COMBATING NEGATIVE
ONLINE PATIENT REVIEWS
HAL S. PINELESS, D.O., FACN, FAAN
EDY RUDNICK PINELESS, BS, PRACTICE MANAGER

NEUROCARE INSTITUTE OF CENTRAL FLORIDA, WINTER PARK, FL

WHY DO PATIENTS WRITE BAD REVIEWS
• Office staff didn’t listen to them
• Patient fails to take responsibility (filling out forms before visit,
being late for appt, financial)

• Frustrated due to doctor running late—their time is valuable
• Poor body language on the part of the doctor, other providers,
office staff

WHY DO PATIENTS WRITE BAD REVIEWS
• Patients who didn’t get what they wanted and had to pay for
visit anyway (especially drug seekers)

• Sometimes patients are RIGHT—we can learn from them (i.e.,
traffic jam due to accidents, bad weather)

WHERE DO PATIENTS WRITE REVIEWS?
• Yelp
• Google
• Rate MD
• Health Grades
• Vitals.com
• Many more websites, including insurance companies!

WHERE DO PATIENTS WRITE REVIEWS?
• Patients prefer writing on sites where they may be anonymous
• Yelp, Google patient must give name; Health Grades, RateMD,
Vitals.com may be anonymous

• If really upset, patients will write on their smartphone from
parking lot of doctor’s office! Also computers, tablets

RULES ON RESPONDING TO BAD REVIEWS
• Claim your practice profile on as many rating sites as possible
• Assign office staff member to monitor reviews weekly
• Get alerts from Google, etc. when anything is posted about you
• Have articulate, responsible staff member (usually practice
manager) respond to complaints or complements.

• RESPOND TO ALL REVIEWS—GOOD, BAD OR INDIFFERENT

RULES ON RESPONDING TO BAD REVIEWS
• Keep HIPAA laws in mind when responding in writing
• Encourage upset patient to call the office manager to discuss
their concerns (most patients won’t call)

• Let office manager know of any dissatisfied patients
• Let physicians and extenders know about bad reviews

HOW TO PREVENT BAD REVIEWS
• Encourage patients to interact with you and staff through
patient portal

• Suggestion Box at checkout window

THE GOOD, THE BAD AND THE UGLY
The following slides are actual samples of interactions between
patient comments and Edy Rudnick, the NeuroCare Institute
practice manager. These are taken from websites where we
could respond to the patient (like Google). All the patient names
have been changed to protect their privacy.

THE BAD
• “I showed up early for an appointment after waiting two weeks
to get in. After I had been sitting in the office for 10 minutes
they called me up to tell me I’d need to reschedule and wait
another 3-4 weeks. So if I cancel with a doctor last minute they
charge me $25 or more. How to I recoup what it cost me to
miss work and drive here just to have them cancel on me?”

THE BAD—ANSWER BY EDY
“Oh Boris. I’m super sorry we had to reschedule your appointment!
Our staff tells me that you didn’t have your paperwork completed when
you checked in, and it takes 30 minutes to fill it out. We always
remind our patients to fill it out at home, and also, again, in our text
confirmations. Sadly, we lost an hour too, as a result. Someone on
our waiting list could have had the medical care they needed. We don’t
like it when this happens! I hope you get the care you need, and wish
you the best of health.”

YOU KNOW I’M BAD
“My first visit was good and after that I scheduled again for my
follow up..before 4 days of appointment I called them to
cancelled that as I got some important work..all the time when I
called they were on voicemail and I sent more than 6 voicemail
messages to cancel even I tried on appointment day to confirm if
they got my message..but it was still on voicemail..now I got the
billing statement for $50 fine for not showing up…I am really
really disappointed..”

YOU KNOW I’M BAD—EDY’S RESPONSE
“I am surprised to see your two star review of our practice. I am
not at liberty to discuss your case on the public Internet due to
Federal HIPAA privacy laws. Since you published this on the
Internet, I can only say that your voice message to us cancelling
your appointment was timestamped after our office was closed,
for an appointment the next morning. We keep careful records
in our charts of patient’s calls. If you would like to discuss this
further, you may call me directly. Like most medical offices,
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we have a cancellation policy. This was implemented as we often
have patients who want to get in to see the doctor, and we often
have a waiting list for patients wanting to get in sooner. If we
didn’t have such a policy the appointment is gone, unused. You
were charged for a late cancellation in accordance with our
financial policy, which all of our patients read and sign. I wish
you the best of health.”

BAD BLOOD

One star review on Google: “Makes appointments for after the
office is closed and doesn’t keep it.” This comment was made by
the patient’s husband/boyfriend.

BAD BLOOD: EDY’S RESPONSE
“Hello, Herman. You must be frustrated to have given us a one
star rating. I realize you are not personally the patient, but I
know who is. I am always careful not to air dirty laundry on the
Internet, as it’s never a good idea and I am governed under
federal HIPAA privacy laws. I will respond in the most general
terms possible...The 5:30 appointment time is our last
appointment of the day, as our staff comes in early in the
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morning and must go home to feed their families at 6 pm. When
our scheduler offers a patient the 5:30 appointment she ALWAYS
tells them that they MUST be here BEFORE 5:30, as our doors are
locked at that time. Patients arrivals are time stamped in our
practice’s software…I’m sorry you felt frustrated in this instance.
I checked, and know the patient received excellent care at the
rescheduled appointment. I wish you the best of health.”

THE UGLY

Someone went to one of these ratings sites and gave NeuroCare
2 STARS!”

THE UGLY—EDY’S RESPONSE
“Medusa, I checked our computer system and you are not listed
as a patient or even as an emergency contact for a patient. I
don’t understand your two star rating since you’ve never visited
our practice. I’ll be happy to discuss this with you if you call me
at the office.”

NOW COME THE GOOD COMMENTS!
“Tomorrow is my first appointment. I am a bit nervous as I have
been seeing the same doctor for 8 years for my Parkinson’s
Disease. I have heard only good things about the doctor and his
office staff has been so courteous on the phone. I feel very
confident about this rating because I know already I am going to
get great care. Thank you!!”

EDY’S RESPONSE TO GOOD COMMENTS
“Hi Rita! I happened to be on Google right when you wrote your
message. I’m so glad to hear you’re having a good pre-visit
experience. That makes me extra proud of our staff! We look
forward to meeting you tomorrow, and helping you achieve your
healthcare goals. See you soon. Let me know if there is anything
that you may need!”

REACHING FOR THE STARS!
Patient Anita Guy gave NeuroCare a 3 star rating. Here is Edy’s
response to Anita: “I appreciate the three star rating. I noticed
that you left the rating a couple of days before you came in for
your first appointment. I hope that when you had your
appointment you were satisfied. We want to provide you the
best of care and are always shooting for 5 stars. Please let me
know if there is anything that you need. I am always happy to
help. Wishing you the best of health!

