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Managing Your Practice’s Online Reputation
It is no surprise Americans are turning
to online resources to find physicians.
Social networks such as Facebook allow
for word-of-mouth recommendations
to be shared easily, while sites like
Healthgrades and Yelp enable patients
to share both positive and negative
experiences with physicians. According
to a study by the Pew Research
Center’s Pew Internet & American Life
project, 72 percent of internet users
said they looked online for health
information within the past year. With
a significant number of Americans
turning to the internet to look for and
discuss physicians, managing the
reputation of a physician or a practice
online is critical. 

Below are some tips on how to protect
the reputation of both a physician and
his or her practice. 

Engage with Patients Online
Social media allows individuals to
create a community to share
information and build relationships.
Having a digital presence, for
instance, a Facebook page for the
practice, allows physicians, with the
help of staff members who control
the page and its content, to reach
and engage with patients when they
are not in the office. 

A strong online presence can help a
practice strengthen its relationship
with patients by serving as a trusted
resource for news and information on
relevant health conditions or medical
breakthroughs, tips for living a healthy
lifestyle or even positive staff
announcements.

However, it’s important to be cautious
and remember that an online profile is
a representation of the practice. The
same ethical and professional

standards that are in place when it
comes to communicating with patients
remain. Practices can benefit from
creating guidelines for social media
posting to ensure that private patient
information is always protected and
that information posted is from
reputable and credible sources.

Encourage Patient Reviews
Many websites exist where patients
can share online reviews of physicians.
While these publically shared reviews
may sound like a scary thought, they
shouldn’t. According to DocSpot, 65
percent of reviewers give physicians
the highest rating possible – meaning
some physicians and practices are
missing out on well-deserved
accolades for their work. 

And, these reviews are often not just
based on the medical expertise of the
physician, but the patient’s entire
experience with the practice –

Corporate Corner
RWJBarnabas Health and Rutgers University Announce New Partnership Creating the State’s
Premier Academic Health Care System
RWJBarnabas Health and Rutgers University recently announced plans to partner and create the state’s largest academic
health care system dedicated to providing high-quality patient care, leading-edge research and world-class health and
medical education that will transform and advance health care in New Jersey.

The new venture will enhance the delivery and accessibility of evidence-based health care across the state; boost the
recruitment of prominent academic, research and clinical practitioners; and strengthen the advancement of health science
innovation and education.

This collaboration aligns RWJBarnabas Health, New Jersey’s largest health care system; Rutgers, The State University of
New Jersey; and Rutgers Health Group -- a faculty practice of approximately 1,000 Rutgers-employed physicians,
dentists, psychologists, nurses, pharmacists and other health care professionals. This alliance will result in a multi-specialty
group comprised of more than 2,500 practitioners – one of the largest medical groups in the country.

The new collaboration will align RWJBarnabas Health with Rutgers’ education, research and clinical activities, including
those at the Rutgers Cancer Institute of New Jersey and Rutgers University Behavioral Health Care.

Patients throughout New Jersey will benefit from increased access to providers across disciplines, including physicians,
nurses, dentists, physician assistants, pharmacists, social workers, and behavioral health and addiction professionals.
Patients will eventually have access to the newly developed centers of excellence, including groundbreaking medical
research and clinical innovation, and to clinicians who are leading scholars and faculty in their fields.

providing information and insight from
the patient’s perspective on what does
and does not work in the office. 

While the threat of a negative review
may be worrisome, it’s important to
remember that often, prospective
patients are looking at the collective
response rather than individual reviews
that may not be credible. Just as with
any consumer-oriented service, the
larger the number of positive reviews,
the better off a physician or practice
will fare. 

Monitor your Brand 
If you’re not aware of what people are
saying about you, it’s nearly impossible
to get control or improve your
reputation. Many sites populate
profiles for doctors and allow for
patient reviews, yet physicians and
practices are unaware of what is being
said. Actively monitoring and taking
ownership of these profiles is a simple
way to stay updated on what current
and past patients may be saying about
a physician or practice and address
concerns if they arise.

Respond to Negative Feedback
Negative feedback – just as when
received via the phone, email or in
person – should not be ignored or
deleted when delivered via social
media or a website.

While the precise response to negative
feedback will be unique to each
instance, acknowledging and
validating a patient’s concerns in a
professional and timely matter can
diffuse an emotionally loaded situation.
Even when it’s necessary to take the
conversation “offline” for privacy
purposes, the willingness to listen,
address and discuss feedback is often
looked upon favorably.
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Winter 2018

OMA Gathers For Annual Celebration
Diversity was the 
overarching theme of 
the 11th Annual Office 
Managers Association 
celebration. With more 
than 200 members in 
attendances, guests 
networked with peers 
and RWJBarnabas Health 
executives, enjoyed good 
food and were entertained
by actor, writer and 
comedian Andrew Kennedy.

The evening kicked off with 
opening remarks from Amy 
Mansue, President, Southern 
Region. Ms. Mansue shared 
some exciting developments with 
the organization, including the 
recently announced partnership 
with Rutgers University. During 
her presentation, Ms. Mansue 
also highlighted the importance 
of patient satisfaction as 
“consumerism” has made inroads 
over the past decade with patients
having a myriad of choices in their
healthcare options.

The evening continued with Trina 
Parks, Senior Vice President, 
Corporate Chief Diversity and 
Inclusion Officer for RWJBarnabas 
Health. Ms. Parks provided the 
audience with insight on how the 
RWJBarnabas Health’s culture 

embraces diversity and inclusion 
not only in the way that it cares for 
its patients and the communities it 
serves, but how inclusivity shapes the 
organization’s overall approach with  
its employees. 

Ms. Parks’ comments perfectly 
set the stage for the special 
performance of bilingual entertainer 
Andrew Kennedy. Kennedy, who grew 

up in South America, 
the Caribbean 
and Asia with a 
Colombian mother 
and British father, 
utilized comedy to 
promote cultural 
diversity. “You look 
at someone and think 
you know everything 
about them. You 
don’t,” added Kennedy.

While the entertainment 
each year at the 

OMA celebration is well 
received, it is secondary to 
the camaraderie that gets 
built between peers each 
year at this annual event. 
Having attended every OMA 
celebration since its inception 
11 years ago, Diana Rosso, an 
office manager for Cardiology 
Associates of Ocean County, 
finds that these types of 

gatherings are beneficial on so many
levels. “The ability to confer with 
others who hold the same position, 
share best practices, network and 
learn about new resources available 
via hospital vendors in a social 
and entertaining setting has been 
invaluable,” added Rosso.

Alyssa Ruby-Mako, Regional Director, 
Physician Relations, reflected to  
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Clockwise left to right: Comedian Andrew Kennedy entertains 
the crowd. Trina Parks, SVP, Chief Diversity and Inclusion Officer, 
RWJBarnabas Health highlights how the company has embraced 
diversity. OMA members gather for the annual celebration.



Ask the Practice Management Expert 
“Ask The Experts” is a question-and-answer forum featuring leading practice management experts.

Q:	 	How	do	you	define	company/practice	culture?	Why	is	this	important	
to	physicians	and	their	practices? 

A:  I believe that company culture is not always directly implied. To 
me, company culture is an undefined set of acceptable behaviors 
and attitudes within an organization. Having a healthy, accepted 
culture is important to our providers because it creates a harmonious 
environment for patients and allows the physicians to focus primarily  
on patient care. 

Q:	 	Is	it	important	for	the	office	culture	to	nurture	learning,	as	well	as,	
reward	good	performance?	

A:  I have always believed that every staff member has value and is 
capable of contributing positively to the workplace. It is our culture 
at Cardiology Consultants of Toms River (CCTR) and Toms River 
Cardiology Associates (TRCA) to not only encourage learning, but  
to seek it and make it part of our workflow. 

Q:	 	Disengaged	workers	are	less	efficient,	miss	more	workdays	and	
cost	their	employers	thousands	of	dollars	in	lost	productivity	when	
compared	to	employees	who	are	motivated.	Keeping	employee	
morale	high	is	one	of	the	best	things	you	can	do	to	instill	loyalty	
and	maintain	a	productive	workplace.	What	recommendations	do	
you	have	to	motivate	employees?	

A:  I believe that the best way to motivate employees is through positive affirmation, support and building their self-
confidence. I am fortunate to work with amazing, intelligent, driven people and I make sure I let them know how much 
I appreciate them and their hard work. I strive to consistently let our employees know how truly valuable they are to our 
team. It can be as simple as showing gratitude through thanking employees at the conclusion of each day for a job well 
done. I like to hear those words so why wouldn’t others?

Q:	 	Communication	is	key	to	making	every	member	of	an	office/organization	feel	valued.		What	are	some	best	practices	
that	are	being	utilized	that	foster	greater	communication	between	physicians	and	employees?	

A:  When we encounter a problem, I gather the people involved and we immediately devise a solution. All suggestions 
are considered and then together we come up with a solution to execute immediately. Our collective solution might 
require some tweaking or modification later, but the key is that we all come together as a team to resolve the problem. 
Oftentimes, employees are spoken to when they have caused a problem, but we forget that they are the best people to 
fix things, too. At the beginning of a what we know might be a busy day, we have an employee “huddle” to review the 
day’s agenda, let everyone know where each of the physicians are that day, if there any patients coming in that might 
need additional attention, etc. At the conclusion of each day, we send a text to the physicians reminding them who is  
on-call, the schedule for the next day and any other pertinent information they may need to know.

Q:	What	role	do	patients	play	in	the	office	culture?	

A:  An office culture takes time to develop and it takes every person in the office to buy into it – from the physician to the file 
clerk to even the patients. Our patients know how dedicated our staff and physicians are in their overall care. We have 
had staff members and physicians go above and beyond for patients. Many of these initiatives weren’t required or asked 
of them…it’s just the culture we have created. We all want to do the best we can, and that has become the expectation. 

Our Expert
Laura Cino, 
Director, Cardiology 
Consultants of Toms River 
& Toms River Cardiology 
Associates, affiliates of 
Barnabas Health Medical Group
A 20-year veteran of Cardiology 
Consultants of Toms River, Laura 
Cino expanded her responsibilities 
approximately 18 months ago with an 
additional role at Toms River Cardiology 
Associates. In her position as Director, 
Laura oversees all financial matters for 
both offices including payroll, insurance 
claims, human resources, physician call 
schedule and IT. In addition, Laura serves 
as the liaison to RWJBarnabas Health and 
handles any escalated patient concerns. 
Laura earned her Bachelor’s of Science 
degree from Georgian Court University  
in Lakewood.



Attracting & Retaining Office Staff
There’s	No	“I”	In	Team
Employees are often said to be a company’s greatest asset. 
This notion especially holds true in small businesses, such 
as physician’s offices. While the physician’s reputation is 
what initially attracts a patient, interactions with the entire 
staff and the overall experience is what will keep a patient 
coming back or lead them to find a different practitioner. 

From the initial response on the phone to the greeting 
upon entering the office to the billing cycle and all the steps 
in between, it is important to attract the right employees 
to your practice. By taking the time during the hiring 
process to find the “right” candidate, rather than the “right 
now” one, will save an immeasurable amount of time 
and money long-term. Managers need to clearly identify 
the skillset desired for each position, screen applicants 
carefully to ensure that the candidates possess the 
necessary qualifications required and that their personalities 
complement that of the office culture. This process can take 
time but is essential for long-term success.

Now that you have identified the right employees, how 
do you keep them? Employees want to know that they 
are more than just cogs in a wheel but rather they are an 
integral component to the overall functioning and ultimate 
success of the organization. The knowledge that their 
contributions are not only essential but also valued goes a 
long way to their overall commitment to the practice and 
their passion to provide superior service to the office. An 
environment of respect allows employees to not only find 
pleasure in their work but also challenges them to be more 
creative and innovative in a safe environment, which could 
ultimately be to everyone’s benefit. To help retain your most 
talented staff, here are some tips from Dale Carnegie that is 
worth reviewing with your management team:

•  Offer Educational Opportunities – Engaged employees
love to learn more about their job, making continuing
education a real perk. Offering educational opportunities
does not necessarily mean spending thousands of
dollars on courses at a local college, but can include
online education, on-site training, guest speakers and/or

seminars. Also, high performing employees often leave 
jobs because they don’t see prospects for further career 
development and advancement.

•  Learn How to Motivate Each Employee – No two
employees are alike so motivation techniques will need
to vary. Almost all employees wish to feel valued and
essential to the organization. Small gestures such as
praising a worker for job well done, minor tokens such
as gift cards for extra effort, praising a worker for job
well done and even buying lunch for the team goes a
long way in showing appreciation.

•  Notice What Your Employees Like to Do – Most
employees want to stay in jobs that stimulate their
interests. Find out what interests your employees and
see how you can match this with their essential job
responsibilities.

•  Listen To Your Most Talented Team Members – A
popular show on television is Undercover Boss, which
allows senior management to experience day-to-
day activities in the workplace through the eyes that
perform the tasks. While this is not always possible in
physicians’ offices, similar findings can occur through
regular conversations with your staff. These individuals
know their jobs best so make sure to include their input
when making decisions. By fostering a culture that
encourages an open dialogue and feedback, regardless
of employee’s position, your office and patients will
ultimately benefit. (Dale Carnegie Training Tips)

Unlike other industries, medical practices face unique 
challenges when employees leave. In addition to the usual 
issues of attracting and training qualified candidates, 
patients are most comfortable with a trusted face and those 
who are familiar with their medical histories. By creating an 
environment where staff can continue to grow professionally, 
feel valued on a daily basis and have the respect to 
contribute to the overall culture of the office, employees will 
feel empowered and committed to their employers.

the crowd in her closing remarks, “Before you leave, take a minute and look around. 
We, as an association, are an extremely diverse group of professionals. We all bring 
diverse perspectives, work experiences, lifestyles and cultures, and it gives me great 
pride to be a part of this remarkable association. As you leave here tonight, I hope 
you leave with a heightened awareness that diversity may the one true thing we all 
have in common, so let’s try to celebrate that each and every day.”

The evening culminated with a myriad of raffle prizes. Information about the 12th 
Annual Office Managers Association Celebration will be included in the Spring 2018 
OMA Best Practice Newsletter.
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for word-of-mouth recommendations
to be shared easily, while sites like
Healthgrades and Yelp enable patients
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experiences with physicians. According
to a study by the Pew Research
Center’s Pew Internet & American Life
project, 72 percent of internet users
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practice, allows physicians, with the
help of staff members who control
the page and its content, to reach
and engage with patients when they
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A strong online presence can help a
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relevant health conditions or medical
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lifestyle or even positive staff
announcements.

However, it’s important to be cautious
and remember that an online profile is
a representation of the practice. The
same ethical and professional
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creating guidelines for social media
posting to ensure that private patient
information is always protected and
that information posted is from
reputable and credible sources.

Encourage Patient Reviews
Many websites exist where patients
can share online reviews of physicians.
While these publically shared reviews
may sound like a scary thought, they
shouldn’t. According to DocSpot, 65
percent of reviewers give physicians
the highest rating possible – meaning
some physicians and practices are
missing out on well-deserved
accolades for their work. 

And, these reviews are often not just
based on the medical expertise of the
physician, but the patient’s entire
experience with the practice –
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medical education that will transform and advance health care in New Jersey.
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This collaboration aligns RWJBarnabas Health, New Jersey’s largest health care system; Rutgers, The State University of
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providing information and insight from
the patient’s perspective on what does
and does not work in the office. 

While the threat of a negative review
may be worrisome, it’s important to
remember that often, prospective
patients are looking at the collective
response rather than individual reviews
that may not be credible. Just as with
any consumer-oriented service, the
larger the number of positive reviews,
the better off a physician or practice
will fare. 

Monitor your Brand 
If you’re not aware of what people are
saying about you, it’s nearly impossible
to get control or improve your
reputation. Many sites populate
profiles for doctors and allow for
patient reviews, yet physicians and
practices are unaware of what is being
said. Actively monitoring and taking
ownership of these profiles is a simple
way to stay updated on what current
and past patients may be saying about
a physician or practice and address
concerns if they arise.

Respond to Negative Feedback
Negative feedback – just as when
received via the phone, email or in
person – should not be ignored or
deleted when delivered via social
media or a website.

While the precise response to negative
feedback will be unique to each
instance, acknowledging and
validating a patient’s concerns in a
professional and timely matter can
diffuse an emotionally loaded situation.
Even when it’s necessary to take the
conversation “offline” for privacy
purposes, the willingness to listen,
address and discuss feedback is often
looked upon favorably.
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CPT Coding Program
Tuesday, February 6, 2018, 9 – 11 a.m. 

Jack Baker’s Lobster Shanty, Channel Drive, Point Pleasant, NJ 08742

Thursday, February 8, 2018, 9 – 11 a.m. 
Cedar Hill Golf Club, 100 Walnut Street, Livingston, NJ 07039

RWJBarnabas Health Office Managers will be offering a 2018 CPT® Coding Program to get you prepared 
for the 2018 CPT® code changes.

Jean Buble, Corporate Vice President of Case Management and HIM at RWJBarnabas Health will provide personalized, 
in-depth instruction with hands-on application of the 2018 CPT® Code and Guideline changes.

Objectives:
•  Comprehensive overview of CPT code changes that include added, revised and deleted codes.
•  Detailed explanation of the rationale for any additions, revisions, deletions made to the 2018 CPT® code set.
•  Information on changes to the code set and guidelines to prevent potential disruption to claims processing.

2.0 CEU Credits Available

Kindly RSVP by January 31, 2018, by calling 1.888.724.7123, 
emailing Teamlink@rwjbh.org or registering online at 

www.barnabashealthofficemanagers.org.

v  Alyssa Ruby-Mako 
732.272.7772 
Monmouth Medical Center 
Monmouth Medical Center, 
Southern Campus

v  Ashley Esposito 
732.923.7523 
Monmouth Medical Center 
Monmouth Medical Center, 
Southern Campus

v  Brian Case 
732.557.3427 
Community Medical Center

v  Holly St. Clair 
732.232.6715 
Radiation Oncology — 
CyberKnife & GammaKnife

v  Fran Monteleone 
973.450.2997 
Clara Maass Medical Center

v  Shari Beirne 
732.914.3805 
Barnabas Health Behavioral 
Health Network

v  Lindsay DiGiacomo 
201.400.4106 
Saint Barnabas Medical Center

v  Diane Sirna-Miller 
862.400.6709 
Barnabas Health Ambulatory 
Care Center & North Wing

v  Nicole Tassinaro 
848.303.0897 
Monmouth Medical Center


