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SITUATION

With incorrect local directory listings and online reputation management, 

the Henry Ford Health System was experiencing a big problem.

The National Provider ID (NPI) database had incorrect phone numbers 

and practice information for several of Henry Ford’s physicians. 

Additionally, data aggregators had picked up the wrong phone numbers 

and were distributing the incorrect information across a large number 

of directories. Even though they’d identified the problem, the Henry 

Ford team had a lack of internal resources and know-how to update 

and correct the online listings. As a result, instead of being sent to the 

appropriate schedulers and front-office staff, potential patients and 

referrals were sent to a back-line clinic number where their calls were not 

being answered or returned.

An obvious lack of resources created a great challenge for improving 

the accuracy of their local directory listings and allowed for only a 

minimal focus on location listings and no time for correcting physician 

listings. Henry Ford needed a devoted team to audit, update, and 

manage their listings for a more successful outcome. At the same time, 

Henry Ford’s lean team was only responding to comments and reviews 

on their social channels but were just scratching the surface of truly 

managing their online reputation. Customers research much more online 

before making healthcare decisions, and Henry Ford knew that their 

online reviews greatly influence those decisions. They needed to bring 

those conversations into one platform so they could efficiently see and 

effectively respond to their patients and prospective patients. A real 

reputation management solution was needed.
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Improving physician and location 
listings and online reputation 
with a skilled services team

CLIENT

RESULTS

Listings Management
Over a 1-year period 1

1,200+ listing

98% 

93% 

Reputation Management
Over a 5-month period 2

11.3% 

175%
Active reputation management  
listings improved overall search  
rankings for “hospital”-related  
search queries in top local markets.

accuracy for 
location listings

accuracy for 
physician listing

increase in number 
of reviews

average review 
score improvement



HENRY FORD HEALTH SYSTEM LISTINGS & REPUTATION MANAGEMENT

STRATEGY

The Henry Ford Health System outsourced its directory listings 

management with Healthgrades, where they were able to rely on 

an experienced, dedicated team of specialists to work for them. 

The Healthgrades team deployed a three-phase approach:

Phase One

The team claimed and cleansed listings across search and social 

channels in addition to submitting corrections to both local and 

national directories, search engines, social and review healthcare 

sites, and many secondary networks across the web.

Phase Two

After achieving high accuracy of information across the web, the 

Healthgrades team focused on optimizing listings by leveraging 

all fields available to ensure the highest level of visibility. This 

included the addition of images, categories, and other supporting 

details for practice location and physician directory listings. 

Phase Three

Healthgrades’ team continues work with Henry Ford to monitor, 

manage, and improve the presence and accuracy of their 

local directory listings while also helping to provide a method 

for managing their reputation online. Henry Ford is using 

Healthgrades’ Digital Presence Management solution to:

• Monitor consumer reviews and mentions on popular review  

and social sites such as Yelp, Google, Facebook, and Twitter

• Develop a logical internal workflow for handling responses to 

the reviews online; Henry Ford developed a strategy for internal 

communications on the importance of engaging consumers on  

popular review and social platforms

• Work with multiple directories like Yelp and Glassdoor to  

open verified accounts and ensure Henry Ford could  

respond to all reviews

• Respond to all consumer reviews via the Digital Presence 

Management platform
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“Healthgrades’ reputation 

management solution is comparable 

to many on the market, but what 

distinguishes them from others is 

that they understand our unique 

healthcare challenges and have  

been able to quickly set up a  

highly successful program.”

Sheila Acker
Director of Marketing & 
Customer RelationshipManagement, 
Henry Ford Health System

About Henry Ford Health System

Henry Ford Health System is a leading 

health system in Southwest Detroit. 

Its hospitals, medical centers, and the 

Henry Ford Medical Group — one of the 

country’s largest, with more than 1,200 

physicians in over 40 specialties — provide 

exceptional care to the region’s patients. 

The health system’s flagship, Henry 

Ford Hospital, has been recognized for 

achievements in cardiology, cardiovascular 

surgery, neurology and neurosurgery, 

orthopedics, sports medicine, multi-organ 

transplants, and cancer treatment.
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RESULTS

Over a one-year period, over 1,200 online listings were reviewed, 

boosting accuracy to 98% for location information and 93% for 

physician information. With greater accuracy available online, phone 

calls and emails requesting updated directory information decreased 

significantly. Active reputation management also increased the 

number of reviews for Henry Ford locations and physicians, raised 

average review scores, and improved overall search rankings for 

“hospital”-related search queries in top local markets.

CONCLUSION

Outsourcing directory listings management to Healthgrades allowed 

Henry Ford Health System to claim and cleanse listings in search, 

social channels, directories, review sites, and more. Complete and 

accurate listings boosted visibility across the web. Additionally, 

Healthgrades’ Digital Presence Management solution supported 

monitoring and responding to consumer reviews and mentions on 

popular websites and mobile apps, polishing Henry Ford’s online 

reputation and engaging consumers. 

To learn more about how the Healthgrades platform can 

empower your health system, your physicians, and your 

patients — so that you can deliver a new and better model 

of care while improving your top-line growth —  

visit partners.healthgrades.com.


