VETERINARY ECONOMICS

The business of clicat and patient care

Internet ratings gone awry

| was deing an Internet search for my clinic
when | came acress a not-so-nica review.

There was only one review, too, so our overall
rating was horrible. I'd hate for a prospective
client te be turned off by one person’s bad
experience. |s there any way to counteract this?

*In the old days, an unhappy customer was saéd o pell
abrout 30 people. Today, with the Intemat, that one custorme
has the power 1o t2ll millions,” says Linda Wasche, foundsr
aned prasident of LW Madketworks Inc, in Blocmfield Hills,
Mich. “Thare ane a lew things you can do,
hsreeer, Lo present Lhis from happening
arvd balance the negative comments of
an unisapay cient.”

First, she says, make it sasy far clients
e locals positiva sslcrmation about your
elinie. “Consider adding cliant testimoni-
als to o Webs site as wall as listing
awrards ar acecdades, ” she says. "lssuing
preas relenses shout special programs, prasentations, and
ethar activilies at your clinic may add 16 your credibility if
they're picked up and posted by the local madia,”

Second, make it easy for clients (o comglain. “Make it part
al waur hospitals culture te embraca client complaints &5 8
meand af eantinuous imorovament,” says Wische. “Put pro-
eedures in place for staff membears to get to the bottom aof
cormplaints quickly” Wascha also racommends regularly so-
liciting feedback fram all clients throwgh cliont surveys, post-
appaintment commant cards, and phone intenviews, " This
fopdback lats you spol weaknesses as wall a5 cpporbunities 1o
enhance yeur clients’ expesiences.”

Fanally, Wirsche says, rachack your quality-cantial proce-
dures What happaned in this particuler situation and could
it have been pravented? How did you loave things with the
eliant? Haw did vou fallow up? ks thers anything that could™we
baan done dillerently

*Kes in mind,” sha says, "it's difficult for dierts 1o evale-
pte wour tearn's technical skills, Instead, cients will iten
euabate your practice based on badside manner and bow
thesy wemre treated.”
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