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REVIEWS

Caitlin DeWilde
DVM

» Benefits of Online Reviews

Social Proof

O

@ SEO Rank Build trust
) Differentiate your
Marketing content business from the
competition
‘ Customer insight

O Strengthen brand identity H

» POLL

» How many of you think that online reviews have benefitted
your veterinary practice (or could benefit them!)?

» Why Reviews dre Important

The New Word-of-Mouth
Online Reviews
@ 88%,

of consumers of consumers read
read online reviews online reviews as
before visiting a much as personal
business.

recommendations.

W

1

The more reviews
the business has,
the more trustworthy

itis deemed.

©)

» Merck Pet Owner Paths Study
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e
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Pepslimorckpetownarpesrecom|




» GETTING REVIEWS: Best Practices

01

\= Remind customers to
- leave reviews

03

(<) Reply toreviews
.~ tobuild trust

& ==

02

Make leaving
reviews easy

04

Claim/verify business

~' accounts with review sites

Q00
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nRemind Customers to Leave Reviews

Visual reminders in office

v

Social media reminders
Website reminder links

v

Client communications

+[- Staff requests

Romind Customers to Loave Roviows

1. Visual Reminders

2. Social media reminders

BEST PLACE T

Remind Customers to Loave Reviews

3. Website Reminder Link

Hque Leaving Reviews Easy

v

Embed links in emaill, text, website,
social, email signature

v

Create one-click links

Utilize programs that automatically
send post-visit surveys, review requests

v

AviMark Rapport, Demandforce, etc

B
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) Google V

» Onyour computer, search for your business on Google.
» Find your business listing and click “Write a review.”
» Copy and paste the URL you see in your address bar.

Bt Animal Hospital

5.0 Kk kK 56 reviews

D = o

Sort by: Most relevant ~
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» Facebook

e +

© facebook.com/YourUsername/Reviews

facebook

Make Leaving Reviews Easy

> Yelp V

» Find your business listing and click “Write a review.”
» Copy and paste the URL you see in your address bar.

1 00 10 Yip for Business Ownars

pd a -

Y Restarts v g Homa Sovces v (R AutoServices ¥ Morw

£ WiteaReview PR For Businesses

Bl Animal
Hospital © canes
BIR0NEL ©revews

Neterinarane

» Nextdoor

Got recommendations

HReply to Reviews to Build Trust VvV

v

AVMA recommendation: daily

v

Respond minimum of weekly if possible

Make an effort to respond to alll reviews- positive
or negative

v

v

Personalize response whenever possible

e O

HCIqim and verify business accounts

» Required for notifications and
ability to respond

»Use consistent and regularly
checked email account
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ECIqim and verify business accounts V

» BREAKOUT:

» What is ONE action step of what we've just discussed that you
can take or review?

» Discuss: which review platform is most important to your
practice?

'V

The DVM

» Who Should Respond

» When to Respond V

N\,

Give a cooling period
for both parties

During business
hours

» How to Respond

» Facebook
» Google

> Yelp
» Nextdoor




» Facebook

» Access from review directly
or from Notiﬁcqtions/Activity
section

w el e
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[
) Google

= GoogleMyBy

Show customers you care,
& response at a time

[
» Google

e Show cus
: = .
.

=
> Yelp

DOOoo e

8 Public Comment X1 Direct Mossage.

> |

> Yelp —
i . ooooo

=3
(8 ==3

L |
» Nextdoor

Re: Vet recor

Re: Vet recommendations?

&8 from Blackburn-Recplex
v

@ Animalis great. (s

Deles

Your recommendation means ot to us! Thank you! 4 & v& %




» POLL

» How many of you have experienced a negative review at
your practice?

» Anatomy of A Response

DVM

ciusmod te
incididunt ut Iabore et dolore magna

aligua.
Acknowledge accolades or
dissatisfacti enim ad minim

veniam, g
ullamco labol

o c jore e
m E fugiat nulla parictur|Redirect offline]

for further conversation it

» Dealing with Negative Reviews:
A checklist

» Categorize the reviewer
» Gather the facts
» Seek first to understand
» Prepare and post the response
« Consider calling
Objective reviewer
+ Rememberthe3C's

Mention the positives, if any
* Redirect offline

>

Take Necessary precautions
» Report/Flag if needed

« Make it clear what you diid to resolve, if applicable
> Alert the Team

©)

qutegorize the Reviewer

0 the individual?
\
if they are a client?
1
/
@ if they simply there to

be negative/hateful?

Canyou

identify:

antegorize the Reviewer

AVMA social media
RESPONSE FLOWCHART

- EEEEEE
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My Flowchart: V Gather the Facts V

» Check client e i o s B —
Is this a Is this a legitimate/ Will this review hold weight in the communicotion/ M9 /$$ 0% krbDER 2 LwPOQ
o plausible review? people lwant to be my clients? . e =
comment in chart e o o o ™ e w72t
ves J no s ol o™ Cuonh o,
» Review medical records o, cows 0z Comy
o Voo S0 oo ey

calot

1 i i T T Foldor 0
Assess financial detaills oorson e, [y, J[Kei,  [Cemerts, A St e, L [Drak, & ucher ) oevis,

Is this Does this platform —r
SESEONS RESEONG i) | violate guidelines? » Talkto staff members [T b e
v . involved Banany 110105 Age T3y Rabis 365717 Remined (1008
vE YES Breed  Weish Corg Mox Plan Deceased (nons)
coo T w960 s o
smcs e s o o —
DON'T MI;: o) ool T — |
(G o im0 Gy Amow By Phoo Pt
v

Descripion v
GS1119 23pCO S CC  Clent Communcaton : 1 owe o

o

&Seek First to Understand V Preparing the Response Vv

Consider calling the owner if you can identify
- Direct message options available for some platforms

Give a cooling period..for you both

Have an objective reviewer

Remember the three C's

Mention the positives, if any

Redlirect offline for further conversation

Make it clear what you did to resolve, if applicable
Respond like the whole world is watching

o

Propare and Post the Response.

Compassionate Confidence Competence

» Remember the Three C’s V

» Remember the Three C’s

Compassionate

O
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Remember the Three C’s V
Confidence
[ @)

Remember the Three C’s

(necdm:::lism)

) e

Redirect Offline V

Respond only once
Provide name, contact info of point person to handle issue

[ ]
o
(owner)

HiMr Wetre sorry to hear that you didn't have a 5 star experience. We'd love to know what we could have done
better. Please contact our office manager or medical director at 3 900!

Anatomy of a Response:
Negative Review

Lorem ipsum dolor sit amet,

When The Review Was Deserved.... V

e O

When The Review Was Deserved....

) o
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When The Review Was Deserved V When The Review Was Deserved.... V

& == ) e

When The Review Was NOT Deserved... V The Client Not In Your System Vv

Remember to consider
/ COntGCting directly first. Thanks for your feedback, NAME. Unfortunately,
——— we cannot find you in our client system. We take
our client satisfaction very seriously, and our
online reviews and reputation are dlso

important. If you are ins ict a client (Perhaps
One sentence under a different name). please contact us at

555-5565 or mmg@mm%mm_so that
rebuttal..MAX. we can get more formation about your

experience and work together to resolve it. We
also share practice names with five other
practices in the country, so we want to ensure
S you've left feedback for the right place. We look

forward to hearing from you!
Flag or report

General
recommend
-ations

The Client You’'ve Tried to Call V The One Star, No Comments Review V

Thanks for your feedback, NAME. We've

reached out and left a message and an We were sorry to see you weren't pleased
email so we could learn more about with your experience at HOSPITAL NAME.
your experience and what we could do, We'd really like to know more about what
but haven't heard back. We want to we could have done better for you and
make sure we have all the facts, and we PET NAME. We're happy to discuss your
want to make sure PET NAME is doing ok. concerns- please contact POINT PERSON
Please contact POINT PERSON at 555~ at 555-5555 or pgme@vourveteliniccom,
5555 or pame@vourvetcliniccom at at your convenience.

your convenience.

S e o] LS
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» The “Erroneous Facts” Review V

66

We're sorry you were disappointed with
your experience at our hospital. We are
committed to providing great care for
our patients and great service for our
clients. We understood you were
unhappy with *X.Y. Z', but this
“policy/information” was presented to
you “prior to the service." If there is an
opportunity to better understand your
concern, we welcome further discussion.

Please contact POINT PERSON at 555~
5555 or et
D e o
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» The “Money” Review

éé

NAME, we're sad to see your review. We
understand that caring for pets can be
expensive, and it's disappointing for everyone
involved when costs get in the way of
providing the care pets like PET NAME need.
Unfortunately, medications, equipment and
labor have a cost to our business as well. We
work with providers like CARE CREDIT/PAYMENT
SOLUTIONS/RESCUE/CHARITY GROUPS to hel
find assistance to acdress Unexpected pat
care costs, and we'd be happy to give you
information about them again. Please reach
out to POINT PERSON att 55555565 or

: ON

if we can help. ’ ’

) e

» The “You've Called But They're Still Vv
Unhappy” Review

Thank you for your feedback, and as “
we discussed in our phone call, we

take our client satisfaction and online

reviews very seriously. It is our policy to

XYZ, and we've provided that

information to you again today during

Thank you for your feedback, and
as we discussed in our phone
call, we take our client
satisfaction and online reviews

the call. If you are still dissatisfied, we

are happy to transfer your patient

records to another veterinarian at

your request.

very seriously. As we stated in our
call, we have done XYZ and stand
by our policy of XYZ.If we can be
of future assistance to you and
PET NAME, please let us know.

Alert the Team

v

Identify a point person to
handle in-person visits,
calls, emails

v

General team awareness

v

Notation in client file

ﬂ el

Take Any Necessary Precautions

» Update page —
moderation words

» Review tagging,
commenting and
review settings

» Update Googlle Alerts

) e

Take Any Necessary Precautions
( .

Welcome to the
DVM Cyberbullying Program

Q) v Respond Fep

10



Report/Flag if Needed

» Report if violates service
terms or is extreme

» Facebook

» Google

» Yelp

9/1/21

» Facebook

What's going on?

= B recommends B Animal Hospital [0
December 20, 2018 - @

wonderful doctors and the best staffl!

Send areport about this ecor

Flsave post

[0 Give feedback on this
recommendation

Recommendation Not Relevant
Unfaie Recommendation  Nudity

£ Turn on notifications for post Warassmant | | uicida o Sat-iry

) Animal Hospital </> Embed

Drugs  Hate Speech

Viokence

Spam

“r=3

[
» Google

» From Google Business

Ul.

(owner)

Copy link

Flag as inappropriate

[ I
) Google

» From Google Business

Report review

Due to high demand, expect delays in our processing of your
flag/request. Please don't flag the same review twice. Only reviews that
violate Google's content policy can be reported.

Reviews that are negative o that you disagree with, but adhere to the
content policy, won't be removed

Cancel

B9 .

Continue

> Yelp

Report/Flag if Needed

D000 /162019
Absolutely love and trust e

using them for about 3 years for bo
the office is so friendly and genui

[2 Share Review

™ Report Review

sick pets each time | needed it.

fereasy to keep track of dates,
7and order pet essentials. | trust each of
Animal Hospital to give me an honest
opinion and have never felt like they were trying to “up-sell* me or
get me to do unnecessary things. | would highly recommend

e Animal Hospital to anyone!

8 Public Comment | §X4 Direct Message

)

Report re

Please refer to our Content Guidelines and Terms of Service and let us
know why you think the content you've reported may violate these
guidelines.

Why do you want to report this review?

It contains false information
It was posted by someone affiiated with the business
It was posted by a competitor or ex-employee
It contains threats, lewdness or hate speech

doesn't describe a personal consumer experience
It violates Yelp's privacy standards
It contains promotional material
1t's for the wrong business

=39

11
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» Dealing with Positive Reviews:

A checklist

Like/Love/React
Respond and thank
Share online

Share with your team

v v vw

nlike/Love/React

» Facebook

/§ recommends |
o

wonderful doctors and the best staffl!
)

)

Animal Hospital

© comment

O
4o

happy to care for him!

Like - Reply

Animal Hospital. [

Message

1 Comment

2> share Q Message .

s, Animal Hospital Moses is the best patient so we are

=9

) Google

» From Google, not
Google Business
Dashboard

) e

Sewsmmd Animal Hospital =3

5.0 %k kkk Sty v

> Yelp

» “sstars:Click the
“Thanked” button
froma Yelp for et
Business Owners
account.

Reviews

R and espond o revews on he
Oownioas v

16 Reviews for et Animal Hospital

o108 nd Ancros. =]

12



Yelp : v

From regular Yelp.com, PEE—
can “vote” on reviews

Recommended Reviews for Bsssssss Animal Hospital

)
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HThan the Reviewer

Start all reviews by thanking
owners for their feedback

“We're so
grateful for your
feedback.”

“Thank you for
sharing your
experience!”

) e

alottous.”

“Thank you for
the kind words!
Itreally means

Respond to The All Around Great
Reviews:

Respond to The All Around Great
Reviews:

Respond to The All Around Great
Reviews:

*kk

!

Respond to The *Almost* Great
Reviews

Thank you for your
feedback and review,
NAME. We'll take your
suggestions to heart,
and we hope to see
you again. NAME- we think they're pretty great,

Thanks for your comments. We're
glad to hear that you've been
pleased with the care our staff
members provided to YOUR PET/PET

too! We'd love to hear from you on
what we could have done even
better- contact POINT PERSON at
555-5565 or email us at
name@vourveteliniccom -

) o

13
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» Respond to The *Almost* Great V
Reviews

&6

Thank you for your feedback! We
hope you'll visit again and we can
provide an even better 5-star
experience! We're always open to
hearing your suggestions on
ways to serve you and your pets
better. contact POINT PERSON at
555-5555 or email us at

o \

’»

Share the Review Online

» Consider adding to
website testimonials
« Ask reviewer permission

-
» Facebook V

§3 recommends
December 20, 2018 - @

wonderful doctors and the best staff!!

Animal Hospital.

Message
o Animal Hospital < commant
O Love © comment 2 share Q Message v
B Moses is the best patient so we are happy to care for him
Like - Reply 1

) Google

‘ Copylink

(owner)

Flag as inappropriate

-
) Google V

Free stickers,

posters, social

posts, and more -

from your Business .
Profile on Google on Google

) Google

Your personalized marketing kit

o
Sutre
Tandyang B
Very

|/
: S
: &
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Share the R

» Google

onl

Thank you o your teme s bachst e Sest et g o .

Ty 6o vy oo b king care of e dogs
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Share the Review Online

) Google

sk with Gor e

“Thankyoufor |

7k your time and

° absolute love I"
14

Choose your style and color

w R

Come visit us
Mon-Sat

o pots e i g e Tk youso 5
—ye
- |
e
-
f
» Google ) Google V
——— Print-Ready Posters & B Address - So...Il Thanks.jpg
Social Media Posts B Find Us - So...all Thanks.jpg
Stickers & Table Tent » H Google Ratin...Il Thanks.jpg
% Tips Sheet -...all Thanks.pdf B Hours - Soci...all Thanks.jpg
= Welcome Let...Il Thanks.pdf B LGBTQ-Frien...Il Thanks.jpg
B Phone Numb...Il Thanks.jpg
B Review 1 - S...all Thanks.jpg
H Review 2 - S...all Thanks.jpg
B Review 3 - S...all Thanks.jpg
B Ssupport Us -...Il Thanks.jpg

> Yelp

BO000 /162019

Absolutely love and trust et 1, o L
using them for about 3 years fo

Share review

the office is so friendly ant

gotten same day appoi
Their online portal m;

I've never had an issue wi

8 Public Comment ¥ Direct Message

™ Report Review

S'
It very easy to keep track of dates,

, and order pet essentials. | trust each of

Animal Hospital to give me an honest

opinion and hafe never felt ike they were trying to "up-sell* me or
get me to do unnecessary things. | would highly recommend
Sswssa Animal Hospital to anyone!

(6 [ o]

oy, com/biz s anemal-hosptal-sses

or

15
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Share with Your Team

» Print/Display

» Online team workspaces

» Staff meetings

& ==

Q Caitlin DeWilde

New review for us- good job I »and J ne

e [ @

We had the most wonderful experience at Dr. R was 50 sweet to our cat
and answered all of our questions. Thank you to this wonderful team for taking care of our babes!
‘Special thanks to Marilyn who talked to me on the phone for almost an hour yesterday (before | was.
even a paying customer) just to help give me some peace of mind about my cats.

» Additional Tips and Tricks

Ensure notifications
onall platforms

Have a Google doc
template of responses

Use the Grammarly
chrome extension

Have a protocol for getting
notified, monitoring and
responding

Use your software to pull
recens visitinfo (e.g. pet
name,

Respond to both positive
and negative reviews
within one week

Personalize the
response whenever
possible

Summary

Be proactive Make
and elicit leaving reviews
reviews easy
Focus Don't
on the take them
good personally

THANK
YOU

Caitlin DeWilde
bvMm

cdewilde@thesocialdvm.com

www.thesocialdvm.com

Follow me @/thesocialdvm on:

PO®

The DVM

Caitlin DeWilde DVM
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