
PAWS for thought  
on reputation management
A practical guide for vets on what matters most to pet owners and 
the key factors that can improve the reputation of your practice



Reputation matters

Vet practices thrive on a good reputation. Positive feedback from happy customers 
can encourage more business and boost team morale.

However, the advent of online review sites and social media 

channels has made it very easy for people to voice their 

opinions publicly and as a result, what your customers think of 

your business has become more important than ever before.

From a meal in a restaurant to hairdryers, consumers review 

the products they buy or the service they receive on a daily 

basis. And the experience they receive at your practice 

could now be subject to the same public scrutiny. Did you 

know that only 10% of vets claim not to have seen any 

negative online comments about their practice? 

From the minute they enter your practice, your customers 

could be making judgements on the welcome they receive at 

the reception desk; the length of time they’ve had to wait for 

their appointment; cleanliness standards; and of course the 

outcome of the care their pet has received. 

And in today’s digital world where consumers are used to 

making their thoughts on the service they’ve received public, 

if they’re unhappy with any part of their experience at your 

practice, there’s a very real chance that their opinions could be 

posted online.

How this guide can help you
In order to help vets like you understand more about what 

matters most to their customers when they bring their pet to 

your practice we conducted independent market research with 

1,000 pet owners. We also surveyed the views of 100 vets to 

find out how concerned they are about their reputations.

Our research shows that maintaining a good reputation is 

becoming increasingly important to vets as over three quarters 

believe that their practices’ reputation is key to the success of 

their business.

In this PAWS for thought on reputation management 

guide we share the results of our research findings to tell you:

  What matters to customers 

   Why vets should be concerned about what customers 

think and the impact of social media

   Why it’s not just cost of treatment and care outcomes 

that can have an impact on reputation

   The five steps which will help you achieve a 

successful reputation management strategy
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The five C’s of the customer experience
Here’s a list of what matters most to vet customers:

We’re a nation of pet lovers so as 
you would expect the top concern 

for customers was the care their pet 
receives. Pets are part of the family 

and taking a poorly cat or dog to visit 
the vet can be a stressful and worrying 
time for the pet owner. It’s therefore no 

surprise that the standard of care the pet 
receives and the outcome of that care is 
what tops the list. Even if the visit is for 
a routine inoculation or check-up, pet 
owners will be keen to ensure their pet 

receives the best possible care.

Cleanliness and hygiene came in as 
second priority for pet owners and 
it’s easy to see why. As you’ll know, 

infection management is an important 
part of the job, as the potential for 

germs to spread between animal and 
bedding is significant.

Our research also showed that your 
customers have high expectations 
when it comes to customer service. 

Excellent service extends to every part 
of their experience: how you interact 
with them and their pets; parking and 
other facilities; and how you handle 

complaints – the list could go on and on. 
And with consumers now going online 

to report on their experience, any aspect 
of the experience, good or bad could be 

subjected to a customer review.

The cost of treatment for a sick 
animal can be significant in the 

eyes of the customer, and so this is 
bound to have an impact on their 
experience. What’s key is that it’s 
only one aspect of what shapes 

you reputation and it’s important to 
consider it in the wider context of all 

these factors.

Long waits at busy times can also 
affect a customer’s perception of 

your practice. Although unavoidable 
and with most customers accepting 

of delays, vets need to mindful of 
how they respond to the situation if a 
disgruntled customer is kept waiting 

too long and that their feelings on 
their wait could be aired online.

Pet owners told us what matters most to them when they visit the vet. While it’ll come as no surprise to learn that care outcomes 
for their pet topped the list, it’s interesting how many different things impact their experience.

What matters most to vet customers?

Care outcomes  
matter to  

96%  
of vet customers

Cleanliness & hygiene  
matter to  

94%  
of vet customers

Customer service  
matters to  

83%  
of vet customers

Cost of treatment  
matters to  

81%  
of vet customers

Customer waiting 
times matter to  

70%  
of vet customers
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First impressions count

It’s important to remember that first impressions count and from the 

minute a customer books an appointment with your practice, they 

could be mentally taking notes on the type of service they receive. 

Factors like cleanliness and hygiene are clearly vital when it comes to 

preventing the spread of infection, but don’t underestimate the impact 

they can have on customer expectations too.

Our research showed that 
64% of vets agreed that 
practice hygiene has become 
increasingly important and that 
clean staff uniforms and waiting 
rooms are among the first things 
that customers notice when they 
enter the practice.

Obviously, you can’t please all of your customers all of the time and 

the odd negative online review has become a fact of business life for 

organisations in all sectors. However, where possible vet practices 

need to do all they can to ensure that the experience is a good as it 

can possibly be for every customer that visits their practice to avoid 

the possibility of a negative online review.

The impact of social media on reputation
Understanding more about the factors that matter most to your customers when they visit 
your practice can help you put the necessary plans and procedures in place to ensure your 
customers’ experience is a positive one.
However, even if you tick all the right boxes when it comes to the ‘five Cs’, our research shows that vets are becoming increasingly concerned 

about negative online reviews, with 72% now worried about the impact that a complaint being made public could have on their reputation. 

Three quarters of vets monitor online review sites for comments on their practices at least every month.

89% of vet customers 
would be quick to tell others 
if they were dissatisfied with 
any aspect of the practice 

or care received.

63% of customers admit 
that it they had a problem 
with a practice they would 
air their grievances on an 

online review site.

60% said they 
would share their 

views on social media.

Why you should  
be concerned
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Five steps to successful reputation management

Setting your own quality 
targets & standards

Our research indicated that over half of 
all practices in the UK are accredited 
under the RCVS’ Voluntary Practice 

Standards Scheme which quality 
assures practices and their facilities, 
and more are working towards this 
accreditation. However, practices 
should consider setting their own 
standards for quality across the 

business and these could include 
targets for cleanliness, laundry 

processes and even how customers are 
received when they enter the practice.

Staff  
training

When you’re busy doing the day 
job it’s easy to overlook the training 
needs of your staff when it comes to 
their roles and responsibilities outside 
of the treatment room. Encouraging 

staff to engage with non-medical 
training courses on everything from 

customer service through to handling 
negative online comments could have 

a massively positive impact on the 
reputation of your practice.

Consider using  
a commercial  

washing machine  
to improve hygiene 

With cleanliness and hygiene coming 
in at second place in our research into 
the top five things that matter most to 

customers, it might be time to consider 
reviewing your laundry processes. 

Customers expect to see staff in clean 
uniforms and for the bedding and 

towels their pets use to be clean, stain 
and infection free. For most practices 
that have heavy-duty washing to do 

on a frequent basis, it’s likely that their 
domestic machine won’t be up to the 

job. Our research showed that half 
of vets are using domestic washing 
machines to launder items and are 

not realising the benefits a commercial 
machine offers e.g. compliance with the 

Water Regulations Advisory Scheme 
(WRAS). Commercial machines are also 
more durable and robust than domestic 
appliances and come with a servicing 

package to ensure any breakdown 
issues are handled quickly and efficiently. 

Managing your  
online reputation

Most vets have already seen negative 
online reviews about their practice. No 
matter what procedures and processes 

you have in place to avoid upsetting 
your customers, it’s impossible to 

ensure it’ll never happen to you. What 
is important is how you manage the 

situation if one of your customers has 
decided to air their grievances online.

Irrespective of how you feel about their 
comments, it’s important to respond 
to the online comment calmly and 

reasonably. Explain how disappointed 
you are that they have had a bad 

experience at your practice and invite 
them to call in to discuss it face-to-face 
or over the phone. The important thing 

is to try and take the debate offline 
as quickly as possible and be seen to 

handle it professionally. 

Get to know  
your customers  

(& their pets)
A bit of insider information can go a 

long way, and while we’ve highlighted 
the main issues that concern pet 

owners when they visit a practice, there 
may be other factors that matter more 

to your customers. Perhaps some think 
that your waiting room is too small, or 
that you should stay open later in the 
evening; while others might feel that 
an online booking service would be 

useful, or would appreciate discounts 
for loyalty. Try to find out what your 

customers like and dislike about your 
practice and then consider how easy it 

is to act on their recommendations.

Instead of spending your time worrying about the potential impact a negative online review can have on your business, here are 
some practical steps you can take to help ensure the customer experience at your practice is as good as it can be at all times:

1 2 3 4 5
Get to know  

your customers  
(& their pets)
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Paragon Veterinary Referrals prevents  
any stains on its reputation with Miele
Cardiology, dermatology and orthopaedic surgery are 
just some of the many procedures carried out at Paragon 
Veterinary Referrals. Opening its doors earlier this year, small 
animals from across the UK are referred to this Wakefield-
based, state-of-the art multi-disciplinary centre due to the 
range of expertise and facilities it provides. 

Determined to provide the best care possible to all of the animals 
that enter its facility, Paragon appreciates the importance of 
ensuring its laundry also features state-of-the art equipment as it 
has a key role to play in helping to prevent the spread of infection. 

Paragon had a number of key requirements for its laundry. In 
addition to the appliances being able to wash to high temperatures 
and comply with Paragon’s own policies for infection control, they 
also needed to be able to handle large loads on a constant basis. 
Machines also needed to be energy efficient, robust and built to 
last. And, due to the nature of the items it launders, Paragon was 

also keen to equip its laundry with Water Regulations Advisory 
Scheme (WRAS) Category 5 compliant washing machines to 
provide water backflow protection.

Paragon turned to its local commercial laundry equipment 
provider, JTM Service to equip its new laundry and provide 
ongoing support and maintenance. Having had previous 
experience of Miele machines in its other branch practices, and 
aware of the brand’s reputation for quality, Paragon was keen 
to kit out its new facility with the same brand of appliances.

It chose two of Miele’s Benchmark machines which have 
large capacity, short cycle times and are energy efficient. It 
also chose a Miele Little Giant which is compact in size but 
built and tested to commercial specifications. Each machine is 
designed and built to last for at least 30,000 washes. 

All laundry at Paragon is taken care of by the auxillary nurses 
and thanks to the size of the load capacity; ease of use of the 
machines; and fast programme times, the washing of surgeon 
and nurses scrubs, towels and bedding is handled quickly and 
effectively. Paragon also has strict infection control policies in place 
and a dedicated nurse monitors that compliance with the centre’s 
guidelines is consistently adhered to. The nurse regularly performs 
random swabbing of animal bedding and other items to ensure that 
the laundry process is effectively killing any traces of infection. 

Rebecca Lunn, operations co-ordinator at Paragon Veterinary 
Referrals said: “We appreciate that our customers have 
high expectations on staff appearance, and cleanliness 
and hygiene throughout our facility.”

“First impressions matter and the 
appearance of both our staff and 
waiting facilities can have a huge 
impact on our reputation. We’re 
committed to providing our 
customers with the best possible 
care at all times and our laundry 
facility has a crucial role to play in us 
delivering on this commitment.”
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Miele
Fairacres

Marcham Road
Abingdon

OX14 1TW

About the Professional division of Miele 
Vets throughout the UK are increasingly turning to the Professional division 

of Miele to help them with their laundry requirements. Washing blankets, 
bedding, cloths and staff uniforms in domestic machines will not achieve 

the desired results to meet the high standards of cleanliness and infection 
control required by your practice; it is a specialist job that requires the 

right specification of commercial machine. Miele commercial machines are 
WRAS compliant and have a reputation for quality, reliability and longevity.

We hope you found this guide useful. If you would like  
advice about your current laundry processes, visit

www.miele.co.uk/pro/vets
Or contact us on 0333 222 1419

or by email at professional.info@miele.co.uk
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