Becoming Al’s First Choice:
Gain Visibility & Patient Trust

Explore how Artificial Intelligence is
reshaping the healthcare landscape,
redefining the way patients interact with
digital platforms and services.
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Executive Summary

o Shift from traditional search to Al-driven 'answer engines'

Generative Al and Large Language Models are transforming how patients seek and consume health
information, moving away from keyword-based search to a conversational, intent-driven discovery model.

« Framework for responsible, HIPAA-compliant implementation
The transformative potential of Al can only be realized by building upon a foundation of trust, security, and
ethical responsibility, with HIPAA compliance as a critical challenge.

o Strategic imperatives for Al integration

Key imperatives include architecting a 'Search Everywhere' digital presence, leveraging NLP for
conversational content, and implementing Al-powered reputation and experience management.

This research provides healthcare leaders with a granular, technology-specific roadmap to navigate

the Al-driven transformation of the digital patient experience, enhance patient engagement, and
build a sustainable competitive advantage.




The New Digital Front Door

The patient journey is undergoing a seismic shift as
Generative Al and Large Language Models become
integrated into mainstream digital platforms. This
transformation is moving patient engagement away from
controlled, authoritative channels and towards a more
conversational, intent-driven model.



The Al-Driven Transformation of the Digital
Patient Experience

e Google's Search Engine Market Share

For the first time in a decade, Google's share of the search engine market has fallen below the 90%
threshold, indicating a diversifying and fragmenting information ecosystem.

e Search Engine Usage in Healthcare

77 % of patient journeys start on a search engine, with an estimated 70,000 health-related searches
occurring every minute on Google.

e Shift in Search Interaction

The user is no longer just being directed to information; information is being synthesized and
delivered to them directly within the search interface itself.



The Al-Driven Transformation of Digital
Patient Search

Al Overviews Redefine Search

Google's Al Overviews provide comprehensive, narrative answers
at the top of search results, often obviating the need to click on
underlying sources.

Dramatic Decline in CTR

Recent analysis shows a 32% drop in click-through rate for the
top-ranking organic search result, and a 39% decline for the
second position.

Patients Consume Al Summaries

A significant and growing portion of patients are consuming
Al-generated summaries as the definitive answer to their health
queries, never arriving at the provider's website.



Google’s E-E-A-T Framework

Shift to Trust as Critical Currency Google's E-E-A-T Framework

In the new digital ecosystem, trust has emerged as the Google's E-E-A-T framework (Experience, Expertise,

most critical currency for healthcare organizations. The Authoritativeness, and Trustworthiness) has become a

move toward prioritizing trust is a response to evolving foundational principle for how both human users and Large

consumer expectations and search engine algorithms. Language Models (LLMs) evaluate the credibility of health
information.

Importance of Social Proof Impact of Al-Powered Answer Engines

For patients, trust is increasingly built through social proof, Patients ask full questions that Large Language Models (LLMs)

with 90% of patients now consulting online reviews when answer directly in synthesized responses like Google's Al

evaluating healthcare providers. Reviews have become a Overviews. Generative Engine Optimization (GEO) strategies

critical part of the decision-making process. to ensure their content is structured for LLMs to easily extract

and cite as authoritative sources.




Optimizing for Al Integration

Architect a 'Search Everywhere' Digital Presence

Adopt Generative Engine Optimization (GEO) strategies, including
using question-based headers, clear and concise language, and
schema markup to provide context to search engines. Leverage
Natural Language Processing (NLP) to create conversational,
patient-friendly content that is easily parsable by Al models.



Optimizing for Al Integration

Implement Al-Powered Reputation and
Experience Management

Implement NLP-based sentiment analysis to analyze patient
feedback and identify key themes, sentiment, and drivers of
satisfaction or dissatisfaction. Use Generative Al to generate
HIPAA-compliant responses to online reviews, balancing
efficiency with compliance.



HIPAA, Al, and Online Reviews

- Key Talking Points

Who is in charge of the data?

Healthcare organizations are responsible for ensuring the
security and privacy of patient data under HIPAA
regulations. They must have robust data governance
policies and procedures in place to manage the collection,
storage, and use of protected health information (PHI).

What does the AMA say about online reviews?

The American Medical Association (AMA) has issued
guidelines for physicians on how to respond to online
patient reviews. The AMA recommends that physicians
monitor their online reputation, address negative reviews
professionally, and avoid disclosing any patient information
in their responses.

What does HIPAA compliance mean in this context?
HIPAA compliance requires healthcare organizations to implement
appropriate administrative, technical, and physical safeguards to
protect the confidentiality, integrity, and availability of PHI. This
includes implementing access controls, encryption, and secure
data transmission protocols when using Al-powered technologies
to process or generate patient data.

Use Generative Al to generate HIPAA-compliant respons:

Healthcare organizations can leverage Generative Al and Natural
Language Processing (NLP) to efficiently generate
HIPAA-compliant responses to online patient reviews, ensuring
that patient privacy is maintained while addressing feedback in a
timely and appropriate manner.



Review Responses

- Use enterprise-grade Al and LLM services offered by major
cloud providers (Google Cloud, OpenAl, Gemini) that are
explicitly designhated as "HIPAA-eligible" and are covered
under the provider's BAA. These platforms provide the
hecessary security foundation upon which a compliant
application can be built.

The technical architecture provides the secure container, but
the processes governing the LLM's behavior are equally
critical. The goal is to engineer a system that can generate
unique and empathetic responses while being
programmatically incapable of violating HIPAA.




Guideline Suggestions for LLM Prompts
(Al Responses to Reviews)

e Core Identity & Prime Directive e Response Blueprints
LLMs should be positioned as professional, empathetic Prompts should include safe templates for different
assistants whose top priority is protecting patient privacy review types — negative, positive, or policy-related —
and staying HIPAA compliant. SO responses are empathetic but generic and
compliant.

e The "Don'ts" (Absolute Prohibitions)
Prompts must explicitly prevent the model from confirming ~ ® Guardrails in the Prompt

patient status, repeating sensitive details, giving medical The prompt itself becomes a compliance safeguard,
advice, or making risky statements. embedding strict rules and examples that ensure every
response stays within HIPAA boundaries.

e The "Do's" (Positive Instructions)

LLMs should be guided to thank reviewers, acknowledge
emotions in general terms, stay concise and respectful, and

always redirect conversations offline.
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Future Standards for Al Search:
How Content Gets Seen

lims.txt = "Cheat Sheet" for Al

Websites publish a simple text file highlighting their most important content. Helps
Al find the right pages instead of guessing.




Reputation Products for Healthcare

Voice of Brand for Non-Health Companies Voice of Brand for Healthcare Customers
Our product Voice of Brand uses an LLM to generate responses to online For healthcare customers, we are developing a different
reviews, considering the tone and sentiment of the review. We allow customers experience that increases the hard-coded HIPAA guidelines
to provide their brand guidelines, which we inject into the prompt to ensure the in the prompt. This way, our customers don't need to use up
response is on-brand. The most important HIPAA guideline we follow is that we the 15 rules they can make VoB follow, as we do it for them.

never publish a review response automatically - our customers review the
content first and then press the send button.

Enterprise-Grade Al and LLM Services Puckered VoB

We use enterprise-grade Al and LLM services offered by major cloud providers We are also experimenting with another level of HIPAA security
(Google Cloud, OpenAl, Gemini) that are explicitly designated as 'HIPAA-eligible' that only reads the templated responses the healthcare

and are covered under the provider's BAA. These platforms provide the providers give us, which they deem safe, and we rewrite a new
necessary security foundation upon which a compliant application can be built. template response following that general tone and guidance.

This is done to avoid being labeled a bot by review websites.
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ARM 3.0: Ensuring the Right
Information Reaches Al Search

Brand Perception Insights
Location Discoverability
Customer Sentiment Monitoring

Actionable Insights

Discrepancy ldentification

Al Reputation Manager (ARM)

Helps track how their healthcare brand is perceived online over time through Al responses to specific questions.
This allows them to monitor for positive or negative sentiment shifts.

Tracks how easily their healthcare facilities or business locations are found across various Al-powered search
platforms, ensuring visibility in the evolving search landscape.

Monitors customer sentiment related to their healthcare locations on these Al platforms, helping to proactively
address concerns and improve patient satisfaction.

Provides detailed insights, including sentiment scores and trend analysis for Al responses, enabling brand managers
like "Tom" (from the user persona) to understand how their brand's perception is changing and to act on it.

The "Listing Details by Al" feature helps identify inconsistencies between the healthcare facility's official business
profile and how its listing details are presented by different Al agents, ensuring accurate information is displayed.

Helps customers understand their brand's insights, visibility, and customer sentiment across major generative
Al services like GPT, Google Gemini, and Perplexity.




In Conclusion

Today we've outlined a clear roadmap for
healthcare leaders to navigate the Al-driven
shift in the patient experience. By focusing on
trust, compliance, and responsible Al
practices, organizations can use these
technologies to improve patient engagement,
deliver better experiences, and build lasting
competitive advantage.
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Thank You!

Ready To Improve Your Patient
Experience?

« SCAN HERE -
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Learn More and Request a Demo at Reputation.com




