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e e Online Reputation Response

Guide for Dental Practices

A comprehensive handbook for managing patient feedback and building trust
through professional review responses. This guide provides standardized protocols,
templates, and best practices to help your team respond confidently and consistently
to online reviews while maintaining HIPAA compliance and protecting your practice's

reputation.




FOUNDATION

Why Reputation Management Matters

Patient Trust Impact

79% of patients read online reviews before
choosing a dental provider. Your responses
demonstrate care, professionalism, and
commitment to patient satisfaction. Every
response is a public statement about your

practice values and how you handle concerns.
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Search Visibility Impact

Google prioritizes businesses that actively
engage with reviews. Practices that respond

regularly appear higher in local search results.

Review quantity, quality, and response rate
directly influence your practice's online
discoverability and competitive positioning.
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Practice Growth Impact

Responding to reviews increases conversion
rates by up to 41%. Potential patients see that
you listen, care, and resolve concerns
professionally. Even thoughtful responses to
negative reviews demonstrate accountability
and can convert skeptical readers into new
patients.



CORE PRINCIPLES

Response Principles

These five foundational principles guide every review response. Consistency in applying these principles builds trust with current patients and

demonstrates professionalism to prospective ones.

Professional Tone HIPAA Compliance Non-Defensive Communication
Maintain a warm yet professional voice in Never confirm patient status, reference Accept feedback graciously without

all responses. Avoid casual language, specific treatments, or share appointment making excuses. Focus on understanding
slang, or overly formal medical details publicly. Even acknowledging the patient's perspective rather than
terminology. Your tone represents your someone as a patient can violate privacy Jjustifying practice procedures or defending
entire practice brand. regulations. staff actions.

Timeliness FEmpathy First

Respond within 24-48 hours when possible. Quick responses show
attentiveness and prevent negative reviews from sitting unanswered

where they influence potential patients.

Begin by acknowledging feelings and experiences. Empathy
defuses tension and demonstrates that patient concerns matter
more than defending your practice reputation.



Universal Review Response Framework

This five-step structure works for any review type, from glowing praise to serious concerns. Following this framework ensures consistency across all
team members and maintains professionalism under pressure.

Acknowledge Appreciate Address Offer Offline Close

This framework ensures every patient feels heard while protecting your practice legally. The structure scales from simple thank-you responses to
complex concern resolution, maintaining professionalism throughout.



TEMPLATES

Response Templates

5-Star Review with Praise

"Thank you so much for the wonderful review, [Namel! We're thrilled
to hear about your positive experience with our team. Providing
exceptional care in a comfortable environment is our top priority,
and it means the world to know we achieved that for you. We look
forward to seeing you at your next appointment!”

Positive Review with Minimal Comments

"We appreciate you taking the time to leave us a 5-star review! Your
feedback helps us continue delivering the quality care our patients
deserve. Thank you for trusting us with your dental health!"

Neutral Review

"Thank you for sharing your feedback. We're glad we could assist
with your dental needs. We're always working to improve our patient
experience, and we'd love to hear more about how we can better
serve you. Please feel free to reach out to us directly at [phonel so
we can discuss your visit further"

Service Complaint

"We sincerely apologize that your recent experience didn't meet
your expectations. The quality of care and service we provide is
incredibly important to us, and we regret that we fell short. We'd like
the opportunity to make this right. Please contact our office
manager at [phonel so we can discuss your concerns and find a
resolution together

Wait Time Complaint

"Thank you for bringing this to our attention, and we apologize for
the longer wait time during your visit. We understand your time is
valuable, and we strive to run on schedule while giving each patient
the attention they deserve. \We'd appreciate the chance to discuss
this further and ensure a better experience moving forward. Please

reach out to us at [phonel”

Billing Concern

"We appreciate your feedback regarding billing, and we apologize
for any confusion or frustration this may have caused. We want to
ensure everything is clear and accurate. Please contact our billing
coordinator directly at [phonel so we can review your account

together and address your specific concerns'”

Misunderstanding or Misinformation

"Thank you for taking the time to share your feedback. We'd like to
better understand your experience and clarify any
misunderstandings. Please give us a call at [phonel so we can
discuss this personally and ensure we're providing you with
accurate information and excellent care!

Highly Emotional Negative Review

"We're truly sorry to hear about your experience, and we understand
your frustration. Your concerns are important to us, and we'd like to
speak with you directly to understand what happened and work

toward a resolution. Please contact our practice manager at [phone]

at your earliest convenience. We're committed to making this right.



/N CRITICAL

What NO'T to Say

These common mistakes can escalate conflicts, violate patient privacy, or create legal liability. Avoid these response pitfalls at all costs.

Discussing Patient
Details

Don't say: "We see you were
here for your crown

appointment on Tuesday...

Why it's risky: Confirming
someone as a patient or
mentioning their treatment
violates HIPAA and can result
in substantial fines and legal
action.

Defensive Language

Don't say: "Actually, our
policy clearly states..” or “You
must have misunderstood..”

Why it's risky: Defensive
responses appear
unprofessional, escalate
conflict, and make potential
patients question your
patient care approach.

Admitting Liability

Don't say: "You're right, Dr.
Smith made a mistake with
your filling...

Why it's risky: Public liability
admissions can be used in
legal proceedings and may
complicate insurance claims
or malpractice cases.

Arguing Publicly

Don't say: "That's not true at
all’ or "Other patients have
never complained about
this..”

Why it's risky: Public
arguments damage your
reputation more than the
original review. Future
patients see how you handle
conflict and may choose
competitors.



Escalation Protocol & Stalff Training

When to Escalate

Certain situations require immediate escalation beyond
standard response protocols. Recognize these triggers
quickly.

0l
Move Offline

Any review mentioning specific clinical details, billing disputes,

or emotional distress requires private follow-up within 24
hours.

02
Involve Management

Reviews alleging discrimination, safety concerns, or staff
misconduct need immediate manager review before any
response is posted.

03

Legal Consultation

Threats of legal action, allegations of malpractice, or reviews
suggesting patient harm require attorney consultation before
responding.

Staff Training Checklist

Implement these operational standards to ensure consistent, compliant review

management across your practice.

Designated Responders: Assign 2-3 trained staff members (typically office
manager and front desk lead) authorized to post responses

Response Timeline: Establish 24-48 hour response goal for all reviews;
prioritize negative reviews within 24 hours

Approval Process: Require manager approval for all negative review

responses before posting; positive reviews can follow templates

Documentation System: Log all reviews and responses in practice

management software; note offline follow-up attempts and resolutions

Monthly Training: Review challenging examples as a team; discuss what
worked and what could improve

Template Access: Ensure all responders have easy access to approved
templates and can adapt them appropriately

HIPAA Refreshers: Conduct quarterly HIPAA training specifically focused
on public communication and privacy protection



