
What Are People Saying 

About You Online? Is Your 
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“It takes 20 years to build a reputation 
and five minutes to ruin it. If you think 

about that, you'll do things 
differently.”

Warren Buffett



Keep Tabs on Your Own Profile

• Search your business name and locations.



Searching for Others

• Search for individual members of 

your office. 

• Do searches for competitors. 



Paid Monitoring Tools

Reputation Management -

www.reputation.com

ReviewPush -

https://www.reviewpush.com/

Review Trackers -

www.reviewtrackers.com

Chatmeter -

http://www.chatmeter.com/

http://www.reputation.com
https://www.reviewpush.com/
http://www.reviewtrackers.com
http://www.chatmeter.com/


Create an Alert for Yourself and 

Your Business

https://www.google.com/alerts



Google: Reviews are 

PROMINENT



Reviews Drive Client Decisions

88% of consumers 
read online reviews

85% of those read 
ten or more reviews 
before making a 
decision





Monitor Industry Review Sites

What comes to mind when you think about managing 

your customer reviews?

“I don’t have time!”

“Most reviews are fake!”

“What if I get negative reviews?”

“I already know I’m great!”

“I don’t need ANOTHER thing to do!”



Where Do Search Engines 

Get Review Data?
 Main review websites provide data feeds to search 

engines and other review sites. For example, 

Citysearch feeds review data to YP.com, Bing, Yahoo 

Local, Insider Pages, Ziplocal, and more.

 Google can scrape data from smaller review sites.

 Google can find review language in news articles, in 

blogs, and even on your own website.

 Bottom Line: If there is text online that sounds like a 

review of your business, the search engines can find it.



 Do create a review strategy.

 Do ask people to review you!

 Do provide a variety of places to leave 

reviews.

 Do this strategy on a regularly scheduled 

basis (weekly, monthly, and quarterly).



 Don't offer incentives or rewards.

 Don't trust a company that says it can clean up your bad reviews.

 Don't take your clients’ handwritten reviews and enter them online 
on review sites.

 Don't let another company do reviews for you.

 Don't have employees review you.

 Don't have a laptop in your office to have clients do reviews there.

 Don't drive clients to just one site.

 Don't solicit all at once.



Angry Client: I can’t stand this lawyer! I should have 
known from the moment I walked through the door that I 
wasn’t going to be heard or respected. The office staff 
seemed annoyed when I asked some questions, I had to 
wait an hour for my appointment, and THEN the lawyer 
only spent 15 minutes with me! Whatever you do, DO 
NOT SEE THIS LAWYER!!! I’ve never been so 
disappointed in my life and will NEVER go back.

Response: Dear Sir or Ma’am: I understand why you 
were frustrated during your last visit. What I want more 
than anything is to address these issues with you 
personally. Please do not hesitate to call me at 888-888-
8888. We will discuss everything that occurred during 
your visit, and I will do everything I can to make it right. 



Respond but Don't Confront

#1: Thank them and apologize:  

Address negative reviews quickly. 

#2: Explain what you will do to fix 

the problem: Ask them to contact 

you to take the conversation offline. 

#3: Make it right: Take responsibility 

for the things you did wrong.



Build Positive Word-of-Mouth

Create a referral program. 

As part of close out, ask them for 

feedback. 

Encourage clients to check in at your 

location with Foursquare and Yelp!

Use DSS to do this process. 



Set Up a Review Path

Send Feedback Request Email

Negative

Feedback

Positive

Feedback

Thank reviewer for 

feedback. Review  

these to make sure 

there isn’t a bigger 

issue to address or 

something you can do 

to make it better.

Thank reviewer for 

feedback. Ask for a 

review on Google+, 

Yelp, Avvo, Facebook, 

Healthgrades, or 

another website.



CRM Feedback 

Survey Module

1.Email – create these in DSS

2.Survey page – edit this page

3.Favorable response

4.Unfavorable response

5.Tag contact in CRM



Email sample

Dear ~firstname~,

Thanks for being a loyal Foster Web Marketing client; we 
genuinely appreciate having you on board. We want to make 
sure you’re just as happy with us—we’d love to get your 
feedback! We have a super short (really, it’s only 2 questions) 
survey for you to complete.

You can access the survey here. This survey is meant to help 
us better serve you, so don’t be shy; we really value your 
honesty.

Dedicated to your success,

The Foster Web Marketing Team

http://www.fosterwebmarketing.com/feedback/


Survey Page
Please complete the short form below to provide us with 

valuable insight about your experiences with us. Don't be 

shy—we want to make sure we're giving you the best 

possible service, and we need your honesty to do that!



Favorable Response 
Thank you for your feedback. We appreciate your time, 

and we honestly value your opinions. Our goal is to make 

our clients happy, so we'll use the information you 

provided to do just that. If you could spare another 

moment to review us on any of the following sites we 

would be exceptionally grateful!



Unfavorable Response 
Thank you for your feedback. Our goal is to make our 

clients happy, so we'll use your feedback to create a 

greater experience for everyone. We appreciate your time 

and value your opinions; please don't hesitate to contact 

us with questions and comments at 888-886-0939.



Feedback Results


