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What is Reputation Management



How your company looks

• Good reviews bill trust

• Bad reviews show problems

• Number of reviews show 

operation volume

• Show company information

• Display next to competition

REPUTATION MANAGEMENT



Reviews

• Number

• Reviewer’s feedback

Star Rankings

• 1 to 5

• Universal grading system

• Psychology

REPUTATION MANAGEMENT



• Trust factor

• Interact with customers

• Customer service

• Company information

REPUTATION MANAGEMENT



Bad reviews

• Impersonal nature of the Internet

• Represent true feelings

• Take with a grain of salt

Fake reviews

• Post your own to increase score

• Competitor posts to decrease your 

score

REPUTATION MANAGEMENT





General Process



Claim or create profiles

• Search a review website to see if profile 

already exists and then claim

• Follow steps

• Create new profile

• Follow steps

PROFILES



Update or standardize business 

information

• Business name

• Business address

• Business phone number

• Logo

• Business hours

BUSINESS INFO





Review Websites



Most popular website for many 

industries

Bad reputation with mixing reviews 

appearance and purchasing advertising

Need to be engaged due to larger reach 

and mindshare

YELP



Part of Google My Business

Reviews shown are part of Google 

search engine results and Google Maps 

results

Google uses review score as part of 

other ranking factors

GOOGLE REVIEWS



Part of Facebook Page

Shown when people view Facebook 

Page

People can recommend a business and 

that recommendation shows to their 

friends on Facebook

FACEBOOK REVIEWS



Each Home Services website also has their own 

review system

• Angie’s List

• HomeAdvisor

• ThumbTack

• Nextdoor

HOME SERVICES WEBSITES





Responding



It is important to respond to bad reviews for 

several reasons:

• It shows you are engaged with your customers

• You can try to fix the issue that caused the bad 

review

• If you can’t resolve, at least you can explain 

why

• Don’t take it personally or react poorly

BAD REVIEWS



It is important to respond to good reviews 

for several reasons:

• Shows engage with customers

• People like the interaction

• Don’t need to response to every good 

review

GOOD REVIEWS



If you receive a fake review, report it to try to get 

it removed as fake

Report reviews that violate the terms of the 

websites if off topic or doesn’t relate to the 

service performed

REPORTING





Review Solicitation



Research the guidelines for 

each review website to learn 

what is allowed

FOLLOW GUIDELINES



Ask your customers to leave a 

review

Make it easier by sending an email 

after their service with a link to a 

review website

ASK CUSTOMERS



Own Reviews



Consider adding a review mechanism to 

your own website to collect reviews.

Make the system fair and show both good 

and poor reviews

OWN REVIEWS





Conclusions



BENEFITS of 
REPUTATION MANAGEMENT

1 Company appearance

2 Trust factor

3 Client interaction




