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1. I have been using Yelp for the past year and spent nearly $4,000 on the maintenance program. 
We had very few people have come to our practice because of it, so I dropped it on November 1 
after many industry experts said it was not needed.  Was it a wise choice to drop Yelp?  

a. Yes. I have not seen a return on investment from any veterinary practice when it comes 
to Yelp. 

 
2. Is there an online tool that manages all apps at once? Is there one that will allow me to manage 

multiple office locations, without having to log in & out of each online tool separately?  
a. Yes. I recommend www.hootsuite.com. It is free and easy to use. 

 
3. Why doesn’t my Facebook page show up on Google search results? 

a. Make sure you have created a Facebook URL, provided accurate descriptions (short and 
long) and have properly classified your Facebook page as a “Pet Service” and 
“Veterinarian”. Next, grow your likes and post consistently.  

 
4. We have a few older reviews (>1yr). What is an appropriate time frame for a response? 

a. It is never too late. 
 

5. Do you know how many people use Angie's List to find a practice vs. Yelp, Google, etc.? 
a. I do not know specific numbers. Trends show – Google (by far) and Yelp rank among the 

top most-read reviews. 
 

6. Should we try to use Four Square or instead focus more on Google offers to attract clients? 
a. You can easily use both to expand the reach of your offer(s). 

 
7. How do we specifically address Yelp reviews that are inaccurate or uncomplimentary? 

a. Example Reply:  “Thank you for sharing your concern. We take these concerns very 
seriously. We you would like to discuss the discrepancy in your situation and have the 
opportunity to make this situation right with you. Please call me [insert clinic 
director/owner name] at (123) 555-5555.” 

 
8. How would you respond to a claim that due to DVM error, a patient has passed? 

a. Example Reply:  “Thank you for sharing your concern. This is a confidential medical case 
we are not able to comment on in a public forum. We take these concerns very 
seriously. If you would like to discuss this case further please call me [insert clinic 
director/owner name] at (123) 555-5555.” 

 
9. We are having trouble setting up a Google+ page for our clinic. It says our name doesn't meet 

their name policy. What should we do? 
a. To learn more, visit https://support.google.com/plus/answer/1228271?hl=en 

 

http://www.hootsuite.com/
https://support.google.com/plus/answer/1228271?hl=en
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10. How should we respond to negative reviews that are very abusive? 

a. Flag the review as “Abusive” or “Spam” 
b. Example Reply: “Thank you for sharing your concern. We take these concerns very 

seriously. We you would like to discuss the discrepancy in your situation and have the 
opportunity to make this situation right with you. Please call me [insert clinic 
director/owner name] at (123) 555-5555.” 

 
11. How do you know if a new client found us through Vetstreet, a Google Offer, or a phone book 

ad? 
a. Compare your Vetstreet Match Back Report with the date Vetstreet generated the email 

lead to your practice. If the date is within 2 – 3 months, the lead is likely from Vetstreet. 
 

12. Can anything be done about fraudulent reviews (with lies in them)? An example, a review left by 
a rival or a disgruntled ex-employee. 

a. Flag the review as “Abusive” or “Spam” 
b. Example Reply: “Thank you for sharing your concern. We take these concerns very 

seriously. We you would like to discuss the discrepancy in your situation. Please call me 
[insert clinic director/owner name] at (123) 555-5555.” 

 
13. Do you find that clients get annoyed when asked to provide a practice review?  How can you 

make it sound inviting and cordial, but still help promote your clinic? 
a. Not if you ask the happy clients as they check out in person. Happy clients are often 

willing to go leaps and bounds to promote you and spread the good word. 
b. I find clients become annoyed when mass emails are sent out after the client visit. This 

is not personalized and makes it seem “all about you”. 
 

14. We've had a few great client reviews on Google, but they only show up on the site for a few 
days.  After that, they disappear, and a two-year old review is the only one that shows up  I can't 
find any way to contact Google to find our why. 

a. Only the reviewer can remove his or her own reviews. 
b. The reviewer may have deleted their Google profile, therefore removing the review. 

 
15. When you say to engage with reviews--both positive and negative, with the responses you 

showed, do you mean directly respond on the review site itself? Or should I directly email or 
contact the client? 

a. On the review site itself. 
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16. In the e-mail template to send to clients to solicit Google reviews, what are we supposed to 

enter in the ""Insert Google Link" spot?  What does that mean? 
a. Google your practice name. Click on your practice listing with Google. 
b. The Google link is the link where your Google listing appears. Your Google listing 

contains information about your practice and reviews about your practice left by Google 
users. 

 
17. Have you found that paid advertising on Facebook is effective? 

a. I do not have quantifiable data to support it does at this point. 
b. However, it is a great way to promote your page to people in your geographical area. I 

suggest practices try it out. You can set a budget as little as $1 a day. 
 

18. Will Google alerts also let you know about Facebook postings? 
a. I suggest www.mention.net for social media monitoring. 

 
19. What is the shortest amount of time that I can participate in the New Client Acquisition 

Program? 
a. The agreement on NCA is month to month.  Vetstreet would recommend that you stay 

on the program for a minimum of 6 months so the new mover communication and 
match back clients that we influenced can be tracked, and the practice can determine 
the ROI on the service. 

 
20. Does having a listing with Google Offers increase the standing with Google listings? 

a. Yes and No. If you promote an offer, your listing will stand out compared to others. 
 

21. How do you deal with Yelp's filtration system in regards to removing good and leaving bad 
reviews on the page? 

a. There is so much controversy with Yelp about its filtration process. I suggest soliciting 
positive reviews to try, if at all possible, lessen the likelihood of the negative review 
being highlighted.  

 
22. Do you need to change META Titles and descriptions at any specific intervals, or leave them 

alone after they are written? 
a. No. 

 
23. Should you respond to negative comments posted about your hospital on social media? 

a. Yes. 
 

24. How do you opt into Google Offers? 
a. Visit www.google.com/offers/business 

 
 

http://www.mention.net/
http://www.google.com/offers/business
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25. If we receive a compliment at the end of a client's visit, what would be a diplomatic way to ask 

them to post an online review? 
a. Example Reply: “Thank you Mr. Garcia! Would you mind leaving us a review online? It 

would really help our small business. We would like others in the community to learn of 
the medical care and service we provide pets.” 

 
26. A lot of our positive reviews from clients come months after their interaction with us.  Any idea 

why? 
a. No particular reason -- this is very common. People have intentions to leave reviews but 

only think about it later on.   
 

27. Often we cannot identify the client who wrote the review. Would you recommend leaving a 
general statement so that the client can contact us?   

a. Yes. It is highly recommended. Include the name of someone specific to ask for in the 
practice (i.e. the owner or administrator). 

 
28. Any feedback on using Google AdWords to attract new clients? Is it worth the money? 

a. Yes. I have several case studies from practices that have gained a great deal of new 
clients from Google AdWords.  

b. Contact Google and they can help you set it up correctly – https://google.com/adwords 
 

29. Have you seen any practices use a workstation or iPad in the reception area for clients to 
write/submit reviews (instead of sending the email & link)? 

a. Do not use this method to solicit reviews! This will trigger an alert to the search engine 
and could drastically hurt your search engine placement.  

 
30. I haven't recently requested positive reviews because of the difficulty getting a Google listing. Is 

it any easier now? 
a. Almost all businesses already have one. Search for your practice on Google.com. On the 

right hand side you will see your business information and at the very end you will see a 
tiny question that reads “Are you the business owner?. Click on it to follow the steps to 
properly verify your listing.   

b. If you are referring to a local Google+ page please follow these steps – 
https://support.google.com/plus/answer/1713911?hl=en 

 
31. Our practice is looking to start a Facebook page. Do you have any specific recommendations?  

a. Yes, for several recommendations visit www.vetstreetpro.com/facebook. 
b. Contact your Vetstreet representative to learn more about Vetstreet’s complimentary 

“Facebook for Your Practice” program. 
 

 

https://google.com/adwords
https://support.google.com/plus/answer/1713911?hl=en
http://www.vetstreetpro.com/facebook
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32. Can you please provide the email template for soliciting reviews? 

a. Dear Valued Client, 
 
We really appreciate that you trust us with your pet’s veterinary care! As a small 
business, we need as much help as we can get with our online presence. Would you 
mind giving us a review on Google? It really helps happy clients like you to find us. 
 
To do so, you just need to go to this link and click on the Write Review button: 
Insert Google Listing Link Here 
 
You may find this site helpful when posting a Google review: 
http://www.wsiwebspecialist.com/_blog/The_WebSpecialist_Blog/post/How_to_Leave
_a_Google_Place_Review/ 
 
We greatly appreciate your willingness to leave us a review online and we look forward 
to serving you in the future with your pet’s health needs. 
 
Warm Regards, 
 
The Doctors and Staff of Insert Veterinary Practice Name 

http://www.wsiwebspecialist.com/_blog/The_WebSpecialist_Blog/post/How_to_Leave_a_Google_Place_Review/
http://www.wsiwebspecialist.com/_blog/The_WebSpecialist_Blog/post/How_to_Leave_a_Google_Place_Review/

