MONOPOLIZE
YOUR MARKETPLACE

THE BEST MARKETING, ADVERTISING, & INNOVATION IDEAS YOU’'LL GET ANYWHERE. PERIOD.

Online Review Management
As a Marketing Channel

What Business Owners Can Do to Get
More Reviews and Why They Should



Your Prospective Clients Are Researching You

® VIA SEARCH ENGINES

® COMPARING PRODUCT
PRICES

® READING REVIEWS

® BY VISITING MULTIPLE
ONLINE SITES

® READING PRODUCT
INFORMATION

OF SHOPPERS RESEARCH
ONLINE BEFORE BUYING



WHY YOU NEED
REPUTATION MANAGEMENT.

Almost Everyone Reads Reviews

Before buying, 939% of U.S. consumers check online reviews.

15%
always check
reviews
® 16.5%
check most of
the time

B 30%
check half of
the time

B 32%

rarely check
reviews

Source: “Poll: 93% of Respondents Check Reviews Before Dining or Shopping.” Street Fight, 2012; Available from: http:
//streetfightmag.com/2012/09/05/poll-93-of-respondents-check-reviews-before-dining-or-shopping/.



It’s Costing You Money

According to the 2014 Deloitte 2014 Global
Survey on Reputation Risk:

@1 percentof respondents who experienced a
reputation risk event say loss of revenue was the
biggest impact.”




Reviews Are Trusted

f consumers trust online reviews as much as
recommendations from friends and family

Source: Anderson, M. “Local Consumer Review Survey.” 2012; Available from: http://searchengineland.com/study-72-of-
consumers-trust-online-reviews-as-much-as-personal-recommendations-114152.



Reviews Are Extraordinarily Influential

nmnnmh

4 out of 5 consumers have reversed a purchase
decision based on negative online reviews.

Source: “Online Influence Trend Tracker.” Cone Communications, 2011; Available from: http://www.conecomm.
com/2011coneonlineinfluencetrendtracker.



4. Good Reviews Are Under-Represented
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Unhappy customers tell an average of 24 people
about their experience; happy ones only tell 15
people.

Source: American Express® Global Customer Service Barometer. 2012; Available from: http://about.americanexpress.
com/news/pr/2012/gcsb.aspx.



Good Reviews Are Waiting to Happen

90% of typical U.S. consumers read online reviews;
Only 6% write them

Source: “Local business reviews are the digital version of word-of-mouth advertising.” Local Viewpoints, 2013; Available from:
https://local.viewpoints.com/customer-feedback-stats.



Top 5 Reasons Your Customers Aren’t

#1 “You Didn’t Ask”

#2 “
#3 “
#4 “
#5 “

Writing Reviews About You

3 foes

i reviews is A Pain”
~orgot”

Don’t have Time” Leave a review
and help us grow!

Don’t Know Where”

Incredibly, over 92% of small businesses do not have a
formal reputation management system in place.



How to Convert More Happy
Customers Into Reviewers

* You MUST Ask Them
* You MUST Remind them
* You MUST Make the process easy

* You MUST Do It The “RIGHT” Way




WARNING:
Online Review Management Is Complicated

Every review site out there has its own terms and
conditions. Do the wrong thlng and you could see this:

Sort by: Yelp Sort = | Date | Rating | Eliles' | Face

Consumer Alert We caught someone red-handed trying to buy reviews for this
business. We weren't fooled, but wanted you to know because
buying reviews not only hurts consumers, but also honest
businesses who play by the rules. Check out the evidence here.
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SOLUTION:

A Proven Online Reputation Management System
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How It Works:

We Do All The Hard Work So You
Don’t Have To




We Use multiple channels & platforms
to drive customers into your system:

Froem: Rowview .‘ﬂﬂﬂﬂl:‘llh’
shevailanampie, com

* Email drip campaigns  “emimmme

Hi Steve,

S IVI S I I l e S S a g e S Thanks for choosing Your Mame Here. I'd like to parsonally Invite you to share your

Bxpefience

Your feadinack not only heips us, It helps olher potential cusiomers. It takes only a

* Printed “invites” and S R

vt
takeaways

MONOPOLIZE
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* Signhage

MONOPOLIZE HOW DID WE DO?

p Please take a moment to review
YCJLJQ MARKETPLACE Secan Me! your experience with us. Your
Toll BEST S AaETING, SOVDS T ER S, B I HSOVATIOH DAS YOULL SET anvWslRl M. fEEd bEIt k n':lt I:H'Il'!,r h'E |-F‘5 L 5‘ -it

-1 d
E E helps other potential customers,

e Social Media

° & Help Us Get Better. Please take a : e
M O re moment to reveiw your experience I .
with us. It helps us & our clients. [=] o u
www.mymonline.com/reveiws I
|

www.mymenline.com/reviews



No Matter What Platform Your Customers
Use... You MUST:

* Provide a clear, distraction-
free landing page

* |dentify unhappy customers
for a service recovery before YOUR LOGO HERE

Please take a moment to

they h u rt you r reputation review your ex [Jener-me with us.

Your feedback not only helps
us, it helps other potential

e Set the customers’
expectations and guide them

* Make it Simple & Easy




Your Name and Logo Here

Please take a moment to review your experience with us. Your feedback not only helps
us, it helps other potential customers.

Before you post a neutral or negative review, please give us a chance to make amends. fgelel )y .les gV
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- urbanspoon
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Google+ YaHOO! yelp-‘at



|
yelp’s

If you don't already have a Yelp account, it's easy—you can signup and

post a review in one step.
On our listing, just: S T
| ¢ write a Review |
e Click “Write a Review” —

+ Rate your experience with us, leaving as

much descriptive feedback as possible to L

help us as well as other potential customers

Click “Signup and Post” to complete the Your review helps o¥

process
Sign Up and Post

Thank you for your feedback!

VIEW US ON YELP




Help us. Help others. You're invited o revi

Your Name and Logo Here

| had a good experience. | had a bad experience.

Thanks for visiting!

Download a coupon for 20% of your next purchase. Just click,

print and save! (No review necessary.)

A4 SAMPLE_OFFER.PDF



Identify unhappy customers before
they write a review

Happy customer? Great.... Unhappy customer? Let’s talk....

Please take a moment to share your experience with us on
one of these review sites.

Google+

Citysearch® yp facebook ye,lp_gt'

o @ O



Monitor and respond to reviews;
amplify your latest and greatest!

Inbox
T R & e = =L
From: Review Manager March 26, 2015 at 10:04 AM 04/08/2015
To: joe@example.com
Shbiect: New Asvieirs tor Your Buainesy I've been contracting with Chad's Roofing for more than five years now. They've
LN Inbox consistently done high-quality work on my properties. They always show up and
W W - e = (= B ; : F
e complete work on time, which | can’t say of all roofers!
| From: Review Manager March 26, 2015 at 10:04 AM )
Note: To: joe@example.com ';t Phil C.
collec Subject: New Reviews for Your Business
filtere
= We've detected 3 new reviews for your business. 04/01/2015
Note: Older reviews may show up here as “new” the first time they're these guys came out at 7pm ona Sunday to UFICFOQ‘ my downstairs p!umbf'ng on top
= collected. This can happen when a new review site is added, or when a 1
ol filtered review becomes unfiltered on sites like Yelp and Google+. of that, they were, polite, professional, and FAST.
2015-03-25 1 l] Nancy Taylor
yelp=s
Don't let the line outside the door deter you. The food is extraordinary, . ,
fresh seafood with innovative preparation. When they are busy which 03/29/2015 MW
201! they usually are...
— Katherine S.
Steph patiently accepted my input throughout the whole process. [ was so impressed
3 SenHeview poelo with her ability to work what | wanted into her design plans (did | mention that her work is
P
gorgeous?)...
T 2015-03-25
urbanspoon
¥4 Joyce T.
Be prepared to wait. They don't take reservations. This place is known for
their great seafood. They will prepare your fish anyway you want it...
201! — Josh Hill

Review “stream” on website

2015-03-25

Google: Review alerts by email



Use Syndication To Automatically
Feed Your Reviews To Other Sites.
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Track, Monitor & Capture All Data
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DON’'T WAIT:

EGSRI\I{IAEgg According to the Harvard School of Business:

SCHOOL Increasing your review by just one star rating on Yelp
increases your revenue by 5 to 9 Percent.

90% of Customers Say Buying Decision Are

ﬁ dimensional research . .
Influenced By Online Reviews.

AMERICAN MARKETING Online Customer Reviews (in the eyes of
ASS50CIATION . .
consumers) are highly credible and
influential.
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