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Take the
wheel

Put yourself in the driver’s seat of
your online reputation by managing
online reviews

By Leslie Finical Halleck
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LESLIE BREAKS this
topic down even

more in the “Take the
wheel: online reviews"
on the Retailer Radio
Network.

retailer

NETWORK

hen it comes to online reviews of local busi-
nesses, | typically hear one of two Lhings from
people in our industry: “I can'’t stand those
sites like Yelp, because people can write terrible

reviews and it makes us look bad!” or “What do you mean |
have a Yelp page? What is Yelp? I've never seen it!”

If you've uttered something similar to either of these state-
ments, then it might be time to admit you're taking a backseat
to your online reputation. This train has left the station, folks.
\”011 can Cith{.'r hl.‘ Ih{‘ t'l'lgirlt‘l‘r or |{'t P('(}p]l‘ mil(:h [C‘\.\' 'in\"(_'.‘i[{'d

in your business drive the train for you.
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W'hilel most
people say
they take
these reviews
about your
business to
heart, other
research has
found that
only 28
percent of
people
actually write
reviews.

These days, your online repuration should be
a top priority to you and your business. Much
like your website is your digital doorstep or
storefront, online reviews now make up much of
your \'\"(]rd—()[‘—ﬂ'll)l_llh m:lrkcl'lng:. \\VIIL'IIILT []lL’ re-
views are on Yelp, Angic’s List, Houzz, Facebook,
Twitter or the like, you should be paying close
attention to them.

You're a customer, too
Think about how you shop as a customer: When
you're looking for products and services, don't
you usually want to get some feedback about the
business first? Most of us jump online and inves-
tigate before we purchase. Marketing company
Yodle states that 90 percent of customers are
influenced by positive reviews online. One great
review or one bad review can mean the difference
between gaining those new customers and losing
them before they've ever visited you.
While most people say
they take these reviews about
}"ULIT EJLL‘:i]'lt'SS o Ilt':il'l., Ulllt'l'
rescarch has found that only
28 percent of people actually
write reviews. They're often
driven ro write them after
rhc*y‘vc' had a bad experience,
not a good one. I can say
that’s pretty accurate from my
own shopping experience. So
if you're not paying attention,
you could end up with a few
negative reviews that seriously drive down your
online reputation and new business.

Get your house in order
Before we get into the nitty gritty of how to
manage online reviews, you need ro get online
and rake account of your existing repuration.
Have you searched for and found your Yelp page
if it exists already? If not, you can create one.
Realize that Yelp creates these pages and you may
I'lﬂ\-'(_’ had oneg F(]T' l'llli“_’ some time Wirh()llr your
knowledge. You may even have several reviews
there that you've never seen before. I've seen this
scenario repeatedly. You can claim your page
das th_' bllSiIlCSh owner Ll]'ld. rﬂak.(_' l.ll(_' n CCL’SS:II'}'
updates to your logo, photos, description and
contact info. Then immediately respond to any
reviews that may already be present. T'll address
response protocol a bit later.

Check your Facebook page for any existing
reviews and thank the customers. Also, always
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Ly address any feedback,
P()SI“VL’ or “L'gﬂ“\'(_’ on
all of your social media
platforms. If you advertise
with Angie’s List, be sure
vou're monitoring comments and feedback
regularly. There are many other places reviews of
your business can appear so general web searches
for your business name with the word “reviews”

are hf‘lp]clll

Ask for reviews
While most industry chatter I hear about these
kinds of online reviews is negative, 1 ;llwa}'s
recommend taking a positive approach to them.
Don't fear online reviews, ask for them. Here is
sample terminology I use for my clients in their
email communications and online:
“Have you used our services? If vou've had
da gl'i_’il[ (_'XPCriL'nL'L’ or l:l'lirlk wc |1Cl:d Lo .S[L'P LI.P
our game, we'd love to hear from you. Feel free
to post reviews, su ggc‘itirms & comments on our
Yelp page.” Be sure to link to any of the sites
where youd like customers to post a comment.
Asking for reviews is often the best way to get
positive reviews. Remember, most people write
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reviews after they've had a negative experi-
ence. They just don't think about going
fl'lfl[' extra STC'P II: rh(’.}' are content \Virh 'Vﬂlll'
services. If they are happy with you, they
may il!!‘il) hL’ II';JI')P’\_" o h(m()r d dirL‘L‘L rt'quC.\[.
from you to share those feelings with others
online.

One note on requesting reviews —
they must be authentic. Yelp will filter our
reviews that appear to be false and most
reviews from commenters that have never
reviewed another business. Never write your
own fake reviews. They'll bust you.

Reviews also drive SEO. Meaning, the
more reviews you receive online, the higher
up you'll appear in online search results.

Leave the bitter behind

While the negative reviews may be frustrat-
ing, you must look at each of them as an
n]‘ipnrl‘lmi!y [o .N‘hl'.)\-\" _V(mr (.‘h:!l’:‘lcn:r ﬂnd
build customer trust. Vitriol will get you
nowhere when it comes to existing negative
reviews.

Here's the deal: You or your staff most
likely did the thing to them they weren'
happy about. I've visited a few [GCs lately,
:ll'ld I ](.’FT l’ﬂch one nftl‘h’n‘l W:ll‘lring o gn
online to write a negative review. When
someone complains online you need to
EIP(]I()gi}‘:L’ ﬂnd own i[. Sh(]\\" ]hL‘m }"(H.l care
about their experience and you want to
make it right. Offer them a store credic or
gift card and invite them to come back and
visit you again. Remember, everyone else
is watching to see how you'll respond and
they'll judge you accordingly.

In these situations, the recommendation
is that you send a privare message to the
reviewer first to see if you can work things
out with them behind che scenes. Make
them feel acknowledged and see if you can
{:.';L'l. l]l{_'I'I'.l L0 come l]lle. Oﬂ.c]l, ill}’(lu cdan
make it right, they'll post an 11pdmcd and
upgraded review. If they reject your offer,
you can then very ‘{mfirrtf],' rt.'_s'pnm] p1|h|ic:1|1}'
to the comment that you are sorry for the
PUU]' CXPLTiCIlL'L' leld Ulllli[lL' l.hl._' OH.LT }'0[1
gave them so that others can see you made
a concerted effort.

In my L‘x‘pcri('ncc, both in the business
I've run and with clients, I've only seen one
review online that was unjustifiably nega-
tive and slanderous. Even then, the custom-
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er was addressed politely. In thar situation |
dealt with Yelp through the proper channels
to handle ir and did have ro block the user
from social media accounts. But that’s one

customer out of III(JllSulld:\'.
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Back away from the delete button!

Do not, [ repeat, do not delete negative
reviews or comments from your social
media pages or blog. Your customers have a
right to air their grievances and you've given

features
simple.

Tranquil Décor fountains and bubblers are
available individually or as complete kits with
everything DIY’s need for an easy to install water
feature on the deck or in the landscape.

Call 800-448-3873 or go to www.easypropondproducts.com
keyword “tranquil” for more information on Tranquil Décor
or to request a full color 2014 EasyPro catalog.
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them the platform on which rto do
so. You'll make them even angrier
by deleting it rather than publicly
addressing it.

RCI”C"}I‘CL L'\'Cr‘\'(llil.' L'I.NL' ih
watching. You'll show far stronger
character and empathy by politely
acknowledging the comment and
offering to make it right. Even af-
ter you've addressed it, don’r delete
it. It should remain for others to
see an example of how you handle
customer iSSLLC:\'.

Of course, this policy does not
apply to comments and posts where
foul language or threats have been
[II:IL{C. Tht.\ht‘ customers \'\-"i.” “.CL‘d
to be banned from your accounts.
Chances are you will never have
that experience

Share the good

]'{ ave you g(ll['i‘l‘l L.._’,TL':I[ reviews {r()rﬂ
customers online? Be sure to share
them! Good reviews are gold, and
there’s no reason you can't share
them via your website, emails or
social media platforms. Remember,

your job is to inspire confidence in

your cusromers.

The overall lesson is to take the
reins when it comes to your online
persona and reputation. Take the
bad with the good and always keep

your focus on what's best for the

customer. Do that and you'll win

the online review game. 8
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