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Ever think what is the use of Gmail?
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A good Radiologist - I would recommend him and his staff and expertise..., Oct 11, 
2010

I made brief contact with this physician after my mammogram. He showed me the films, and 
explained everything. I have never had this degree of service before. His office staff were very 
kind and gentle, and helped me through this test which I hate to have.
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An avalanche of comments, 
waiting to be analyzed





COMMENTS ON DR. KENNETH 
BLANK

On Oct 09: 
Dr. Blank is fine. His staff, however, is 
horrific. 

On Sep 09: 
Dr. Blank is just absolutely 
phenomenal. He is truly an 
outstanding gynecologist. 

On Mar 09:  
He is kind, intelligent and thorough in 
his profession. 
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LIVE EXAMPLE



TIME-TO-NEXT 
COMPLAINTS PROVIDES 
BENCHMARKED 
PERFORMANCE REPORTS



CASE OF DR. KENNETH BLANK

Data obtained from Rate Your MD web site on 3/23/2009



CASE OF DR. KENNETH BLANK

Average Time to Next Complaint = 194 days  

Data obtained from Rate Your MD web site on 3/23/2009
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SENTIMENT ANALYSIS CAN 
ALSO CLASSIFY REASONS 
FOR COMPLAINTS



EXAMPLE: 

His staff is 
horrific.



TOP TEN ONE, TWO, OR THREE-
WORD CLASSIFIERS

Dr. gives 
good 
advice & 
treatment

1
knowledgeable (.16), knowledgable (.035), my (.021), very (.018), and (.018), delivered 
(.017), extremely (.0.17), rude (.017), excellent (.016), best (.015)

2

knowledgeable_and (.062), very_knowledgeble (.052), and_knowledgeable (.039), 
knowledgeable_i (.020), knowledgable_and (.018), extremely_knowledgeable (.016), 
knowledge_and (.015), very_knowledgable (.014), saved_my (.012), he_is (.012)

3 very_knowledgeable_and (.022), is_very_knowledgeable (.017), is_a_very (.013)

Dr. takes 
enough 
time

1
time (.176), takes (.078), questions (.049), answer (.030), spends (.027), rushed (.024), took 
(.023), you (.020), your (.019), all (.019)

2

time_to (.128), the_time (.080), time_with (.068), takes_time (.045), takes_the (.032), 
took_the (.0.30), questions_and (.029), to_answer (.025), feel_rushed (.020), and_takes 
(.020)

3

the_time_to (.080), time_to_answer (.043), took_the_time (.032), time_with_you (.030), 
time_to_talk (.025), time_to_listen (.020), she_took_the (.017), to_answer_all (.015), 
does_not_rush (.015), of_time_with (.015)

Dr. 
explains 
well

1
questions (.211), answer (.078), answered (.068), time (.046), explains (.028), answers 
(.028), takes (.024), answering (.022), all (.020), explained (.017)

2

my_questions (.084), to_answer (.063), questions_and (.060), time_to (.045), answered_all 
(.037), your_questions (.024), any_questions (.021), questions_i (.021), the_time (.019), 
to_explain (.019)

3

time_to_answer (.031), my_questions_and (.026), the_time_to (.025), answered_all_of 
(.023), of_my_questions (.022), all_my_questions (.021), to_answer_any (.016), 
to_answer_all (.016), willing_to_answer (.016), questions_i_had (.016)
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A list of 
complaints can 

duplicate content 
of long 

satisfaction 
surveys 



SAME INFORMATION AVAILABLE 
IN REAL TIME
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Classify causes

Benchmark with Time-to-next complaint
Aggregators emerging

Google patent
Bing: search that evaluates options
Others



MORE INFORMATION
1. Alemi F, Hurd P. Rethinking satisfaction surveys: time to next complaint.  Jt Comm J 

Qual Patient Saf. 2009 Mar;35(3):156-61.

2. Alemi. F.A., Badr, N., Kulesz, S., Walsh, C., & Neuhauser, D. (2008). Rethinking 

Satisfaction Surveys: Minute Survey. Quality Management in Health Care 17(4): 280-191, 

pp. 281-282.

3. Pang, B., & Lee, L. (2008). Opinion Mining and Sentiment analysis. Foundations and 

Trends in Information Retrieval 2(1-2): 1-135, pp. 1-10.

4. Prabowo, R., & Thelwall, M. (2009). Sentiment Analysis: A Combined Approach. Journal 

of Informetrics 3(2): 143-157, pp. 143-145

5. Sacopulos, M., & Segal, J. (2009). Limiting Exposure to Medical Malpractice Claims and 

Defamatory Cyber Postings via Patient Contracts. Clinical Orthopaedics and Related 

Research 467: 427-433, pp. 427-428. DOI 10.1007/s11999-008-0619-3.

6. Turney, P. (2002). Thumbs Up or Thumbs Down? Semantic Orientation Applied to 

Unsupervised Classification of Reviews. In The Proceedings of the 40th Annual Meeting of 

the Association for Computational Linguistics: 417-424, pp. 417-421. 


