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Baseline Audit
Target Market
Little Mountain Vet Clinic’s has a vast target market segment that can be utilized to help boost brand awareness and sales.  The first target market is families who have one or more dogs and have a disposable income with money to give their pets treatment. The second target market is the opposite end of the spectrum with families who own more than one cat and have the disposable income with money to give their pets treatment. Both target markets desire great customer service, professional expertise, along with the sense of comfort and ease for the pet and owner.
Compliments

	Compliments

	
	Summary:
	Location:
	Explanation:

	1
	Amazing Service
	Facebook
	“Whole staff was great, and the doctor was better” For a service company service is number one. 

	2
	Friendly Staff
	Google Review
	Building brand loyalty through great customer service and friendly staff.  Many comments mentioned how great it was for the staff to remember the pet’s names.

	3
	Passionate Staff
	Facebook
	Customer realized how the staff is passionate about the animals and are doing more than the average employee.  This shows authenticity, one of the best reviews companies can receive.

	4
	Down to earth, Calm environment
	Google Review
	Customers realized the calm environment for them and their pet.  This is a competitive advantage over a crowded vet with many distraction and other animals.
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Complaints

	Complaints

	
	Summary:
	Location:
	Explanation:

	1
	“Vet is in it for the cash”
	Facebook
	Claims they were fed misinformation only wanting to make money by telling customer they need to come back every 6 months for a heartworm check.

	2
	To Expensive
	Google Review 
	Claims they were charged $45 for a 10-minute session where doctor told them to go elsewhere.

	3
	Money over animal
	Google Review
	Customer turned away pain med for puppy because can’t have made payment until 4 days later.  Puppy bite by other dog and still refused pain meds worth $13.
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Trends

	Trends

	Summary:
	Explanation:

	Largely more positive than negative

	Most of reviews on Facebook and Google.com are largely positive with the outlier of a couple negatives

	Similar reviews

	Most reviews are about the great staff and service.  Some reviews said fairly priced.


Trends Screenshots
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Competitive Chatter

	Competitive Chatter

	
	Company:
	What are they saying?

	1
	Denver Animal Emergency
	· Great service
· Active In reviews and social media
· Responds to bad and good reviews
· Passionate Staff

	2
	West Shore Animal Hospital
	· Lowest rating out of competitors
· Insulting Customers openly on reviews
· Some great service review, some claim overcharged

	3
	East Lincoln Animal Hospital
	· Claims of best doctor in Denver (Local Guide)
· 2 claims of malpractice
· Largest review count (Best social media presents)


Competitive Chatter Screenshots
Denver Animal Emergency:
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West Shore Animal Hospital:
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East Lincoln Animal Hospital
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FACEBOOK:
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Reply to customer Complaints and Compliments
How you handle and reply to customer complaints is critical to any company. Although complaints are inevitable, companies might be able to leverage a complaint, respond appropriately, and actually benefit from a complaint. Responding in a timely, and apologetic fashion shows customers that you truly care about finding a solution.
· Strive to be transparent and apologetic
· Admit you made a mistake
· Take complaints as a learning experience 

Influencers

Social media influencers are individuals interacting with your organization that have a great ability to spread a positive or negative image of your company throughout the internet. It is especially critical to interact with these individuals positively because of their social span of influence. The Charts below are people who are talking about your company on the web who have considerable influence on the number of individual they can impact with their opinions.

Facebook: 4.8
	Name:
	Credentials:
	Rating:

	Gina Smith
	500+ Facebook Friends
	5 stars

	Kacie Renegar
	1000+ Facebook friends
· Target Market
· Middle aged
· Family
· 2 dogs
	5 stars

	Mary Anne Ellison
	500+ Facebook Friends
· Target Market 
· Cats
	5 stars



Facebook has quickly become one of the most popular forms of social media advertising for many companies. With the like button feature, you can receive an online endorsement from your customers that can be seen by hundreds of their friends.  The median Facebook following is 200 friends, the individual above far outreach those numbers and with the right responses to their post, ratings, and comments you could create a strong, online brand advocate



Google Review: 4.3
	Name:
	Rating:

	W. Keith Powell (Local Guide)
	5 star

	Patrick LaJuett (Local Guide)
	5 star

	Kathleen Claggett
	1 star



Google is the internet’s most popular search engine, and Google reviews are the first thing potential customers see when searching for your company. Above are reviews from “Local guides,” individuals who are googles most active users. Persons with the “Local guide description have a star by their name allowing other users see them with prestige and add weight to their online recommendations.  Responding quickly and appropriately to the users is a great way to build a strong first impression for your company with potential customers.
Weakest Large Influencers:
· Twitter
· Instagram
· Yelp

BASELINE KEYWORDS
	Baseline Keywords

	
	Word/Phrase
	Niche/Mainstream
	

	1
	Vet Clinic
	Mainstream
	

	2
	Spay
	Mainstream
	

	3
	Neuter 
	Mainstream
	

	4
	Denver, NC
	Niche
	

	5
	North Carolina
	Mainstream
	

	6
	Dog “       “
	Niche
	

	7
	Cat “        “
	Niche
	

	8
	Little Mountain
	Niche
	

	9
	Rabies Shot
	Niche
	

	10
	Puppy
	Mainstream
	

	11
	Kitten
	Mainstream
	

	12
	 Pet Boarding
	Mainstream
	

	13
	Shot records
	Niche
	

	14
	Highway 16
	Niche
	

	15
	Veterinarian 
	Mainstream
	

	16
	Animal
	Mainstream
	

	17
	Procedure
	Mainstream
	

	18
	Health
	Mainstream
	

	19
	Bloodwork
	Niche
	

	20
	Tapeworm
	Niche
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1 STAR REVIEWS

Marty Taormina reviewed Little Mountain Veterinary Clinic — @)
February 24,2014 - @

This place is only about making money. They refuse to let you buy cheaper meds
online because they do not want to miss a billing opportunity. Dogs don't need a
heartworm check every 6 months unless the vet needs to meet payroll. Wow

o Like (D comment 2> share

O

Ej Summers here that
Like - Reply - June 13, 2016 at 8:52pm

[l Jeff Stacey Zach My exact sentiments about this place. Never again
\ Like - Reply - August 21 at 2:35pm
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Karen Christensen
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We had an older cat that stopped eating. Our regular vet checked him out
thouroughly, not sure what was wrong. He hadn't eaten in weeks and stil
was hanging on. We were hoping he would pass at home- he hated getting
into a cartier and ... More

o Heipru?
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Response from the owner  month 200
Ms. Christensen, thank you for your thoughtful words. We have shared
Your review with the staff that worked that morning. We are deeply sorry
for your loss, but thankful you felt you had some comfort in your cat's
final moments. We are here if you ever need anything. <3
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Response from the owner
Ms. Post,

This troubles us deeply as our patient care and client communication s of the upmost importance to us.
We hoped that the conversation we had would have provided some clarification regarding the
miscommunication that led to your frustration. We have taken your concerns very seriously and have
reviewed your visit with us. We are very sorry that you felt our focus was on money and not the care of
your pet. We can assure you, that we only wanted what was best for you and Chelsea. We do provide
IV fuids for patients at all times, but from the bloodwork we did, we knew that Chelsea needed intense
observation and fluids over several days and that is why we suggested she be transferred to a 24-hour
facility. The transport services that we provide are only to other local animal hospitals. We understand
your confusion and will address this issue on our website to make sure itis more clear in the future
‘Again, we deeply apologize that we did not meet your expectations and are always working to make
improvements where we can
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Our family had an older dog that we took to West Shore for grooming. We thought that the staff as
caring and nurturing. Unfortunately, when we went on a weekend vacation, we left him under West
Shore's care. When we retumed from our holiday, we were informed that he was passing away and
needed to be put down, as many old pets must. During his stay he suffered from a stroke and became
paralyzed. Before we left for the weekend, thinking our dog was healthy and would come back home, we
asked West Shore to bathe him. They never called us and asked if we still wanted him to be groomed
since he was paralyzed and was experiencing intense pain. Even though West Shore knew he was
paralyzed, they forced our innocent dog to stand for hours on end and tortured him by bathing him. blow
drying his fur for hours, cutting his toenails, trimming his fur, even though they knew he was to be
euthanized immediately. They used expensive soaps and shampoos. Had they not done this, we would
be able to afford to take his body home. To this day, sadness stil reverberates in our family over the

inability to pay for his body, because we had to pay for the cruel and unnecessary grooming. West Shore
is just  business. Our dog was our friend and family member, more than any human relative. However,
West Shore does not think of our beloved pets and friends as loved ones, but as cash in their pockets.
They do not care if ones petis suffering, if they are in pain and passing away, they just want to make the
last few bucks. We were never even given an apology from West Shore. | would never recommend West
Shore to any animal owner and lover
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Response from the owner = 1o
We have no idea who this individual is and why she's rating us. She is not in our client database. She
also did notleave a witten review just a two star rating. We would appreciate it f a written review would
accompany the rating. Otherwise | feel this s the same as walking up to a stranger on the streets of
Charlotte and saying "You stink!” and walking away with no cause or explanation. Dr. Reed

Addendum: | see this individual has over 300 re
1 0r 2 star rating. All | can say is "Get a fe!

ws of businesses without a written review and just a
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iiwas convinced to put my 1 year old dog on brevecto. Over the next few months his appetite continued
to slide. | spent hundreds of dollars on xrays and other medication. after no assistance from the vet my
wife did some research on the symptoms of this drug. My dog had al of them. Why did they not realize it
was the drug? he improved after 3 months and is back to his puppy self. Don't use this drug! itis
causing deaths. Why are they still pushing it Its shameful
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Jokk &% 4 months ago
I think they are to big to give a more personal services. Not my first choice for my pets
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Veterinary Clinic, PA.
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W. Keith Powell
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Our vet for years. The staff is friendly, remembers your pets and showing real interest. Beverly, the
veterinarian is professional.
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Tell people what you think

Gina Smith
*kkkk 015

I maved o North Garolina in 2007. Even before loaking for my ovin Doclor |
was searching fo a vetthat would care about my Triton as much as 1 did. If
your __See Hore

Mike Mead
Fook e sk - August 2, 2017

e been taking my dogs here for six years. They ahiays take great care of
my gits. Another ting | ke i it ahiays the same vet and vettechs, which
mean...See More.

See Al
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Kathleen Claggett
5 reviews

* a year ago

This is a HORRIBLE PLACE! | lived in Statesville where | have a vet and been going there for at least
ten years. | moved to Sherrills Ford and wanted to use the nearest vets to my home. WELL my adorable
puppy got bit by a dog. A two month old puppy in extreme pain. They saw her right away BUT afterwards
| told them | wont have the money until Friday...(it was a Tues) and they could take my Visa number etc
and run the card Friday morning. | also told them that Im good to my word, to call my old vet. ( who
always worked with me on pay if needed) THEY REFUSED AND WOULDNT GIVE THE POOR PUPPY
THE PAIN MEDS THAT WERE $13 !!!l!

My puppy was shaking and in so much pain. The puncture went through her cheek all the way to the
inside of her mouth!!!! | WILL NEVER GO BACK AND | HAVE SEVENTEEN ANIMALS which by the way,
1 told them that | would bring all my litters of pups etc to them. (bringing them tons of business. THESE
PEOPLE CARE MORE ABOUT $13 then the ANIMAL! Thats HORRIBLE!!!

1 Hepfu?




