Editorial

There was a time that has long since
passed when one could ignore on-
line ratings and believe they did not
matter. That's not the case these
days. You want to strive for a five-star
rating, but not because this is impor-
tant to attract new patients to your
practice. Rather, this is your patients’
reflection of who you are, and it is
being processed through a vehicle
know as online reviews. Ratings can
no longer be ignored: Embrace the
technology, because it will be pres-
ent for the foreseeable future.

How should one manage their
online review profile? The first step is
to take ownership. Always remember
what a special privilege it is to prac-
tice dentistry. Be sure that this senti-
ment is conveyed throughout your
office so patients know that you feel
this way. Every day you transform
lives through the art of dentistry, so
engage with your patients. Your
practice is built not only on the beau-
tiful and functional smiles you create
but also on the trust the patients
have in you. You are “selling” your
trust in addition to the treatment,
and this is what attracts new patients.
When patients place their trust in you
by accepting a treatment plan, that is
a perfect time to ask for a review. Ask
for thorough and honest comments,
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inviting the patient to tell their story
and experiences with you. Remem-
ber, you can ask for reviews at any
time—Do not wait until the end of
treatment only, though that is also an
appropriate moment. When sharing
reviews, request that your patients
post them on the sites most perti-
nent to your practice, taking geo-
graphic location into account when
needed.

It is then very important to re-
spond to the reviews: Be sure to re-
ceive notifications of new reviews so
you can reply with a personal com-
ment. | do believe there is an aspect
of reality in reviews and that they are
valuable to patients; having a lot of
five-star reviews that do not share
patients’ actual experiences is not
helpful. It can take about 5 years to
build a strong library of reviews that
allows patients to learn about you
and your practice.

The scary aspect of the online
world is that there is always the pos-
sibility of malicious and negative re-
views. Be sure to respond online to
these reviews as well and to report
malicious reviews. Unfortunately, it
is very difficult to remove a review
unless it is vulgar.

What do we do about negative
reviews? The first step is to digest the
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review thoroughly and understand
the patient’s point of view. There are
times when we are misperceived,
and the patient’s experience is not
what we clinicians thought it was.
There are also times when patients
are overwhelmed and will react with
a negative review rather than dealing
with you directly. The second step is
to pick up the phone and call the pa-
tient. If you strive for excellence, you
will most likely take the negative re-
view personally, and this step lets
your patient know how you feel: If
you believe the review is unfair, you
can ask the patient to take it down or
edit it for an accurate description of
the experience. This conversation
presents an opportunity to discuss
the patient’s actual concerns, move
treatment goals forward, and resolve
the negative review.

If this sounds like you should
deal with reviews the same way you
deal with other confrontations in life
and in your practice, that is exactly
the point. Embrace the process,
continue to strive for excellence,
and own your online profile the
same way you manage every detail
of your practice.

Marc L. Nevins, DMD, MMSc
Boston, Massachusetts, USA

Volume 41, Number 1, 2021



