait times,” 

“hassle-free scheduling,” “same-day appointments”) 
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Consider asking patients about their experiences to help you get keywords 

to put in there for them. You can’t dictate their exact wording, but you can 

inspire patients to touch on important aspects of their visit. For example: 

●​ “We’d like to know how it went for you! If you found our team 

friendly and your procedure comfortable, please say so in your 

review.” 

 

●​ “Was your cleaning simple and time-efficient? Tell others how 

we contributed to a stress-free visit!” 

 

Reviews that authentically include valuable keywords will enhance the search 

ranking of your practice, leading to more patients and a solid online reputation. 

 

 

Implementing a regular and varied review strategy can help your 

practice to build a positive online image, which increases your 

position in search results, and wins the trust of patients over and 

over! 

- The practice growth feedback 
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Frequency of Reviews 
Review quality and quantity are paramount. However, if you stopped collecting 

reviews after a little burst, you'll miss the mark when it comes to search engines 

and patient perception.  

Businesses that consistently have recent reviews are favored by 
Google’s algorithm since they show that the business is currently 
serving customers and maintaining the quality of service.  

 

Also, potential patients are much more likely to trust and seek out a practice that 

has an ongoing, consistent stream of current reviews, rather than one whose most 

recent review was months, if not years, ago. Here are some strategies for 

generating review frequency. 
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Practice Consistency  

New reviews pouring in regularly show that you are actively delivering great patient 

care. This means you’ll need to receive patient feedback consistently rather than a 

sudden accumulation of reviews over a short burst of time, followed by months of 

silence. This approach: 

●​ Strengthens credibility and reliability in terms of Google’s ranking 

algorithm. 

 

●​ Provides an immediate reflection of patient satisfaction and a measure 

of high-level service quality. 

 

●​ Instills confidence in potential patients that your practice is viable and 

well-respected. 

 

For consistency, we recommend saving your valuable time and using software that 

automates review requests, which may include a review link in various follow-up 

communications.  

 

Automate Review Requests  

Imagine getting more 5-star reviews without lifting a finger. That’s exactly what 

today’s review software can do—tie directly into your practice management system 

(PMS) or electronic medical record (EMR) system to automatically text patients 

after their visit and ask for feedback. 
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But here’s the catch: most companies will try to lock you into a long, expensive 

contract. Don't fall for it. You can get all the benefits—without the commitment—by 

choosing the right partner. 

We’re proud to be a reseller for one of the biggest, most trusted platforms in the 

industry. We’ll help you get insider pricing and keep it month-to-month, so you stay 

in control. 

 

Want to learn more? Reach out for a free consultation at 
5star.doctor - we’ll show you how easy (and affordable) it can be to 
supercharge your reviews.  

 

Timing is key 

Patients tend to leave better and more substantial reviews if asked fairly 

soon after their visit, when their visit is still at the top of their mind. As time 

goes by, people will remember less and be less willing to take the time to 

put down their thoughts. Some best practices for follow-ups promptly 

include: 

●​ Sending automated text or email requests within 24-48 hours after the 

appointment. 

 

●​ Providing a review link with minimal steps to leave a review. 

 

●​ Soliciting reviews in person from satisfied patients at the front desk after 

treatment. 

 

 



Chapter 5 | Using Reviews to Increase Google Rankings 
 

●​ Providing soft reminders in newsletters, appointment confirmations, and 

social media. 

 

●​ Embedding review prompts in follow-up messages or appointment 

confirmations if your system uses secure patient portals. 

 

Using automation and consistency within your review strategy can bolster your 

practice's online reputation, boost search rankings, and help maintain the goodwill 

of your patients. 

 

Google Business Profile 
You have another tool at your disposal called the Google Business Profile (GBP). 

Your GBP helps you show up where patients are looking for you the most—on local 

searches. Ensuring your practice appears in local search results, as well as on 

Google Maps, makes it easy for potential patients to find your location, hours, and 

services.  

Trustworthiness is an important factor, and a profile with photos, reviews, and 

correct contact information plays a big role in getting new patients to select your 

practice over the competitors. Furthermore, periodically adding new content to your 

GBP and replying to reviews helps reinforce a strong online presence, which in turn 

increases your chances of rising to higher positions in web results. Here are 

several tips to keep in mind when utilizing your GBP:  

Name, Address, Phone (NAP) Consistency 

All online platforms must present the same and accurate information, otherwise, it 

has a severe impact on SEO. As a result, be sure to check for NAP consistency by: 
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●​ Double-checking listings: Make sure your practice’s name, address, 

and phone number MATCHES EXACTLY on your website, your GBP, 

social media, and other directories. 

 

●​ Making sure updates happen promptly: If you relocate your practice 

or change contact information for your practice, make sure to update all 

the listings you have immediately. 

 

Review Metrics  
Monitoring review trends and performance metrics helps assess the effectiveness 

of your review strategy and identify areas for growth. Below are strategies for 

reviewing metrics. 

Monitor How Reviews Impact SEO 

●​ Reputation management platforms: Platforms like BirdEye, Podium, 

Yext, etc., accumulate reviews from several places and allow you to 

track and check trends. 

 

●​ SEO reporting tools: Analyze keyword rankings and local search 

visibility to gauge the impact of patient reviews. 

 

●​ Google Analytics: Monitor traffic to your website and see how many 

visitors come from your Google Business Profile. 
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Spot Patterns and Needs for Adjustment 

●​ Sentiment analysis: Analyze reviews for common themes that reflect 

patient sentiment and concerns that may come up in the future. 

 

●​ Performance benchmarking: Assess your market positioning by 

comparing your review metrics with your competitors. 

 

●​ Actionable insights: The feedback can be used to improve service 

offerings, patient experiences, training of staff, etc. 

 

Review-Driven SEO Best Practices 
 
As you can see, online reviews are essential for your business reputation and 

search engine visibility. It is important to harness the power of customer feedback 

for improved search rankings, trust, and client acquisition. Incorporating best  
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practices can help you enhance your online presence while fostering authentic 

connections with your audience. Remember to: 

 
●​ Be transparent: Encourage patient feedback with suggestions, but 

avoid offering incentives that could undermine transparency in 

reporting. 

 

●​ Manage your reviews: Respond promptly and thoughtfully to show 

patients that you care about their opinions. 

 

●​ Update content regularly: Ensure your Google Business Profile and 

website content are up-to-date to remain relevant. 

 

Setting up your Google Business Profile, seeking consistent reviews, and 

measuring the results generated can help build a strategy for growth. A type of 

review-driven approach to your practice helps position you as a trusted provider in 

a doctor-saturated world. 

 

Take Away 
Developing a strong online presence has become a requirement for medical and 

dental practices in the digital age. As discussed in this chapter, patient reviews are 

crucial for how your practice appears on Google and what potential patients decide. 

Soliciting feedback, being responsive, and using the right metrics can create a 

positive cycle in terms of brand equity and search rankings.  

 

Adopting these strategies becomes essential not just for improving your online 

image but also for fostering trust, ensuring your practice thrives for years to come! 
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Conclusion 

Transforming Reviews Into Sustainable Practice 
Growth 

 

Patient reviews can’t be simplified as just feedback; they are one of the most 

formidable engines for building reputation, patient trust, and long-term business 

growth. When handled properly, they not only increase credibility but also allow you 

to collect useful information for improving patient care and developing your 

marketing strategy. 

We have covered numerous strategies in this guide, including addressing patient 

review barriers, generating a patient review culture, and knowing how to leverage 

the newer patient reviews for visibility, leading to new patient acquisition. Now, let’s 

summarize these strategies for putting them into action, allowing your practice to 

adapt and maintain—a successful review management system. 

 

Recap of Key Takeaways 

Developing a Culture of Reviewability 

●​ Overcome patient resistance: Recognize and minimize typical obstacles 

for patients like time constraints, privacy concerns, and disagreement 

about the utility of reviews. 
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●​ Encourage staff to ask for reviews: Provide your staff with the necessary 

tools, scripts, and confidence to earn feedback without being intrusive or 

awkward. 

 

●​ Timing matters: Ask for reviews at the right time—preferably when 

patients are satisfied with their experience and the visit is still on their mind. 

 

Encouraging & Collecting Patient Feedback 

●​ Prompting patients: Leverage signage, printed handouts, and QR codes 

on placards throughout the office. 

 

●​ Automated digital follow-ups: Texts, emails, and patient portals can 

remind patients to leave reviews while the visit is still fresh in their minds. 

 

●​ Social media and website reminders: Initiate the positive patient review 

conversation by regularly posting patient testimonials on social media and 

direct your social media followers to leave their reviews. 

 

●​ Ethical incentivization: Encourage reviews through appreciation 

initiatives while remaining ethical. 

 

Leveraging Reviews for Marketing and SEO 

●​ Highlight reviews on multiple platforms: Display reviews on your 

website, social media page, Google Business Profile, and through email 

campaigns. 
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●​ Use review snippets to optimize ads: Use patient reviews in your Google 

ads and social media ads to increase engagement and build trust. 

 

●​ Improve your visibility: To rank higher on local searches, engage with 

your Google Business Profile regularly. 

 

●​ Leverage reviews for a marketing edge: Use patient reviews to enhance 

marketing strategies and fine-tune service offerings. 

 

 

Establishing a successful review strategy is not a one-time 
set-and-forget action but rather an ongoing process. Patients are 
aware and grateful when a practice actively appreciates their 
feedback. 

 

Implementation: Next Steps 

Formulate a Complete Review Plan 

1.​ Determine your ideal review platforms (Google, Facebook, Healthgrades, 

Yelp, etc.). 

 

2.​ Have a step-by-step approach in place to request, collect, and manage 

patient reviews. 

 

3.​ Establish roles on your team for consistent review requests and responses, 

or set up automated workflows with email and text reminders. 
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Train and Empower Your Team 

○​ Give staff the lowdown on patient reviews and how important they are in 

fueling practice growth. 

 

 

○​ Offer scripts or talking points to make it easier for staff to ask for reviews 

naturally and confidently. 

 

○​ Mimic a patient-first approach to make sure needs sound sincere as 

opposed to an impersonal transaction. 

 

Harness Digital Tools for Automation 

○​ Utilize automated follow-up emails via your patient management system or 

your CRM software. 

 

○​ Keep your listing active and build engagement in your Google Business 

Profile to induce new reviews. 

 

○​ Generate widgets that visibly show the newest reviews on your website. 

 

Regularly Evaluate, Respond to, and Display Reviews 

○​ Publish social media posts, newsletters, and promotional materials 

featuring high-impact reviews. 

 

○​ Read monitoring platforms weekly and answer all positive and negative 

reviews. 

 



Conclusion 
 

 

○​ Showcase social proof with before-and-after case studies (with patient 

consent). 

Monitor Results and Adapt Your Strategy 

○​ Use analytics tools to track: 

●​ The volume of generated new reviews. 

●​ The effect of reviews on both search rankings and website traffic. 

●​ Trends in patient sentiment over time. 

 

○​ Your review strategy should continually evolve based on insights gained and 

changing patient expectations. 

 

Success Favors Consistency and Patience 
 
A successful review strategy is a marathon, not a sprint. Be consistent—patients 

pay attention when a practice is participating and responsive to a patient’s 

thoughts. As long as you keep your eye on delivering outstanding patient care, 

welcoming genuine reviews, and optimizing your business based on those reviews, 

your practice will grow and prosper organically. 

●​ Keep in mind, this is about more than SEO ranking or marketing 

perks—this is about creating long-lasting bonds with your patients! When 

patients see that their voices matter and their journeys are valued, loyalty 

follows. 

 

●​ Keep patient centricity in mind, be agile, and be dedicated to developing an 

environment in which feedback leads to growth and improvement. This will  
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help in bringing new patients into your practice as well as enhance 

long-term trust and loyalty with your existing patient base. The impactful  

nature of reviews cannot be denied—use them to your advantage and 

you’ll see your practice grow. 

 

By being consistent when asking for and responding to reviews and using the 

feedback in a positive way, your practice will gain trust and popularity with your 

community. 

 

 

Remember: 
Reviews are not just SEO or marketing—reviews are about relationships. 

 

Replying to patient feedback helps increase loyalty and improve patient 

experience. 

 

Your practice will grow stronger the more that you listen and adapt. 

 

When you support a patient-centric attitude, use reviews to your advantage wisely, 

and focus on improving constantly, your practice will attract more patients and 

enhance the trust and loyalty of those you already serve. Get the most leverage 

from it, measure it, and then see your practice grow indefinitely with The Practice 
Growth Feedback Loop! 

 

We wish you the best and are always here to help! 
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Appendix 
 
Useful sources and links 

 
1.​ The 5-Star Practice Website for instructional videos and more tips on how 

to become the most popular doctor in your market.  
5star.doctor 
    

 
2.​ Free QR codes:  

5star.doctor/QRcodes    
 
 

3.​ Instructional Video for Responding to Google Reviews 
5star.doctor/responding-google-reviews​
​
 

 
4.​ Review Response Templates 

omnipremier.com/blog/dental-review-response-templates/​
 

 
 

5.​ Automate Your Reviews. Reach out for a free consultation at 5star.doctor 
- we’ll show you how easy (and affordable) it can be to supercharge your 
reviews.      

 
 

 

http://5star.doctor
http://5star.doctor/QRcodes
http://5star.doctor/responding-google-reviews
http://omnipremier.com/blog/dental-review-response-templates/
http://5star.doctor


 
6.​ Podcast on HIPAA Compliance:  

http://bit.ly/3GQX8UG  
 
 

7.​ Google's statement on reviews as of 04/25/2025:  
 
User reviews belong to the person who wrote them, even if they’re written 
on your business’s listing. 
 
 
You must obtain consent from the reviewer if you want to use customer 
reviews of your business for your marketing purposes, such as on your 
website or in print or digital ads. You can reply to customer reviews to ask if 
you can use them in your marketing materials. Google cannot provide you 
with additional contact information.   
 
https://about.google/brand-resource-center/guidance/user-reviews 
 

 
 

8.​ Ready to Become a Market Leader? Learn more about marketing 
solutions for dental and medical practices at OmniPremier.com  
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