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Online Reputation Management (ORM)
Standard Operating Procedure — Customer Review Response
KIMS Hospitals, Kompally  |  Version 1.0
Section 1 — SOP Overview & Workflow
All ORM executives must follow this process daily for monitoring and responding to Google Business Profile (GBP) reviews for KIMS Hospitals, Kompally. Consistency and speed of response are critical to maintaining the hospital's online reputation.
1. Keep the GBP profile for KIMS Hospitals, Kompally open in a dedicated browser tab at all times during shift.
1. Monitor for new reviews every morning and again before end of shift.
1. Respond to all 4-star and 5-star reviews within 12 hours.
1. For 1, 2, or 3 - star reviews escalate immediately via email with a screenshot. First respond would be standard to get more information and do not close it directly without internal clearance.
1. Follow up with the escalation contact if no response is received within 24 hours.



Section 2 — Positive Reviews (4 & 5 Stars)
Template 2.1 — General Positive Review (Patient Reviewing for Themselves)

Thank you, Mr/Ms______ for the kind words. It means a lot to the whole team to hear that your visit went well. We put a lot into what we do, and feedback like yours makes it worthwhile.
Warm regards, KIMS Hospitals, Kompally Team

Template 2.2 — Positive Review on Behalf of a Family Member
Thank you, Mr/Ms______, for sharing this on your family's behalf. That is really good to hear, and the team will be glad to know it. We will pass your kind words along to them. Wishing your family well.
Warm regards, KIMS Hospitals, Kompally Team

Template 2.3 — Rating Only (No Written Review)
Thank you, Mr./Ms. ______, for your valuable rating. We are delighted to know you had a positive experience at KIMS Hospitals, Kompally. Your support encourages us to continue providing the highest standards of patient care. 

Template 2.4 — Positive Review Mentioning a Doctor or Staff Member
Thank you for mentioning Dr./Ms.______ by name, Mr./Ms.______. Not everyone takes the time to do that, and it genuinely means a lot when they do. We will make sure they see this. Feedback like yours goes a long way for the whole team at KIMS Hospitals, Kompally. 



Section 3 — Negative Reviews (1, 2 & 3 Stars)

Template 3.1 — General Complaint (Service / Wait Time / Staff Behaviour)
We are sorry to hear this, Mr./Ms.______. This is not the experience we want for anyone who walks through our doors. Could you share your contact number and the patient's name or UMR so we can reach out to you directly? 
You can also call us at [CONTACT NUMBER] or write to us at [EMAIL ID]. We would genuinely like to hear more and do better by you.
Warm regards, KIMS Hospitals, Kompally 

Template 3.2 — Billing or Financial Dispute
We are sorry to hear this, Mr./Ms.______. Billing-related concerns deserve a careful review and a personalized response to ensure they are addressed appropriately. Please share your UMR number and a contact number so our billing team can go through the details with you directly. If something has gone wrong on our end, we want to know and we want to fix it. 
You can also reach us at [CONTACT NUMBER] or [EMAIL ID].
Warm regards, KIMS Hospitals, Kompally

Template 3.3 — Doctor / Clinical Concern

We are sorry you felt the need to raise this here, Mr./Ms.______, and we mean that genuinely. A concern about clinical care is not something we take lightly or pass around without action. We would like to speak with you directly. Please share your contact number and patient name or UMR so our medical team can reach out to you as soon as possible. 
You can also call us at [CONTACT NUMBER] or write to us at [EMAIL ID].
Warm regards, KIMS Hospitals, Kompally





Template 3.4 — Parking or Facility Issue
We are sorry about this, Mr./Ms.______. Parking is something we know can add to the stress of a hospital visit and we do not take that lightly. It is an area we are actively working on and your feedback genuinely helps push that forward. We appreciate you flagging it and we hope your next visit is a smoother one.
Warm regards, KIMS Hospitals, Kompally

Template 3.5 — Wrong Address / Google Maps Error
We are sorry about this, Mr./Ms.______. A wrong address on Maps can throw off an entire visit and we understand how that feels. We are getting it corrected and thank you for flagging it. 

Until it is fixed please do not hesitate to call us at [CONTACT NUMBER] and we will make sure you find us without any trouble.
Warm regards, KIMS Hospitals, Kompally

Template 3.6 — No Specific Detail Provided (Vague Negative Review)
We are sorry to see this, Mr./Ms.______. We are not sure what went wrong during your visit but we would like to find out. Please reach out to us at [CONTACT NUMBER] or write to us at [EMAIL ID] and we will make sure someone speaks with you directly. Your experience matters to us and we want to hear it from you.
Warm regards, KIMS Hospitals, Kompally Team



Section 4: Escalation Protocol
All 1, 2, and 3 - star reviews must be escalated immediately. Use the format below when sending the escalation email.
	To
	[Insert KIMS Hospitals, Kompally Operations Escalation Email]

	Subject
	Urgent: Negative GBP Review - KIMS Hospitals, Kompally | [Date]

	Body
	Dear [Name],

Please find below a negative review received on our GBP profile. Kindly review and advise on the appropriate response/resolution.

Reviewer Name: [Name from GBP]
Star Rating: [1 / 2 / 3]
Review Text: [Paste full review text here]
Screenshot: [Attached]

Please respond by [Date + 12 hrs]. If no response is received, a follow-up will be sent.



Section 5: Quick Reference Card
	Rating
	Action
	Template to Use

	★★★★★ (5 Star)
	Reply within 12 hrs
	Template 2.1, 2.2, 2.3, or 2.4

	★★★★ (4 Star)
	Reply within 12 hrs
	Template 2.1, 2.2, 2.3, or 2.4

	★★★ (3 Star)
	Escalate + holding reply
	Template 3.1 or 3.6

	★★ (2 Star)
	Escalate immediately
	Template 3.1 / 3.2 / 3.3

	★ (1 Star)
	Escalate immediately, no reply without clearance
	Template 3.1 / 3.3 / 3.6
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