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Why Are We Here?
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You have to be active on social media 
and online review sites ... right? 
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95% 
confidence level

4% 
margin of error

Survey Methodology

500 
respondents
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21% 
Midwest

18% 
Northeast

39% 
South

23% 
West

�7

Regions
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Cross-Tabulation by Demographics
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Respondent Profile

55% 
females

45% 
males
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Age

21%

33% 21%

26%
18-29
30-44
45-60
> 60

Household Income

9%
19%

14%
17%

23%

18%
$0-$24,999
$25,000-$49,999
$50,000-$74,999
$75,000-$99,999
$100,000+
Prefer not to answer

Respondent Profile
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What We Learned.
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62% 
of Instagram users 

are female

Do you have an account on any of the following social media 
channels? (Check all that apply.)

Facebook

YouTube

Instagram

Twitter

Pinterest

Snapchat

LinkedIn

I don’t use social media

Other

25% 50% 75% 100%

67% 
of Snapchat users 

are female

75% 
of Pinterest users 

are female

Social Media: General Use
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Social Media: 
Hospital Followers
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63% 
are female

Do you follow your hospital on 
social media?

No
82%

Yes
18%

Social Media: Hospital Followers

18-29 
age group was the 

largest group to 
respond “yes”
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What is the main reason you follow your hospital on social media? 
(Check all that apply.)

To read about hospital news

To learn about events/classes/lectures

To read/leave reviews

To communicate via messenger

Others (please specify)

25% 50% 75% 100%

Social Media: Hospital Followers

46% 
who answered 
“to read/leave 
reviews” are 

18-29 years old

53% 
who answered “to 
communicate via 
messenger” are 
18-29 years old
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Social Media: 
Finding You



October 30, 2019 Wax Custom Communications | Social Media & Online Reviews �17

Which social media channels do you use to learn 
more about hospitals? (Check all that apply.)

I don’t use social media to learn about hospitals

Facebook

YouTube

LinkedIn

Twitter

Instagram

Snapchat

Pinterest

25% 50% 75% 100%

Social Media: Finding You

50% 
of those who use 
YouTube, Twitter, 

Instagram and 
Snapchat to learn 

about hospitals are 
18-29 years old

45-60 
age group was the 

largest group to 
respond they don’t 

use social

media
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What should a hospital post on their social media channels? (Check all that apply.)

Hospital events/classes/lectures

Hospital news

Hospital awards/recognitions

Patient reviews

Local community events/classes/lectures

Patient stories

Local community news

New hires at the hospital

Others (please specify)

25% 50% 75% 100%

Social Media: Content
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Social Media: Perception

78% 
of respondents felt that social 

presence had a neutral impact on the 
perception of a hospital

35% 
of respondents felt that disabling 

comments had a negative impact on 
the perception of a hospital

What is your perception of a hospital that is 
not active on social media?

What is your perception of a hospital that does not allow 
commenting on their social media posts or pages?



October 30, 2019 Wax Custom Communications | Social Media & Online Reviews �20



October 30, 2019 Wax Custom Communications | Social Media & Online Reviews �21

Who’s Doing It Right?
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Let’s Talk Reviews
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Do you use online review sites (such as Yelp, Google My Business, TripAdvisor, etc.) to make decisions about 
purchases, restaurants, travel, etc.?

Yes

No

25% 50% 75% 100%

Online Reviews: General Use
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How often do you leave reviews about your experiences?

At least once a week

At least once a month

At least once a year

Never

25% 50% 75% 100%

Online Reviews: General Use

18-29 
age group was the 

largest group to 
respond “at least 

once a week”



October 30, 2019 Wax Custom Communications | Social Media & Online Reviews �28

Online Reviews 
and Hospitals
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Do you use review sites to research hospitals?

Yes

No

25% 50% 75% 100%

Online Reviews: Finding You
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51% 
use Yelp to research 

hospital reviews

Which review sites do you use to research hospitals? (Check all that apply.)

Yelp
Google My Business

Better Business Bureau (BBB)
Healthgrades

Facebook
Wellness.com

RateMDs
Medicare.gov

Consumer Reports
Doctor.com

Vitals
Zocdoc

U.S. News
PatientsLikeMe

Real Patient Ratings
Other (please specify)

LeapfrogGroup.org
Joint Commission

CareChex.com

25% 50% 75% 100%

Online Reviews: Finding You



October 30, 2019 Wax Custom Communications | Social Media & Online Reviews �31

Have you ever left a review about your experience at a hospital?

Yes

No

25% 50% 75% 100%

Online Reviews and Hospitals

65% 
who answered 

“yes” are female
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How important are online reviews when deciding which hospital to choose?

Very Important

Important

Slightly Important

Not Important

25% 50% 75% 100%

63% 
answered that negative 

reviews would affect their 
decision

57% 
answered they have a 

negative perception of a 
hospital with outdated 

information

Online Reviews: Impact on Hospitals
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๏ Understand the journey 

๏ Keep up to date 

๏ Play offensively

Managing Reviews
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Introducing the 
PowerScore!
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EqualizerReach Results

Introducing the PowerScore
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PowerScores at SHSMD 2019
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๏ Stick to a single domain 

๏ Check your links regularly 

๏ Become a powerhouse

Power Up Your Brand 
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That’s a Wrap!
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Thank You! 
Questions?

Wax Custom Communications | a monster in healthcare marketing 
waxcom.com | 305.350.5700 | info@waxcom.com



Craig Fairfield, MBA 
Managing Director 

c.fairfield@waxcom.com

Wax Custom Communications 
261 NE 1st Street, Suite 600 | Miami, FL | 33139 

waxcom.com
Amanda Herriman 
Marketing Manager 

a.herriman@waxcom.com


