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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

e A 6-step process for Generating More Reviews
 What Review Sites are Most Important

* Case Studies

*Q&A

BARQAR
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< Word-of-Mouth

MmC Consumers’ Purchase Decision Influencers

based on a survey of 1,680 Individuals with Intemet access In the United States, United Kingdom, Brazil and China

November 2014

®'Word-of-mauth Online reviews from other consumers ® 0nline reviews from industry experts
Traditional advertising (TV, radio, print}) u Social media posts from friends/family
76% 75%, o
69% 71% 67%
7%
48% 4506 47 %
42%a
33% 33%
i ) I I B
us Brazil China

MarketingCharts.com | Data Source: Razorfish

BARQAR
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WIVI has been shown to
Improve marketing "
effectlveness by up to 54%. ——u

e: MarketShar
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Researchers found a 10%

. increase of WOM translated into
RS Ilfts between 0.2 —1.5%.

e: MarketShare / Keller Fay Group
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84% of consumers reported
always or sometimes taking

action based on personal
recommendations.

Source: MarketShare / Keller Fay Group
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Amplify Word-of-Mouth
and Reach More People.




< People Turn to Social Sites for

Recommendations

'_:Z- feeling heartbroken

| Yesterday at 9:58am - 2\

Mot the news | was hoping to receive. Looks like | have a ton of stuff to figure
out. Anyone with recommendations on long term care facilities please inbox
me. Also anyone with advice on dealing with parental finances without the
state taking all of it please inbox me. House is already a protected asset.

s Like W Comment 4 Share = Buffer
8 peaople like this.

YWiew 29 more comments



< People Turn to Social Sites for

Recommendations

Meorthbridge, MA

Buffalo area friends, can any of you recommend someocne to do a roof? We
need one and would welcome suggestions!

Like ¥ Comment Share Buffer

D
E- Black Rock Roofing
Like - Reply - June 24 at 12:38pm

m Ve had a really good experience wiih Mammaoth . | think they might
€ Cdi ammoth Construction.

Like - Reply - June 24 at 1:23pm

E -Fhankyc-u s0 muchl
B Like Reply - June 24 at 3:17pm



< People Turn to Social Sites for

Recommendations

tember 9 at 10:24am - 4%

Who has a reliable contact for a drywall guy/general contractor for a smaill
drywall/insulation job. Any help would be helpful. Mot getting good responses

from people we have reached out tD.:

il Like P Comment ~ Share = Buffer
lan Fiercy and 5 others like this.

Yiew 23 more comments

If anyone needs side work done contact Gerald Rounds Jr. He is a life saver...2 days
and the mess is cleaned up and | have a ceiling, again being reminded how nothing is
level in this house though even the beams.... Now for the finishing touches (sanding
some touch ups on joint compound to hide screws/gaps, paint, molding...)






< SOCIAL MEDIA

Total Page Likes as of Today: 621

Total Page Likes BENCHMARK
Compare your average
performance over time.

Total Page Likes

Build Your Following

BARQAR
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< SOCIAL MEDIA

S<5B Step Out Buffalo
STEPOUY G m b e B s
surraro  September 12 at 8:00a

Rain, rain, go away. http://goo.gI/KjYMut

8 Things to Do on a Rainy Day in WNY - Step Out
Buffalo

Although it would be convenient, if not perfect, if the skies were clear and blue all
year long, sometimes, the world calls for rain. read more

av
7 Like # Comment « Share ~ Buffer
64 people like this. Most Relevant + BARMR
38 shares
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< SOCIAL MEDIA

ﬁ Tandooris

Don't forget... Free Appetizers make Monday a little more palatablel!

With the purchase of 2 Entrees

BARQAR
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< SOCIAL MEDIA

Tandooris wvei RPC Company
ﬁ Published by Tony Wiechec [?]- September 9 at 10:35am - @ L‘:‘ Published by Hootsuite |
Another satisfied Tandooris customer! Thanks Dottyll It was so great working with you. Michaell

€ttt
Tandoori's has excellent food! Their

staff is always friendly and very helpful
' with explaining their menu. We love

coming here!

- Dotty M.

-
YC

|4 St

RESOURCE

PERSONNEL
CONSULTANTS

v

ifF Like ¥ Comment % Share <~ Buffer i#® Like ¥ Comment # Share < Buffer

Mix in self-promotion

BARQAR
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< SOCIAL MEDIA

David Searns, Jari Searns and 8 others like Insurance Relief

“ Insurance Relief ifr Like Page

Seeking motivated, Life & Health licensed, manager for both a Northern &

outhern CA corp. This bUiIdS trUSt.

Now Hiring:

Boyee e * This is a targeted “ad”
- that keeps the company
top-of-mind with the
exact right target

Needed Now In California

Put our connections to work for you. We're an experienced staffing firm a u d i e n Ce
[ ]

specializing in the insurance industry.

Learn More

-

y Like ® Comment Share Buffer

BARQAR

DONT BE PART OF THE HERD




< SOCIAL MEDIA

m Personal Capital ifr Like Page

Are You Retirement Ready? Data Driven Retirement Planning. Manage &

Forecast Your Savings. rl endas.

SETREET . 136 tota
shares/likes/comments.

h

| . * 45,968 impressions
Introducing Retirement Planner b ecause Of SOC | d |

The most sophisticated, realistic retirement planning calculator available from

Personal Capital. Now you can build, manage and forecast your retirement plan in b .
: ’ Interaction.

one convenient location. Free sign up.

DONT BE PART OF THE HERD

Learn More

& -

¥ Like W Comment Share Buffer







There are Hundreds of Review
Sites For Every Industry

judy’s book @"-Em@ dex/ianows

tripadvisor blﬂg W Citysearch
yel Pfe> “ E Goo gle I 9 superpages.com”

Local

Angier list Insider Merchant@
foursquare deal..com A Yell.com.

BARQAR
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There are Hundreds of Review

Sites For Every Industry

Velp:s
* 250 million reviews!

85% of user questions are answered by other
tripadvisor  users within 24 hours.

146,000 DAILY visitors.

T - CETE

i 2,021,198 RATINGS AND REVIEWS OF APARTMENTS FOR RENT NATIONWIDE

;‘z,\,;j.'\ ?' ApartmentRatings
\F | 7




< THE BOTTOM LINE

FACULTY & RESE
Harvard Study Shows & ot i s [

i
HEH‘HEFIE:I;IW:MIHHH 33 mlhr,‘mw
of vﬂ'lp,cnm pma"nnl' and Hﬂe""&f The Case & Fckant Ly
By Michasd ey oy
The study examines the impact on Yelp ratings &= gu .. s
on restaurant revenue. They found that a iy

one-star increase in Yelp Ratings can lead to a
9% increase in revenue!

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

BARQAR
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Reviews Impact Search Rankings




é— TOP 50 SEARCH RANKING FACTORS

Diversity of third-party sites on which
reviews are present

Quantity of Native Google Maps Reviews
(w/text)

8]
Volume of Testimonials in hReview /

Schema.org

Overall Velocity of Reviews (Native +
Third-Party)

—— -

B omeyerion _
Quantity of Third-Party Traditional I

Reviews
EL  Locanen Kevwos

Authority of third-party sites on which

reviews are present

Product/Service Keywords in Reviews

B 9

Quantity of Reviews by Authority
Reviewers (e.g.Yelp Elite, Multiple Maps

Reviewers, etc)

DONT BE PART OF THE HERD




THE PROBLEM?

"Licking [the sidewalk] will give you
the same experience... to be fair, L
the sidewalk will probably make P
you less sick.”

"I'm pretty sure dairy goes bad. And
I'm pretty sure Fiesta Mexican Grill
doesn't know that.”

1\ «p'}v/ \ L QJ& /‘

Restaurants

BARQAR
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< THE PROBLEM?

“Horrible hotel!!! Horrible Horrible Horrible....Stay
Away If You Love Yourself’

®OOO0) Reviewed January 4, 2000

cvbabyqurlg17y

Boston, Massachusetts The Absolute worst hotel in my history of hotel stays. | have stayed in
Level e Contributor many hotels, mainly Westins, Marriots, Sheratons, Hiltons, many like
B 4 reviews those. But this one takes the cake. The place advertised cheap,

renovated rooms, private baths and so on. But they forget to mention
they are filthy and grotesqguelll The place itself is located right next
door to...

More =

%:} 25 helpful votes

Liked — The fact that we got out of there alive and wlo rat bites and any sort of

Stayed July 2008, traveled with friends

@000 Value ®OO00 Rooms
®®EC0 Location @O0 Cleanliness
@O0 Check in / front desk ®OO00D Service

@O0 Business service (e.0.,
internet access)

Was this review helpful ? 21 ™ Report

Ask cvbabygurlé17 about Hotel Carter

)
o

Hotels

BARQAR
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< THE PROBLEM?

Matthew C. 8/11/2014

Memphis, TH D

¥+ 0friends I've never even stayed here, but read about all this on
B 1 review Reddit. Probably like many of you.

My rating's the same, though: Don't go here. Don't
reward them for trying to keep human beings from voicing
their discontent. Pretty disgusting that rather than try and
better their service, this place tries to intimidate people to
shut their mouths. Like the mob.

Congrats on your suicide, Union Street Guest House.

Was this review ...7

Useful Funny | 3% Cool

Bed & Breakfasts

BARQAR
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< THE PROBLEM?

" 2 70
R % Recommended i
Cwverall 7 7 o o W
Mooz * W * Fainteriangs * * i * Sadety * * * W W
Heighborhooa: 0 00 i P Grounds: WO W Office Seare T T W i W

Sart | Miost Recent ¥ & Wribe Review

o =T
D0 MOT RENT FROM Linden. | lived n a property owned by linden propertes elsewhere. They
are HORRIBLE. They never fix amything, they lie about everything, add fees here and there for

na réason, they ang rude, 1he landord even hung... Full Review -

1.

* 03/0815
Terrible. Ally inden propermes. You pay big money and get teld that this and that will be fixed
and fnished. Management nor lease direction keeps comact. | had no water pressune. [oilet
pipse Burst. My bathroom door would not shut because. . Full Review =

1 .

" 0310615
1@

This complex has gonen progressively worse. Mo one responds 1o Manienancs reguesis. Yol

simpdy disd numers and Bave messages. o one return calls, or makes repars. and in the

inlikely event that they do. the workmanship is shoddy, and the workers . Full Review

1.

BARQAR
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< THE PROBLEM?

¢™ SeniorAdvisor v 1-800-805-3621

Over 91,041 Reviews

-~ S~
W Find prices & ratings fof senioreommunitie

~ -

Found a gem Top Marks for A Caring Improvements
Choice A F.H. - Kirkland

Nursing Homes/Senior Living

BARQAR
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< INTERNET TROLLS

SAY GOODBYE TO

. T\\ INTERNET TROLLS!
| It's time to take control of your online

' reputation and stop allowing Internet
trolls to control your brand image.

BARQAR
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< INTERNET TROLLS

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!

BARQAR
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< INTERNET TROLLS

Step 2: Respond

* Don’t be defensive.

» Say thank you (sometimes hard to do)!
* Address problem head-on. ‘.THANK—YOU
e Outline how you have changed. :
* Be sincere and honest.

* Take conversation offline.

* Avoid back and forth.

BARQAR
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INTERNET TROLLS

Step 3: Go on

* Best defense is a good offense.
* A lot of positives drown out negatives.
e Offer incentives to your team.

* Showcase testimonials on your website too.

DONT BE PART OF THE HERD




There IS Technology to HelpI
e S W‘W S e = e




< BARQAR REVIEW SYSTEM

(P paraar

Hasrass lnbbsad = O uybora Dashboard

Caonlon's Bar & Grill o

Customer Dashboard -

oliect reviews on-site or send a roliow-up

* 1 -]

Automsic |

email with additional offers.

e 04

Protect against Internet Trolls.

2 ' : Improve search engine rankings.
wresnss Showcase testimonials on your website.
:.r_:'f.lu!-l:h fura ' teare R S——— - e Drive more revenue-

all . M

Try saparietcw was greal they
Servw grand Pacsd ard great A - =
' B

i el
Fosd I8 greas . el plsca 53 siem Feed Bach - e
J wTh MEras

- e
Zredl BN gidl Ve d wary
Bhba iead aa 2oy i

BARQAR
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< STEP 1: SURVEY

Kiosk Mode: Unigue URL loads Kiosk Mode. Follow Up Emai:
IPad at Front Desk in Dentist Office asking customers for feedback right away. Customer gets emall with Online Review Links after visit.

Kiosk returns to entry screen

S B

L

AROAR

DONT BE PART OF THE HERD




< STEP 2: QUALIFY

How did you feel about youwr experience with us?

Bty submiting this teedback you agee o our fegdback and review policy

BARQAR
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< STEP 3: GOOD REVIEWS

N.

@@ tripadvisor

the review sites of choice. We integrate
with over 50 of the top social review

platforms.

foursquare)

BARQAR
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£ STEP 4: BYE, BYE TROLLS

L8 wihal we Qo have Joane Delles

Ve il Contac wou 10 address he sibualian in any Wy we Can

Once again, thank you for 1aking the time bo e us know how you fesl, and

| hope we can address this for you
Sincerey

Dan Conlon

What could we have done 1o make your experience betber?

encouraged to leave reedbac

PRIVATE form.

This protects against bad online reviews
and allows you to identify areas of

concern.

BARQAR
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< STEP 5: REAL-TIME FEEDBACK

Enoy Faphy Fowwed Ouiely Losrbo Creste
T Fifdes ¢ B

Faipera

Fipm B3 UL o oty o Test  Ter TILNAY EED P
T B Srein b DR
b Durieml Frobari slae o Dens o @ rtaanent
-
_— —

=

* You can use these alerts to thank happy

patrons (and offer incentives to return)
i ke and also identify concerns with service

that you may need to address.

L TIET BT b r A

Cesiomer email medcade] Skatmail com

Castomer o

E Theds 1o Y i 1 1 lex i
T il Dia

1

&1y

a1

Lbck heve ta vieor ihe Seedback o vour Duatiosd

BARQAR
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< STEP 6: REVIEW ALERTS

. W T ikl o E izl il ¥ e
= iil - Fﬁ- r '%‘ el -i ?' By Feird

Faply Faply Foremed [ Howie Ceste Ok Eiath Cengore Pelaw Mari m -
o B8 Folder - Puln  AcSera - Josdn T U = Limend i SR

Lk heive i dovmicad patuni. To e peoti o your presy, Dubiost pIeried eomeli; ooesmicac o 108 peaure i il me g
Fres Tl Brd i Sni:  Wad TOTLGELE G
T Erpd Tevily i RN

[

acebook and more.

iyt (L T T P e P T e ]

We've desecied new peviews aboes voer bugness as the I'nr.-.mng i

g wreew v p oo T pron dencepocial - bad Sal e

Reviews devecisd. &0

You can use these alerts to respond in a

Recet 3

o
Auihar Nathan P timely manner and show people you
Hatisg 40,3
] came eve luer Friday wk myv getinemd and she made 3 reservation for TPM. We anmved |5 mamunes eardy and were
surpeieed E6 sce the reilauranl pretey mach crsty, Thae hoibein prompehy grected us aed miked Q6 weddl 3 d Bee b wall o the
bar or be pewed mmediney. We chioss the lamer and peguested e sit onside on the pacie. The parbo b beamifal and 1 can ot
wail 1o come back on 3 diffeent zight writh fimds and chill there. The serom mmedasehy came over ke iF we kad Ened
dhere before and we peld be we had son. Ske Briefly explosesd the mesu and peak sur drisk seder, ey For me, wiks for ke
She recarmed vers guickiv wirth 1hese and aaked if e vrere ready so arder We peaded 3 rrapd e of minoses oo decade smd
ariked b opistac. | Bhoaght # ad o sior bouch ikt they brisg over £8348 bread 883, (B bread ticle) wakk bomato pedlo
We ondered 4 planes no share and 108 o walmes 10 bing theam o whenever they were comvenlem for the cook as we did
not mind what ww abe firet or et Firdt came oer the Feench Onicn Dueplings sad the Bewd oo 'Weck Mraikalle The
dumplisgs were very dilTeresr weative, and 1 really ssjoved then. The meatballs | wis e & fin of, ey nd of ronisded me
af preadith mewballs nith cararray peede blended in Kind of 55 odd mixiose and thev wegendls 19 VErY Y [y e
favece paet of the meal). Next came oil the Secal Spouts and Lamb Sliders. The socal dprosti seare Elpgisg amaemy they
were peasted with pancerts dad mixed with apples and goar chesse, AWESOME combinanon The lamb diders wose peobabily
my favorte part of the mead They were very baaic, bemb pagty wish trsiika vauce oz 3 roll with bomaio s pickle o the sde
The laeh wid jeiey, 1ender and pelealy ceoloed smd the temsld wis the parfe complisen [ will defisirgdy be Back bae
again. The caly reason thai this place ge 4 pars inmead of 5 were the |ess chan average mearhals. O bl came oo 580
incleding Eax and tip which 1 sbout sverage for the medl wie had plis T dende each [ cam net weail 10 come beck and 1y the
pes of thelr menm and sin oo e deliginfal paio!

truly care.

Author Madies L

Ratimg 505
15835 ve boes here comtleia timei, whether it be for broach, Bappy hour or dmner. Evervthisg i goed . Coclitals are fon and

BARQA
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STEP 7: REVIEW WIDGET

Evarage Rutisg /6 Tetal Tertimendals

S0 =

hout your

your guests’ great feedback a

food, service and atmosphere—helping

Genlan's Rar & Grill

to fill more seats consistently.

Tony D

qreat in

Steve F

Bl SEAIT QUEsdl FOER WEY ik :'ill-: B M3 o o Gredl CNNEET O SEVEn RIS

Paula G

Food Is greal.. great place to go with friends

BARQAR
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REPORTING

Bossrmyy Daphbos & Conmoregr (o dboasd = Pasoregers St

Performance Report for Conlon's Bar & Grll July 22, 2015

Aeporting Period. (g "w=M0mn  Fu?Den " Frim o PF |

Het Promoico Score (HPS) i@

that show:

- * Feedback requests

/ l.'.::n-:.'! Work! .
PPN Jonte

Your Score

* Total online reviews
* Email open rates

* Negative reviews blocked

Fasdback Fredhack Raguiss
Requerits Sent Crpem Rale

144 42.4% 25

Reputation Saver

Online Reviews

o

BARQAR
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WHICH REVIEW SITES ARE RIGHT FOR
YOUR BUSINESS?

There are hundreds of social review sites and networks for a wide range of industries.
Here's a starting point for different industries:

INDUSTRY MOST IMPORTANT REVIEW SITES

Hospitality Yelp, TripAdvisor, Zomato (formerly UrbanSpoon), OpenTable, Zagat, Menu

SRR, I, Elka) Pages, FourSquare, Google+/Google+ Local, Facebook, BedandBreakfast.
com, Judy's Book

Contractors/Home Repair Google+/Google+ Local, Facebook, HomeAdvisor, Angie's List, Houzz,
HomeStars, Judy's Book

Local Businesses Google+/Google+ Local, Facebook, Better Business Bureau, City Search,
Yelp, Judy's Book

Retailers Amazon, Facebook, Google+/Google+ Local, Facebook, Judy's Book, Yelp,
other retailer websites

Healthcare Caring.com, HealthGrades, RateMDs.com, Vitals, ZocDoc, Google+/Google+
Local, Facebook

Employment Branding Glassdoor, Indeed, Facebook, Google+

(LARGER EMPLOYERS OR STAFFING/RECRUITING FIRMS)

Automotive Cars.com, Carwise, DealerRating.com, Edmunds, Facebook, Google+, Yelp

BARQAR
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< CASE STUDY

et L S
CASE STUDY Bl

& nn only 3 months with BARQAR, Tandoori’s has
received 56 additional restaurant reviews, including:
* Three 5-Star Reviews on TripAdvisor
* Two 5-Star Reviews on Yelp
* One 5-Star Review on Facebook

9 These, and the other above-average reviews led to Tandoori’s
improving their overall ranking on targeted major review sites:
* TripAdvisor — Went from the #11 ranked Williamsville, NY restaurant to #9!

* UrbanSpoon/Zomato — Had their overall approval rating rise to 77%!
* Google Reviews — Increased their overall star rating to 3.1!

“BARQAR has allowed us to make sure that everything positive happening with our restaurant gets
more exposure than the rare hiccup that happens and inevitably gets broadcast on Yelp.”

g BARQAR

DONT BE PART OF THE HERD




CASE STUDY &2 MINDBODY e YO G A

€ In less than 2 months, Mind Body Flow Yoga received 30 additional
online reviews with an average review score of 4.97!

& Not only was their yoga studio suddenly the darling of popular sites
like Yelp & Facebook, but with the help of the BARQAR website widget,
they were able to showcase 26 5-Star Reviews on their website!

“It has been a pleasure to see all the glowing reviews on Mind Body Flow Yoga through the Reputation
Management service. Not only is it essential feedback fo have as a business owner, but | have noticed
an increase in telephone inguinies and new people walking through the door of my business since
enrolling in the services.

| am grateful for the feedback and results that the Reputation Management service has provided.”

BARQAR
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CASE STUDY (@ HORIZON HOSPITALITY

@ Has received nearly 200 additional online reviews with an average score of 4.19.

9 With 126 5-Star Reviews showcased on their website, Horizon has been making
a stronger and more effective impression on all the potential clients & customers
visiting their website...not to mention the increased exposure, driven by these
testimonials, on all major search engines!

“The reputation management program has helped us bury an old negative review with some great
positive testimonials and improve our online ratings. Gathering immediate feedback from people also
has helped us identify areas in which we truly excel. The program has been great!”

BARQAR
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Upcoming Webinars & Recordings

mhe\ngma\m- Gt ied

5 wiebanal

and outline how you can get more people to
choose YOUR business.

o Bgsines
Gascial precha for Busi

DATE AND TIME:
Wed, July 20, 2016
2:00 PM —3:00 PM EDT

\Wighinar Recordings

w30 T # Tt e L0
LA

(TinH
iz DptTiT

www.bargar.com/webinars

BARQAR
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< QUESTIONS?

Brad Smith
FOUNDER/CEO
BRAD.SMITH@BARQAR.COM
888.696.2900

BARQAR
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