Reputation Management
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b. Why customers choose vou Q *
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c.  Why customers trust you
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2. Qverview of Reputation Management

a. Walkthrough videos of the product
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More customers are moving to the ‘digital front door"

9'| % of people trust reviews as much as personal
recommendations’

92% of buyers are more likely to purchase after reading
a review?

% of people will buy from a business with a 1-2 star
13 rating>


https://www.brightlocal.com/research/local-consumer-review-survey/
https://learn.g2.com/consumer-reviews
https://searchengineland.com/87-percent-customers-wont-consider-low-ratings-228607

Help consumers find, choose, and trust you

By maintaining correct listings and having abundant positive reviews
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Walton's Health Clinic
1.0 %7 ir v v (273)
610 Queen St - +1 312 432-6544

' "Dr. Melanie is the worst orthopedic surgeon ever! Do not go here..."

Dr. Richard Byrum
5.0 k Kk kK (273)

610 Queen St - +1 312 432-6544
@ "Or. Richard Byrum is the best orthopedic surgeon ever! He knows how to fix..."

Nikhil Dua

4.4 %% %% ¥ (14) - Orthopedic surgeon ® °
1611 W Harrison St #300 - +1 312-432-2390 WeseTE  DRECTIONS
Open - Closes 5 p.m.

Stulberg M, Matthew ® L4
4.0 % % %% * (8) - Orthopedic surgeon

680 N Lake Shore Dr - +1 312-926-2000 o L oo Lt
i= More places

If they can’t find you, If they find you with negative
they can't choose you reviews, they won't choose you



The customer journey begins with Location-based: “Knee surgeons near me...”
a Google search, usually on mobile.

By Rating: “Top rated spa in Chicago...”
e 60% of Google searches are
done on a mobile device'

By Attribute: “Cafes with wi-fi...”
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https://searchengineland.com/report-nearly-60-percent-searches-now-mobile-devices-255025

Listings and reviews affect your visibility the most
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Managing your listings and
reputation online is critical in:

Being found by prospective
customers

Outranking the competition

Being chosen by prospective
patients

o) of your ability to show up in local
66 /o search is linked to managing your

listings and reputation.


https://support.google.com/business/answer/7091?hl=en

What this means for your business

Listings need to be accurate & reviews need to be positive

Customers will only find
you on Google if your
listings are accurate

and you have reviews
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coffee shops near me

Q Al (8 Maps QO Shopping [ News [ Images

Rating~ Price ~ Hours ~

Modern Italian Coffee

4.3 %% %% (4) - Coffee shop
36 S Franklin St -

Fast service - Casual - Great coffee

L Q

i More Settings  Tools

1 NEAR! o o o
V!FST SIDE | .'w[

M}
Iashin.n/Well

4.7 %k % k¥ (855) - $$ - Coffee shop
112 N Green St

Closed now

Hip coffeehouse with a Ping-Pong table

Gaslight Coffee Roasters
4.5 %k %k k¥ (554) - $ - Coffee shop
2385 N Milwaukee Ave

Hip spot with seasonal house roasts
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Listings need to be claimed and accurate

19% of your Google ranking is determined by

coffee shops near me S Q . . ]
Google My Business (GMB). A well-maintained
2 Al @ Maps QO Shopping & News [E) Images ! More Settings  Tools GMB prOfIIe gets 5x more Views than an
- & - - - r H H 1
z;hcmsfl)ak Park b Sawad’a cgﬁeeee:{?:\eg#ea:?ar Incomplete prOﬂIe.
> @@ Chicago
e . Map data ©2020

Rating~ Price~ Hours ~

An optimized GMB listings includes:

Modern Italian Coffee | o
4.3 %% %% (4) Coffee shop A::-;hmf’vrw-m\\ @) PhyS|Ca| addreSS
36 S Franklin St
Fast service - Casual - Great coffee o Hours
TTUdawaua conee
4.7 %% %Kk (855) - $$ - Coffee shop © Phone number
112 N Green St
Closed now o Category
Hip coffeehouse with a Ping-Pong table 0 Attrl bUteS
Gaslight Coffee Roasters o Photos

4.5 %%k k% (554) - $ - Coffee shop
2385 N Milwaukee Ave
Hip spot with seasonal house roasts



https://smallbusiness.googleblog.com/2016/08/get-better-insights-with-google-my.html

Positive reviews increase visibility on Google

Reviews should be abundant and responded to

13.1% of your Google ranking is determined

coffee shops near me 4§ Q by Google reviews

Q Al (8 Maps O Shopping [ News [ Images i More Settings  Tools

= e Foro (o}
@y  OakPark e
| AT e TR Prominence on Google considers:

® | WEST SIDE | ||

Refing - Price ~ _ Hours ~ o Quantity of reviews
Modern Italian Coffee o  Rating of reviews
4.3 %% k%7 (4)- Coffee sh . .
ki Mt o If reviews receive a response
"Thisisthebestcoffeeshopinthearea.Trythedarkroasm (©] Keywords in reVieWS & SearCh
Sawada Coffee
4.7 - $$ - Coffee shop
112 N Green St
Closed now

Hip coffeehouse with a Ping-Pong table

Gaslight Coffee Roasters
4.5 %k %Kk ¥ (554) - $ - Coffee shop
2385 N Milwaukee Ave

Hip spot with seasonal house roasts




«— Back

What makes a prospective
customer choose you over
competitors:

e 80% of people lose trustin a
business with incorrect info'

e 91% of people trust reviews
as much as personal
recommendations?

Is the address and phone number correct?
Are the reviews from customers positive?

What else is being said about them/others

o~
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Listings look different for business types

e Retail Location (RL) - (i.e., a restaurant) e Containers - (i.e., hospital with doctors, service lines,

. clinics, etc.)
Has a name, address, phone number, category, and website.

, ) ) SwS businesses except they contain a large number of other
Easiest to find, match category, and syndicate. businesses.

e Service Area Businesses (SABs) - (i.e., mobile plumbers) Finding duplicates correctly is greatly assisted by properly

identifying them as a container.
Do not have an address or a secondary address.

Can be more difficult to find, match category, and syndicate.
° Professional - (i.e., doctors, dentists, massage

e Store within a Store (SwS) - (i.e., grocery store pharmacy) therapists, etc.)
Often share an address/phone number with another unrelated Most complicated: uses a business name and a personal name.
business.

Difficult to represent; multiple addresses, phone numbers,
Secondary address and category take on a much higher significance.  email addresses, websites, etc.

° Kiosks

«— Back



Customers trust online reviews because they act as social proof

Reviews make the first impression:

e 3.3 isthe minimum star rating of a
business consumers would engage with'

Reviews guide purchase behavior:

e 94% of consumers say an online review has
convinced them to avoid a business?

e 89% of consumers read businesses'
responses to reviews?

«— Back



Online content the business unaware of can do damage

«— Back

Online mentions and citations:
e Blogs, news articles, forums
Social Media:

e What you say on social media
e What others say about you on social media

Competitors:

e How much more visibility are your
competitors getting



«— Back

Customers decide if their
experience will lead to loyalty:

e 70% of people leave a
review when asked’

e 53% of consumers expect a
response to a negative
review?

Reqguest customer reviews for feedback

Respond to customer reviews

Understand feedback to make changes

Q)



Business owners should have the to...

See what's being

Manage their Be found by . :
. . said online and
online reputation customers through : :
L engage in online
from one place accurate listings

conversation




What is Reputation Management?

Overview

Review Summary

Ensure customers find the
correct business address, hours, 4.2 S
and directions on line
Provide a stellar first S
impression through monitoring 965
online word-of-mouth
Competition

e Give customers the best oGS i o

service by keeping an eye on e

Dental on John

competition

Top Review Sources

~
7

Google Facebook
890 Review 50 Review

Listing Accuracy

4250

Possible efror

Recent Mentions

@

Rate MDs

«— Back



Tab: Reviews Manage and respond to online reviews

E Or. Connor MacDavid -
i Sy R t
Reputation Management GRS RENEE Q Seare @ e
Your ratings Top keywords
. = Overview
e Seereviews from all top . 4. v
H H H H Total R 79 Industry Avg 4.5
review sites in your industry i SINOS a0 e
Insights 77 o S Rooms Experts
. . Statistics Recommended Negative 4
e Respond in-line to
13 9 Listings v
Fa C e b O O k a n d G O Ogl e G Google Q&A 0 Cede Adman g3 recommends Dr. Connor MacDavid
reVI eWS W I t h te m p | ate S m Competton | had such a positive visit! Can't say enough good things about Dr. Connor MacDe
» B Mentions
Action Required Published
» -_] Social
M View 5 responses
e Keep on top of trending B s
. . Response from Dr. Connor MacDavid Another reply
keywords in conversation KB e
v

e Sortreviews by keyword
Se ntl m e nt tO d ri I I i n We build relationships Attention to detail Appreciate feedback

< B a C k — Cede Adman reviewed your business on google.com



Tab: Reviews Respond to reviews in as little as 2 clicks

Manage Reviews

4.2 1,267
Top
¢ :remp.lates are seIeCted 0 Weston Carlson §3 recommends Lunch and Brunch
intelligently based on star ——
rating

They have amazing eggs benedict!

Action Required

e Create an unlimited number
of custom templates

e Complete control over
default templates

Short but sweet feedback Thank you! We strive for 5-stars

&

Cancel

«— Back

Responded



Tab: Reviews Understand trends in customer sentiment

«— Back

Harness the power of Al to
analyze reviews at scale

Visualize customer
sentiment through trending
keywords

Identify seasonality and
understand target market
needs

<A ©Omega Dental Clinic v

Explore trending keywords

Services

Clinic beds

Facility

Staff

Queue

Emergency room

Rooms

Experts

Timing

Bed

J0; =

Negative A25
Positive 14
Negative ‘11
Negative 10
Positive 10
Positive 9
Negative . 8
Negative 5‘
Negative - 4
Negative %

>

ositive.

Sentiment

Services '

78
e22%

Sentiment over time for Services

Back To Original design ()

Mentions Reviews

25 178

Your customers wrote

M reviewed on facebook

See more v

jear now. What really sets this dental clinic:
ing.




Tab: Google Q&A Ask and answer public questions
<M Business Details ¥ HH

Reputation Management Google Q&A ‘@
e Receive alerts for all new

3 5

questions to be the first to TR
respond . A onesoeas -
G Google aza @ Erin Bowman asked a question on google = Googh QBA
e Ensure all questions receive PR wenons
an authoritative response "
from the owner =

Answer from Ivanka Office hours begin at 8:30am 3 5/8

e Ask a question to address R ———
FAQs right on the Google
listing

__ Merchant (Owner) @ Erin Bowman asked a question
= ¥¥ on google

What time does your office open on Wednesdays?

e Video: How to engage clients with

GOOg/e Q&A Hide 2 responses

Answer from Ivanka Office hours begin at
8:30am

«— Back



https://vendasta-1.wistia.com/medias/1ho9tt1ci7
https://vendasta-1.wistia.com/medias/1ho9tt1ci7

Reputation Management

Tab: Reviews Display your best reviews on your welbsite

Review Display Widget

e Embed the Widget Code
on your site to show off
your best reviews

90%

of customers read
reviews before
purchasing

Review Display Widget

Customize Review Widget

scondary Text Color

mmmmmmmmmmm
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Widget Code

Paste Widget Code into HTML of your website

<script src="l id.pdgs.mobi/_public i lisplay

widget js?pid=PID&agid=AG-
RJBHRLHCI

‘econdary_text_(
by ST

Widget Preview

E Anonymous reviewer reviewed Drift Sidewalk Cafe & 10 Lounge

* % %k Kk %k
Example Review 1
Lorem ipsum dolor sit amet, consectetur adipiscing elit

Aug 18,2017

E Anonymous reviewer reviewed Drift Sidewalk Cafe & 10 Lounge

* % %k %
Example Review 2
Lorem ipsum dolor sit amet, consectetur adipiscing elit

Aug 17,2017

n Anonymous reviewer

* %k kK
Example Review 3

Lorem ipsum dolor sit amet, consectetur adipiscing elit, sed do
eiusmod tempor incididunt ut labore et dolore magna aliqua. Ut
enim ad minim veniam. auis nostru...

1/2 Display Published Reviews




Tab: Mentions Ensure you're involved in the conversation

«— Back

Monitor Mentions

Web VIEW ALL

® Yhe Best Oral Heakh Blogs of the Year

. . .
See who is mentioning Y oo "
This blog from Omega Dental Clinic covers a host of topics surrounding dental health, and dental health

yo u r b u si n ess na m e for children in particular, with a special ‘ccus on

Beyond tooth decay: why good dental hygiene is important

Scan the web for e Aupun 15,201
In this spotlight feature, we talk to Omega Dental’s very own Dr. Erica Grace, as we peer beneath the
S e | e Cte d sea rc h te r m S plaque to investigate what other - perhaps unexpected - health conditions are affected

Mentions are tracked Eitter VIEW AU

from. @ @kelseysm:th —

The horrible wait times at my dentist office @omegadental made me late for work today! Was not
impressed

o Social media
o News articles 7 K o B

@) B | Ogs etc Don't forget about Patient Appreciation Day today @omegadental from 1-3! Lots of games, food and prizes
.
4 to be won!
Facebook VIEW ALL

A Hailev Graul

Instagram VIEW ALL

@ @hrobinson

Patient appreciation day is in full effect!

COAUIA AN

@ edem

Excited to join the team @omegadental!

wiy




Tab: Listings See the accuracy of your business listings

e Determine on what sites
your business is
inaccurately listed

e Correct your listings to be
found by more
customers

e Compare your Listing
Score to your industry

«— Back

Listings

Listing Score

965
N\/

/\/
Displaying 60 of 60 Sources

Search Engines

Bing Maps

G Google

@ Yahoo! Local

Omega Dental Clinic

1510 Texas Ave
Houston TX

77002

. 7132281111

Listing Information

h

World o Omega Dental Clinic
= = 1510 Texas Ave
Industry Avg Houston TX
366 77002
)5th Pe tile (713) 228-1111
1054 http://www.vicandanthonys.com/lo:
@ 2
O Accurate listing found
o Listing not found
isting found with possible errors

Hi this is note /'

Edit

[x

Filters

SOURCE TYPE

<]

000

LISTING STATUS

:
'.iw‘




Tab: Listings Scan the web for all business citations

Citations

43 Citations Found

e Spot all instances that your
business name and data is
cited across the web

M thestarphoenix.com

«— Back



Reputation Management

Tab: Competition Manage your online share of voice

c om p et i t i on Competition ¢ Edit Services and Competitors  (2) Help
Search Engine Share of Voice Last 30 days for Houston, Texas
e Keep aneyeonupto
Dentist Teeth Whitening Root Canal
three chosen
competitors to: B e Dol
B Main Street Dental
B Healthy Smiles
o Determine Search DA
Engine Share of
Voice
Social Audience Last 30 days Growth Total
o) Tr ac k SOC | a | Overall Facebook Twitter
. N Omega Dental Clinic
audience growth 1450 ..
on Facebook and T
Twitter e 759 .51
é Healthy Smiles
3 590.+1
«— BaCk L e e S Dental On John
Senl Sen3 SepS Sen?7 Sep9 Sen1l Senl13 Sepl1sS Sen17 Sen1Q Sep?! Sep?3 Sen?% Sepn?7 Sepn?29 Oct1 175"200




Tab: Social Monitor your social accounts

«— Back

Connect your social
accounts to monitor Likes
and followers over time

Keep up with customer
conversations

Monitor employee Twitter
accounts to stay in the
know

Social Monitoring

Ccoa

o

Have a Happy Halloween!

Ccpa
i

#GotBenefits? Come in before the end of the year to make the most of your insurance benefits! For more
information,.. https:/t.co/oE6jhSGu18

Ccoa

©

#GotBenefits? Come in before the end of the year to make the most of your insurance benefits! For more
information, call us today or visit us online! https://bit.ly/2vOMdQl

Ccoa
i

Don't let your health benefits go to waste! As the year comes to a close, appointment availability is
becoming more... https://t.co/RIfYhchc6C

Ccoa

©

For those of you dealing with #braces, here's how you can keep your teeth healthy with flossing



Tab: Reports Measure success over time

e Demonstrate

improvement Over ti me How are customers rating your business online? @
e Short term changes and
long-term trends 49.

e Automated email with
relevant highlights

85

@ Kelly Burgen reviewed your business on
B Nov iz 2018

e White-labeled

ar old daughter liked him and she is very
nmended this doctor to my father

«— Back



Reputation Management

MULTI-LOCATION




Brand managers should have the to...

View all locations’ Identify outliers Manage and
reputations from and dig in deeper respond to all
one place per location locations’ reviews

e ~4 =



What is Multi-Location Reputation Management?

Reputation 3D

T [Mpate:Last12months #°  +Filter

Review rating

3.0

e Get a high-level view of the
brand’s overall reputation

e Diginto high- or low-performing
locations to take action

e Positively affect the brand’s
reputation through monitoring
online reviews

«— Back



Reputation Management

Tab: Manage Manage and respond to online reviews

MULTI-LOCATION

Manage reviews

Manage Reviews = e

Wyant Group 30 Locations

o Porsche Centre Saskatchewan - 355 Brand Road, Saskatoon

n Last 12 Months

George ias reviewed your busi on facebook.com

. See revieWs from all top 2 hours ago - Today at 12:51 PM
review sites in your industry ok ek

Good friendly prompt service as promised!

Action required

e Respond in-line to
Facebook and Google
reviews With templates @ Wyant Group - 419 Brand Place, Saskatoon

Lindsey Levesque reviewed your business on google.com

Status v Respond

a day ago - Yesterday
* &k ok ok

Action required

Status ~ Respond

@ Jubilee Ford - 419 Brand Place, Saskatoon
Victor Ross reviewed your business on google.com
2 days ago * Last Monday at 1:24 PM

' &8 & & ¢
«— Back

Everybody is so wonderful when they're super nice



Tab: Reviews Understand trends in customer sentiment

Explore trending keywords

Insight Services Negative A25
e Harness the power of Al to | clincbeds 2D -
analyze reviews at scale o Negatve 11 | = soomen
33 A s | 333 . 292
° Visua“ze Customer Staff Negative ij Sentiment over time for Service
sentiment through trending Queue B S |n N/
keywo rd S Emergency room Posiive 2
e Identify seasonality and i il | ————
understand target market kgt Negaive 5 | & o s
needs 7] [ —
Timing Negative '4 “‘*‘“(”"’ 4' 5
Bed Negative % o
0 ¥ 1 nany >

«— Back



Reputation Management




Tab: Reviews Manage and respond to Facebook and Google reviews ﬂs

«— Back

See reviews from all
Facebook and Google

Respond in-line to
Facebook and Google
reviews with templates

Keep on top of trending
keywords in conversation

Sort reviews by keyword
sentiment to drill in

Reputation Management

Get more out of
Reputation Management Get Pro

EEm Overview
DS * Reviews
Manage Reviews
Review Display Widget
Statistics
Insights
» @ Listings

G Google QA

P

Mountain Media

<& QN ~

Manage Reviews

Average Rating To
Total Reviews 14 Industry Avg. 4.2

(o)
70 /Oo Positive 7
Recommended Negative 3

#~  George Klatt reviewed your t

2 months ago

Excellent service and clearly experts in the

nded v

Response from Owner Thank you so mi
that our services have pleased you.

ord Cloud



Tab: Reviews Respond to reviews in as little as 2 clicks

«— Back

Templates are selected
intelligently based on star
rating

Create an unlimited number
of custom templates

Complete control over
default templates

Manage Reviews

4.2

Top

1,267

). 498

| f1C

0 Weston Carlson €3 recommends Lunch and Brunch

They have amazing eggs benedict!

Action Required

Short but sweet feedback

Thank you!

&

We strive for 5-stars

Cancel

Responded




Tab: Reviews Understand trends in customer sentiment ﬂs

<A  OmegaDental Clinic + HH (@) EricaGrace ~

Back To Original design (2

Explore trending keywords :
H : Sentiment Mentions Reviews
Services Negative 2% |, Services T 25.s 178
- Posit o Sentiment over time for Services
Clinic beds Positive

e Harness the power of Al to -

analyze reviews at scale Facilty - | 7
Staff Negative !9 | e o
e Visualize customer 0 | e ——
sentiment through trending e B g
keywo rds Emergency room Positive 2 :: : xcellet Amoying '
Rooms Negative  _ g > —
e Identify seasonality and E 5 el
xperts Negative )

understand target market
n eed S Timing Negative 4

r now. What really sets this dental clinic
ing.

Bed Negative

0 ¥ 1 ny 5

«— Back



Tab: Listings See the accuracy of your business listings ﬂs

e Ensure your listings are
accurate on Google and
Facebook

e Correct your listings to be
found by more
customers

e Compare your Listing
Score to your industry

«— Back

Listings

Listing Score

965
N\/

/\/
Displaying 60 of 60 Sources

Search Engines

o Facebook

:-, Google

Omega Dental Clinic

1510 Texas Ave
Houston TX

77002

. 7132281111

World

366

1054

@ Ac
o LIS

Hi

curate listing found

ting not found

thisisnote /'

Listing Information

Omega Dental Clinic
1510 Texas Ave
Houston TX

77002

(713) 228-1111

h

http://www.vicandanthonys.com/lo

@ 2

Edit

[x

\
)

G

Filters
SOURCE TYPE
O

O

LISTING STATUS
f

Not Found




Tab: Google Q&A Ask and answer public questions
<M Business Details ¥ HH

Reputation Management Google Q&A ‘@
e Receive alerts for all new

3 5

questions to be the first to TR
respond . A onesoeas -
G Google aza @ Erin Bowman asked a question on google = Googh QBA
e Ensure all questions receive PR wenons
an authoritative response "
from the owner =

Answer from Ivanka Office hours begin at 8:30am 3 5/8

e Ask a question to address R ———
FAQs right on the Google
listing

__ Merchant (Owner) @ Erin Bowman asked a question
= ¥¥ on google

What time does your office open on Wednesdays?

e Video: How to engage clients with

GOOg/e Q&A Hide 2 responses

Answer from Ivanka Office hours begin at
8:30am

«— Back



https://vendasta-1.wistia.com/medias/1ho9tt1ci7
https://vendasta-1.wistia.com/medias/1ho9tt1ci7

Reputation Management

Tab: Reviews Display your best reviews on your welbsite

Review Display Widget

e Embed the Widget Code
on your site to show off
your best reviews

90%

of customers read
reviews before
purchasing

«— Back

Review Display Widget

Customize Review Widget

Primary Text Color

scondary Text Color

mmmmmmmmmmm
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Widget Code

Paste Widget Code into HTML of your website

<script src="l id.pdgs.mobi/_public i lisplay

widget js?pid=PID&agid=AG-

RJBHRLHCI
‘econdary_text_(
by ST

Widget Preview

E Anonymous reviewer reviewed Drift Sidewalk Cafe & 10 Lounge

* % %k Kk %k
Example Review 1
Lorem ipsum dolor sit amet, consectetur adipiscing elit

Aug 18,2017

E Anonymous reviewer reviewed Drift Sidewalk Cafe & 10 Lounge

< kok ok ok
Example Review 2
Lorem ipsum dolor sit amet, consectetur adipiscing elit

Aug 17,2017

n Anonymous reviewer

* %k kK
Example Review 3
Lorem ipsum dolor sit amet, consectetur adipiscing elit, sed do

eiusmod tempor incididunt ut labore et dolore magna aliqua. Ut
enim ad minim veniam. auis nostru...

1/2 Display Published Reviews




Reputation Management

EXPRESS VS PRO




" B A @

G

Reputation Management

Overview

Reviews

Manage Reviews

Review Display Widget

Statistics

Insights

Listings

Primary Listings

Citations Pro

Statistics Pro

Google Q&A

Competition Pro

Mentions Pro

Social Pro

Settings

Features

Reviews: Monitor customer reviews

Reviews Display Widget

Insights: Discover trends in customer feedback

Listings: Identify listings that are inaccurate or missing

Google Q&A monitoring

Competition: Compare up to 3 competitors

Mentions: See when business are mentioned online

Social: Monitor the business’s social activity

Daily Digest emails + Executive Report

Reputation
P Reputation
Management
Management Pro
Express

Facebook & Google 35+ sources
Facebook & Google 100+ sources

v,

Vv

V

% 4



Reputation Management

DEMO

Reputation Management Pro Reputation Management Express

Repggtion EXPRESS

Feature specific walkthroughs: Review Response Templates | Insights | Google Q&A



https://vendasta-1.wistia.com/medias/28eauy4yjo
https://vendasta-1.wistia.com/medias/gq1mpqg0xg
https://vendasta-1.wistia.com/medias/1ho9tt1ci7
https://vendasta-1.wistia.com/medias/wmwukkxkev

