Why Online Reviews Are
So Critical To Your
Business



The Problem

Why Is The Angry Customer Your
Spokesman?

Happy Customers are Angry Customers are
Passive and Silent Complaining
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Customers Know Your Business Better Than You

Don’t you want to know about a problem
before the rest of the world does?



And What Matters Most When They Find You?

To what extent do you trust the following forms of advertising?

M Trust Completely/Somewhat m Don't Trust Much/At All

Recommendations from people | know [EpAZ

Consumer opinions posted online FiZ

Branded Websites st/
58%
50%
47%
47%
47%
47%
46%
42%
41%
40%
40%
36%
36%
33%
33%
29%

Editorial content such as newspaper articles
Emails | signed up for

Billboards and other outdoor advertising
Ads in magazines

Brand sponsorships

Adson TV

Ads in newspapers

Ads on radio

Ads before movies

Ads served in search engine results

TV program product placements

Ads on social networks

Online video ads

Display ads on mobiles devices

Online banner ads

Text ads on mobile phones

1 Neilson Global Trust in Advertising and Brand Messages
!].l.(?l.s.(?!‘! 28,000 Interest Respondents in 56 countries 4



The likelihood that a customer would initiate
business with a business that is rated:
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0
. An UNRATED business is WORSE
No Ratlngs IZ% than a THREE STAR rated business!

Source: Pepperdine University School of Business Study h



HOW REVIEWS IMPACT ONLINE
SEARCH



So, how Do Customers Find You?
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How Do Customers CHOOSE You Over
Your Competitors?
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Your Reviews...
but

There is much more to it



Consumer Perceptions and Impact on Local SEO
6 Key Factors

Consistency
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Balance Recent



Go-:-gle pizza nosh reviews, agoura hills
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Web Images Maps Shopping Mare - Search tools

About 78 400 results (0.52 seconds)

Pizza Nosh

www._pizzanosh.com/ -

Under the strict supervision of Rabbi Ami Markel. Qur Locations Pizza Nosh 218-
991-3000 20313 Canwood Street #31. Agoura Hills, CA 91301, Directions
Score: 20/ 30 - 24 Google reviews - Write a review

) 30313 Canwood St#31 Agoura Hills, CA 91301
¥ (818)9891-3000

Pizza Nosh - Agoura Hills. CA - Yelp

www.yelp.com » Restaurants » Pizza -

Yoo dedd Rating: 4.5 - 92 reviews - Price range: §

92 Reviews of Pizza Nosh "When did this place open, and why did it take me so long
to find it? The pizza ... 92 reviews Rating Details ... Agoura Hills, CA4 91301 ...

You visited this page on 5/30/13.

Pizza Nosh. Agoura Hills - Restaurant Reviews - TripAdvisor

www tripadvisor.com » ... » Agoura Hills » Agoura Hills Restaurants ~
JodrdAd Rating: 4.5 - 3 reviews

Pizza Nosh, Agoura Hills: See 2 unbiased reviews of Pizza Nosh, rated 4.5 of 5 on
TripAdvisor and ranked #32 of 51 restaurants in Agoura Hills.

Pizza Nosh in Agoura Hills | Pizza Nosh (818) 991-3000 & 30313 ...
local.yahoo.com ... » Food & Dining » Restaurants » All Restaurants ~

Find Pizza Nosh in Agoura Hills with Address, Phane number from Yahoo! US Local.
Includes Pizza Nosh Reviews, maps & directions to Pizza Nosh in Agoura ...

Pizza Nosh - Agoura Hills California- Vegetarian-Friendly Reviews ...
www._happycow.net/reviews.php?id=13936 -

Mar 1, 2009 — User reviews of Pizza Nosh located in Agoura Hills, California
(Category: Vegetarian-Friendly).

Breadth

In this example, this pizza restaurant is all over the first
page of the Google search. It has reviews on FOUR

listings, but it would even better if they had more
(Google will produce results based on your location, so a search for Pizza
Nosh the emanates from Agoura Hills would yield the same result)

Pizza Nosh — Agoura Hills Patch — Patch com
agourahills.patch.com/listings/pizza-nosh ~

Directory. New Reviews & Posts. Categories ... 30317 Canwood St, Agoura Hills, CA
91301. (818) 991-3000 ... Pizza Nosh Movember 2, 2012 at 12:20 am ...

Pizza Nosh - Agoura Hills. CA - Directions. Rating. User Reviews ...
www._fastnosh com/CA/Agoura+Hills/2207/Pizza+Nosh ~

Information on Pizza Nosh, Agoura Hills, CA with user reviews, rating, and more...
Been here already? share your experience.

Pizza Nosh - Reviews & Menu - Agoura Hills 91301 - Menuism
www.menuism.com » Agoura Hills Restaurants » Pizza =

Frdrd A% Rating: 5- 4 reviews - Price range: between $10 and §25

Read reviews from Pizza Nosh in Agoura Hills from trusted Agoura Hills restaurant
reviewers. Includes the menu, 4 reviews, 1 photo, and 3 dishes from Pizza ...

Pizza Nosh. Agoura Hills. California. 91301. 8189913000 ...
www._restaurantlistings.com/business/California/Pizza-Nosh-31301 ~

Pizza Nosh, Agoura Hills, California, 91301, 8189913000 | Restaurant Listings | Hot
Reviews Rate your Favorite Waiters Level of Senvice | Local Restaurant ...

Pizza Nosh. Agoura Hills CA 21301 - MerchantCircle.com
www.merchantcircle.com » CA » Agoura Hills » 31301 -

Pizza Nosh, 30313 Canwood St Ste 31, Agoura Hills, CA. Tel: 818-991-3000. Get
Maps, Driving Directions, Phone #, Reviews, for Pizza Nosh in Agoura Hills.

Pizza Nosh Agoura Hills. CA 91301 - YP com
www.yellowpages.com/agoura-hills-ca/mip/pizza-nosh-6394366 ~

i ik 1 review

Mov 22 2009 — Get directions, reviews, payment information on Pizza Nosh located
at Agoura Hills, CA. Search for other Pizza in Agoura Hills.

Goooooooooogle >

12 3 4567 8 910 Next




Breadth
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Business A ( Business B )

N-__—f

8 Reviews on
****

N 15 Reviews on @nwm 5 Reviews on
50 Reviews on ***** ****
11 Reviews on QC arc 7 Reviews on
10,000 ****

10 Reviews on Coogle +Local

with one overall rating

1 0. 0.6

18 Reviews on 9 Reviews on
Which One Has the ) 0 0.0 .0 ¢ ) 0.0 0.0

Better Reputation &
SEO? 12 Reviews on 20 Reviews on
1. 0. 0. 0.0, 2.0.0.0.0




Tarte Tatin Bakery | # © x a »

@ 9123 W Ofympic Bvd Beverly Hills, CAG0212 ¢, (310} 6500011 ) tartetatinbakery.com

$ @Bkey @Mew @ Today8:00am— 500 pm

0 9123 W Olympic de EE\Q",’ Hills, C
(310) 5500011 -t=

$- Bakery, Fast Food Restaurant - 7

A90212

oy
- il N

< 3 Reviews 2

e e =T

A Google User =
Overall Excefient
Excelient! One of the best brezkfasts in town! And the bakery tems.. you
can't go wrong. Very different sandwiches that will make you smile_#

A Google User reviswed =
Overall Excellent

Absolutely love, love, love everything sbout this jewel The owner, Kobi is
hands-on and meticulous in both taste and presentation. Lovely pastries
with = European fiair

A Google User reviewed 2
Overall Excellent

Best bakery cafe in town!

Reviews from around the web: urba

Been there? Share your experience.

Your review will help your friends and others learn more sbout this place

& Write 3 ceview

Mast helpful 2

10w |

Olympic / Doheny (2
» Directions

Visitthis place

=¥ Createa Googlet event

Is this your
business?

Q[

Report 2 problem

The Baker [ # ¢ x a #

9 21600 Ventura Bivd San Femando Valey, CA91364 4, (878) 2401987

$ @B8km [Mew @G Today 700 am— 400 pm

Upload
public photo

) 21600 Ventura Bivd Szn Fern;
(818) 3401987 - thebakerb

alley, CA 01364

0 §-Bakery, Sandwich Shop-T:

]
‘—

E_ 17 Reviews ..

“Don't Iel the p»a'ﬂtm— S — -,IHM :af in & Woodland Hills
strip mallis "2 goto” for “excelient” artisan breads and “yummyWorezkfasts and lunch
items and “homemade soups” st sensible prices; there's often ™z togetin”, but
jocals insist it's "worth it."

-y,
L
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At a glance: organic brezds - fresh ingredients - great baked goods - eg)\dish - freshly
baked

17 Reviews from everyone =

QPateT
Overali Very good
Noise dining room. Cute waitresses good food but expensive. Small tables

Liked: Food, Service
Disliked: Atmosphere Value

DecorGood  Service Good
ally for breskfast or to stop off and gread some fresh

A ZzgatUsere

Grestloca!spot,
bakedtreats

A ZzgatUser .

Food Exceflent De"DrVery good Servn:e Very good

2mazing selection of pastries. Modest menu (one soup, omeletes, and
sandwiches

AZzgetUserrer e E
Food Very good DecovGood Servnce Very good

new owners, but the food seems consistent with previous owner. excelient

+ Ventura / Canoga (0! miE

<7 Directions

Visitthis place

¥ Createa Googles event

Is this your
business?

O [

Report & problem

17 reviews (vs 3
reviews) for a
coffee/bakery shop
will impress
customers. Also if
there is any concern
with fake reviews,

while it may be easy
to fake 3 reviews, it’s
much harder to fake
17 or more reviews.




Quantity

In this example, coffee shops with more
reviews appear higher. Google appears to
combine the rating and the number of
reviews to determine the order displayed.

Here “Spring For Coffee” has less reviews than

“Intelligentsia Coffee” but it has a higher
rating.

“Urth Caffe” has slightly lower rating than

“Downbeat Café” but it has far more reviews.

Go=gle

v

coffee reviews, 105 angeles

Web Images Maps Shopping More = Search tools

About 147,000,000 results (0.46 seconds)

Los Angeles » Food » Coffee & Tea - Yelp

www.yelp.com/c/la‘coffee ~

The Best Coffee & Teain Los Angeles on Yelp. Read about places like: Cafe Dulce,
Urth ... Fresh Coffee & Tea Reviews. Alan L. reviewed Tom N Toms Coffee ..

Spring For Cnffgp_—.Dwmimm.. §Angeles CA - Yelp
WWW. J.felp &

232 Reviews 2

232 Rewev!&a.
happy to see s0 many SpLTEM THIEE places pop up here in Los Angeles.

Intelligentsia Coffee  SiuALLake - DS Anqeles CA -Yelp

W, J.felp -
10?‘5 Re\r} 1075 ReVIeWS quA vyou have finally ...

Intelligentsia Coﬁée CO S e ‘1'5'?5 reviews for Intelligentsia Coffee ..

Urth Caffé e &) 451 5 Hewitt St

www_urthc gffas="="" _‘~~\ Los Angeles

Zagat: 22/ (213) 797-4534
171 Reviews _.}

|nte|||gent5|a'uu _-___-——‘ 8 2922 W Sunset Blvd

www.intelligentsiacoffee.com/
Score: 23/ 30 - 110 Google reviews

Los Angeles
(323) 6636173

Lamill Ceffee Boutique € 1636 Silver Lake Blvd
lamillcoffee com/ Los Angeles

Zagat 22130 - 241 Google reviews (323) 663-4441

Dolcini Caffe Espresso D 6193 Grand Ave
plus.google.com Los Angeles

2 Google reviews (213) 624-4007
Coffee Co E) 8751 La Tijera Blvd
www_laxcoffeeco.com/ Los Angeles

Score: 24130 - 41 Google reviews (310) 645-7315

Downbeat Cafg_——————-—__ F) 1202 N Alvarado St

plus_googles™ IS Los Angeles

Score: 2 10 Reviews P, (213) 483-3955
N

—
GroUNdWOrK COfTRE = = ———— @ 1501 N Cahuenga Blvd
groundworkcoffee com/ Hollywood
Score: 17/ 30 - 13 Google reviews (323)871-0143

Coffee Review - Southern California Coffees

www_coffeereview com/article cfm?ID=171 -~

Article with coffee reviews focused on roasters in the Los Angeles area of Southern
. Perhaps one could say that southern California lacked a distinctive coffee ...

== COfTee shop right across the street ...

(=



Quantity

Google’s new
carousel
highlights the
importance of
reviews.
Typically (but no
always), local
businesses with
high review
quantities
appear at the

Usth Calé Lamsll Coffes

Boutique

InteBgentsia
Coffae

Downbeat Cade

Handsome Coffee
Rossters

Starbocks Geoundwork

Collee

frO nt Of the LO? A.'r-‘gsus h;rc:J;T”E'e‘ ?Dﬁee & Tea Yoo Northrdge SnValey | n Gescenta-Montroe
- t Coffee & Tea in Los Angele boul places ke Cafe Dulce 5 Reseda van Nuys o Altadens -
Carousel Inth Catla Boba 7. Spring For Colfee, Bocks .., Fresh Collee & Tea Reviews South Valley Vie,  BUrBAnK
- Sherman-wisge 133
Encipg SUSTTS i Pasadena -
Spnng For Coffee - Downtown - Los Angeles, CA - Yelp B e v ¥ v e
: v Mo & Tos "N "~°‘ Northeast g
Here “Spring For Rating resews - Prce rang U Wohbedte@gsfies Smmomel | 17 )
212 Reviews of Sp ¢ Coffee "A teeny, liny colfee shop nght roel e “-l- Monteroy
COffee” haS Yom ... Every ef 3l the Los Angebes Theater Cente ! sentury Gy Los wdes Park
g =)
i < A ' ) gie ~A Vel pjam? Cylver Cay Montebello
MORE reviews Alana's Coffee Roasting - Los Angeles. CA - Yelp o I
" Beee & 0 u s R
" Y] \ Anadles ico Rivera
than “Alana’s , ¢ rang Westchsy L9
” 33 Raviews of Alana's Coffee Roasting "Just want 10 thank Enc for his help sampling ] Downey
Coffee and has my coffee today and grang me ... Alana's Colfee Roasting Los Angeles, CA Holth s L Lynwood
WMag oty 82373 Soogle Rvew wle

a lower rating.

fo -

List of Top-Rated Coffee Roasters at Coffee Review
coffeareview ONsvs

The gonl of the Collee Revi # colffee lovers, lood

smatl-hatch roasting company

S 1o enleftmn snd &

award-wnning | the Los Angeles area with a

Coffee Review

W coffearsview

(Jassic LG
mreview

Roast by Superba Coffee

Medium, Review Date Superna Colfee 15 2

Map for coffee reviews, los angeles




Dr. Daniel Azani, DDS | # ¢ x & ~

@ 5400 Baboa Bivd Encino, CAS1316 . ¢ {818) 7834870 g drsnow.com
9 Orthodontist

Upload first
pubdic photo

© 5400 Baiboa Bivd Encino, CA 91316
(818) 7834870 - drznow.com

© Orthodontist

—___——----____~-
-~
&

GRwiewsfromy—"
(.Reviewed a year ago_-

(}veranExcM-——-_————————

I'm so happy with the care | receive from Dr. Azani and his office staff. They
zre fiendly, professionzl responsive and very prompt with their
sppointment timas. My teeth are looking great 2nd | couldn't be happier!

——____———-——----~-*

" Reviewed a year ago_.

Dverahﬂm..— -~ — — -

| 2m 2 dentist myself | nesded S oMnogantE frestment for quite jong time, but
was temporizing it for some reason. One of the reasons was that | couldn’t
find an orthodontist to trust {good dentists sometimes have hard time
trusting other dentists to trest their teeth]). Then | was intreduced to Dr.
Azani. The person who introduced me spoke very highly of him. From the
first appointment it was clear I'm in the right place. Now | am sbout to
complete my Jong and complicated trestment (multidisciplinary), and can
confidently sy that | am happy sbout the choice | made The doctorandthe
entirs team was very p! 12l The staffis | simply love
ooing thers. The results of the trestment excesded my expectations (this is
& professional opinion). So | highly recommend Dr. Azani and Snow

Orthodontics to anybody who needs resl professionals to do supsrb
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* The more recent
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* Although reviews for 2KRacing are a little

f which only

* The 20 positive reviews counter the two
negative reviews to provide a more
balanced review of the business

* Which one would you choose?
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Mentions of Keywords related to your business service

Dunder Mifflin paper is excellent
Paper Company guality and they deliver their
paper right to your office

ABC-BodyShop restored my
damaged vehicle like it was new.
The body paint looked perfect.

Auto Body Shop

Mr.Smiley Dentist has a really soft
touch. He replaced my veneers in
two quick visits and it was painless.

Dentist




Dunder Mifflin

Consistency

C0<)8|C+ Local

®Citysearch
yelpdt
[_judy’s book
7 Som—

& Trustink

"\ yellowbook'

Dunder Mifflin

Dunder Mifflin

Funder Difflin

Dunder Mifflin

Dunder Mifflin

Dunder Mifflin

Dunder Mifflin

Dunder Mifflin

Dunder Mifflin

Dunder Mifflin

1357 Scott Road, Albany, New York 12205

1357 Scott Road, Albany, New York 12205

1357 Scott Road, Albany, New York 12205

1357 Scott Road, Albany, New York 12205

1357 Scott Road, Albany, New York 12205

1357 Scott Road, Albany, New York 12205

1357 Michael St., Albany, New York 12205

1357 Scott Road, Albany, New York 12205

1357 Scott Road, Albany, New York 12205

1357 Scott Road, Albany, New York 12205

1357 Scott Road
Albany, New York 12205
(212) 555-4532
www.dundermifflin.com

I I = - T

(212) 555-4532

(212) 555-4532

(212) 555-4532

(212) 555-4532

(212) 555-4532

(242) 555-4532

(212) 555-4532

(212) 555-4532

(212) 555-4532

(212) 555-4532

www.dundermifflin.com
www.dundermifflin.com
www.dundermifflin.com
www.dundermifflin.com
www.dundermifflin.com
www.dundermifflin.com
www.dunder-mifflin.com
www.dundermifflin.com
www.betterpaper.com

www.dundermifflin.com
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Summary: Reviews & SEO Impact

Quantity

At least 7 reviews on a review site (per studies)

Google requires 5 reviews for a rating

More reviews on a site can impact category searches

The more reviews on site, the less likely fake reviews will have an
effect (positive or negative)

Balance

Best way to overcome negative reviews is balancing them with
positive reviews. Obviously a good rating is critical, but it should look
balanced. Google SEO likes “review diversity” as well.

Well balanced reviews quell concerns that reviews might be faked

20 “perfect 5” star reviews can be less believable than “18 perfect 5’s,
1 three-star and 1 two-star”

Consistency

Name, Address and Phone Number should be consistent across all
review sites.

Search engines will give preference to businesses that have
consistent listing data on review sites

Breadth

The more review sites that have reviews, the more those sites show
up on a Google search

This also impacts SEO

Include reviews on your own site

Recent

New or more recent reviews are more relevant.

Older reviews have less value to consumers because they may not
indicate current service levels.

When there are only old reviews, consumers assume that there
aren’t any more happy customers

Quality

The text of reviews impacts SEO.

The best reviews should include keywords associated with a business
or a service provided by the business




Return on Investment?

Reviews = S

HARVARD -
BUSINESS

A one-star rating increase $
leads to a 5%-9% increase
in revenue

\ Jan Feb Mar Apr May Jun Jul Aug Sep /
R WOODBURY UNIVERSITY /
i SCHOOL OF BUSINESS Increasing overall rating from 3.5 to 4.5

T \

65.3% expect revenue to |5'8'S S t_;, ) 0 0.0.0.¢

increase by at least 5%!

79.5% of business owners expect revenue to increase at \ -s$ S $ $ /

least 1% with a one point star improvement.

Sources: Harvard Business School Study — October 2011 .
Woodbury University Business School, January 2014 20



* Online Reviews Are
Critically Important

* Reviews are Everywhere

* Reviews will help my
business grow

So why do | need help?

21
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It Takes Time and Effort...

Unless you have help

Following up with
customers takes
time and effort

Staying on top of
all the review
sites take time

Tracking
progress takes Dealing with
analysis review sites
takes time

One bad review can
“kill” a business

22



The Answer

An automated Reviews
Management Service that makes it
easy to get more reviews

Keys to Collecting Reviews:

— Easy

— Accessible

— Follow-Up

Monitors, Alerts, Collects, Follows
up, Leverages Social Media and

Tracks Progress related to all your
reviews

Value to Your Business?
Priceless!

\ |V JF

‘ thi
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Aedd)



The Most Comprehensive RMS

Enterprise
Scalability

Our Reviews
Management
System

Number of Review *****

Sites

High

Integration

Wide spectrum of
Review Collection
Methods

Mobile Optimized
Customizability
Review Collection

Automated Follow-
ups

Social Sharing

Testimonials

Completeness of Solution

Analytics
Monitoring

White Label
capabilities

Low

Language Localized

High Total Cost of Ownership Low



Take Control Now!

Call us for a free no
obligation consultation

We’ll analyze your business
reviews and we’ll show you
how it works!

Sign up for our Newsletter
Like us on Facebook

Request *




Thank you!

Questions & Answers

18880 ¢



APPENDIX
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Overall Ranking Factors

My Business Signals (14.7%)
(Categories, Keyword in Business Title, Proximity,
etc.)

External Loc. Signals (15.5%)
(I'YPfaggregator NAP consistency, Citation
Volume, etc.)

On-page Signals (21.0%)
(Presence of NAP, Keywords in Titles, Domain
authority, etc.)

Link Signals (18.3%)
(Inbound anchor text, Linking domain authority,
Linking domain quantity, efc.)

Review Signals (9.8%)
(Review quantity, Review velocity, Review
diversity, efc.)

Social Signals (5.8%)
(Google+ authority, Facebook likes, Twitter
followers, etc.)

Behavioral/Mob. Signals (6.9%)
(Clickthrough rate, Mobile clicks fo call, Check-ins,
Offers, etc.)

Personalization (8.4%)

Source: http://moz.com/local-search-ranking-factors zg



Most Angry Customers Vent Once

2 3

0

sites
H

4% 69% 19% 8%

The vast majority of unhappy customers will only post 1 negative review*
If you can capture their frustration before they vent publicly,

you can prevent negative reviews

*Source: Pepperdine University School of Business Study — June 2012 29



