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AGENDA 

 

• The Value of Word-of-Mouth Marketing 

• Evolution of Word-of-Mouth Online 

• New Online Platforms for Reviews 

• How Online Reviews Impact Search Rankings 

• How to Deal with Internet Trolls 

• A 6-step process for Generating More Reviews 

• What Review Sites are Most Important 

• Case Studies 

• Q & A 



Word-of-Mouth 



WOM has been shown to 

improve marketing 

effectiveness by up to 54%. 
Source: MarketShare 



Researchers found a 10% 

increase of WOM translated into 

sales lifts between 0.2 – 1.5%.  
Source: MarketShare / Keller Fay Group 



84% of consumers reported 

always or sometimes taking 

action based on personal 

recommendations.  
Source: MarketShare / Keller Fay Group 



THE BOTTOM LINE 

Why do you need Reputation Management? 
 

88% of customers trust online reviews. 

Nearly 9 out of 10 people trust online reviews as much as personal recommendations. 

 

Reviews drive purchasing decisions. 

90% of people report that reviews help them determine the quality of a local business and 

72% of people report that positive reviews inspire trust. 

Amplify Word-of-Mouth 

and Reach More People. 



People Turn to Social Sites for 

Recommendations 



People Turn to Social Sites for 

Recommendations 



People Turn to Social Sites for 

Recommendations 



SOCIAL MEDIA 

You Need an Audience 



SOCIAL MEDIA 

Build Your Following 



SOCIAL MEDIA 

Share valuable  

content 



SOCIAL MEDIA 

Provide incentives 

to your followers 



SOCIAL MEDIA 

Mix in self-promotion 



SOCIAL MEDIA 

 

• 10 of my close friends 

“Like” this company.  
This builds trust. 

 

• This is a targeted “ad” 
that keeps the company 

top-of-mind with the 

exact right target 

audience.  



SOCIAL MEDIA 
 

• Average person on 

Facebook has 338 

friends. 

 

• 136 total 

shares/likes/comments. 

 

• 45,968 impressions 

because of social 

interaction. 

 

 



Overlooked Social Networks 



There are Hundreds of Review 

Sites For Every Industry 



There are Hundreds of Review 

Sites For Every Industry 

142 million monthly visitors! 

250 million reviews! 
85% of user questions are answered by other 

users within 24 hours. 

146,000 DAILY visitors. 



THE BOTTOM LINE 

Harvard Study Shows 

Reviews Matter…a LOT! 
 

The study examines the impact on Yelp ratings 

on restaurant revenue.  They found that a 

one-star increase in Yelp Ratings can lead to a 

9% increase in revenue!   

 
http://www.hbs.edu/faculty/Pages/item.aspx?num=41233 



Reviews Impact Search Rankings 



TOP 50 SEARCH RANKING FACTORS 



THE PROBLEM? 

Restaurants 



THE PROBLEM? 

Hotels 



THE PROBLEM? 

Bed & Breakfasts 



THE PROBLEM? 

Apartments  

& Rentals 



THE PROBLEM? 

Nursing Homes/Senior Living 



INTERNET TROLLS 



INTERNET TROLLS 

Step 1: Listen 
• Claim your pages and set up alerts.  

• Create a Google Alert (google.com/alerts). 

• Use a monitoring tool/service. 

• Get in the habit of looking! 



INTERNET TROLLS 

Step 2: Respond 
• Don’t be defensive. 

• Say thank you (sometimes hard to do)! 

• Address problem head-on. 

• Outline how you have changed.  

• Be sincere and honest.  

• Take conversation offline. 

• Avoid back and forth.   



INTERNET TROLLS 

Step 3: Go on  

the Offensive 
• Best defense is a good offense. 

• A lot of positives drown out negatives. 

• Offer incentives to your team. 

• Showcase testimonials on your website too. 



There is Technology to Help! 



BARQAR REVIEW SYSTEM 

• Collect reviews on-site or send a follow-up 

email with additional offers. 

• Protect against Internet Trolls. 

• Improve search engine rankings. 

• Showcase testimonials on your website. 

• Drive more revenue. 



STEP 1: SURVEY 



STEP 2: QUALIFY 



STEP 3: GOOD REVIEWS 

Those that leave a good rating are 

encouraged to leave an online review at 

the review sites of choice.  We integrate 

with over 50 of the top social review 

platforms.   



STEP 4: BYE, BYE TROLLS 

Those that leave a sub par rating are 

encouraged to leave feedback in a 

PRIVATE form. 

 

This protects against bad online reviews 

and allows you to identify areas of 

concern.   



STEP 5: REAL-TIME FEEDBACK 

You receive real-time email alerts with 

both positive and negative feedback.   

 

You can use these alerts to thank happy 

patrons (and offer incentives to return) 

and also identify concerns with service 

that you may need to address.  



STEP 6: REVIEW ALERTS 

The system can notify you of both good 

and bad reviews on Yelp, Google, 

Facebook and more.   

 

You can use these alerts to respond in a 

timely manner and show people you 

truly care. 



STEP 7: REVIEW WIDGET 

A website widget allows you to showcase 

your guests’ great feedback about your 

food, service and atmosphere—helping 

to fill more seats consistently. 



STEP 8: REPORTING 

Get detailed reports on your status  

that show: 

• Feedback requests 

• Total online reviews 

• Email open rates 

• Negative reviews blocked 



CASE STUDY 



CASE STUDY 



CASE STUDY 



CASE STUDY 



Upcoming Webinars & Recordings 

www.barqar.com/webinars 

THE KEY TO WINNING CUSTOMERS ONLINE 

How do people choose one business over 

another? We’ll look at the science behind this 
and outline how you can get more people to 

choose YOUR business.  

 

DATE AND TIME: 

Wed, July 20, 2016  

2:00 PM – 3:00 PM EDT 



QUESTIONS? 

Brad Smith 

FOUNDER/CEO 

BRAD.SMITH@BARQAR.COM 

888.696.2900 

 


