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Agenda

We believe businesses have the right to...

1. Why is it Important to Manage Reputations?

a. How customers find you

b. Why customers choose you

c. Why customers trust you

2. Overview of Reputation Management

a. Walkthrough videos of the product

3. Overview of Reputation in Multi-Location Business Center

 



of buyers are more likely to purchase after reading 
a review292%

of people trust reviews as much as personal 
recommendations191%

of people will buy from a business with a 1-2 star 
rating313%

Why is it important to manage reputations?

More customers are moving to the ‘digital front door’:

← Back

1Source: https://www.brightlocal.com/research/local-consumer-review-survey/
2Source: https://learn.g2.com/consumer-reviews
3Source: https://searchengineland.com/87-percent-customers-wont-consider-low-ratings-228607 

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

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

If they can’t find you, 
they can’t choose you

By maintaining correct listings and having abundant positive reviews



Consider how customers find you online

The customer journey begins with 
a Google search, usually on mobile.

● 60% of Google searches are 
done on a mobile device1

Location-based: “Knee surgeons near me…”

By Rating: “Top rated spa in Chicago…”

By Attribute: “Cafes with wi-fi...”

← Back
1Source: https://searchengineland.com/report-nearly-60-percent-searches-now-mobile-devices-255025

https://searchengineland.com/report-nearly-60-percent-searches-now-mobile-devices-255025


Google’s algorithm determines your ranking

Listings and reviews affect your visibility the most

Managing your listings and 
reputation online is critical in:

1. Being found by prospective 
customers

2. Outranking the competition

3. Being chosen by prospective 
patients

of your ability to show up in local 
search is linked to managing your 
listings and reputation. 66% 

Listings

Reputation

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

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


What this means for your business

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

and you have reviews

Listings need to be accurate & reviews need to be positive



Correct listings increase visibility on Google

19% of your Google ranking is determined by 
Google My Business (GMB). A well-maintained 
GMB profile gets 5x more views than an 
incomplete profile.1

An optimized GMB listings includes:

○ Physical address
○ Hours
○ Phone number
○ Category
○ Attributes
○ Photos

← Back

Listings need to be claimed and accurate

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

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


Positive reviews increase visibility on Google

13.1% of your Google ranking is determined 
by Google reviews.

Prominence on Google considers:

○ Quantity of reviews
○ Rating of reviews
○ If reviews receive a response
○ Keywords in reviews & search

← Back

Reviews should be abundant and responded to



Consider why customers would choose you

What makes a prospective 
customer choose you over 
competitors:

● 80% of people lose trust in a 
business with incorrect info1

● 91% of people trust reviews 
as much as personal 
recommendations2

Is the address and phone number correct?

Are the reviews from customers positive?

What else is being said about them/others

← Back
1Source: https://www.searchenginewatch.com/2018/04/30/consumers-lose-trust-in-businesses-with-inaccurate-nap/ 
2Source: https://www.brightlocal.com/research/local-consumer-review-survey/



Listings look different for business types

● Retail Location (RL) - (i.e., a restaurant)

Has a name, address, phone number, category, and website.

Easiest to find, match category, and syndicate.

● Service Area Businesses (SABs) - (i.e., mobile plumbers)

Do not have an address or a secondary address.

Can be more difficult to find, match category, and syndicate.

● Store within a Store (SwS) - (i.e., grocery store pharmacy)

Often share an address/phone number with another unrelated 
business.

Secondary address and category take on a much higher significance.

● Kiosks

● Containers - (i.e., hospital with doctors, service lines, 
clinics, etc.) 

SwS businesses except they contain a large number of other 
businesses.

Finding duplicates correctly is greatly assisted by properly 
identifying them as a container.

●  Professional - (i.e., doctors, dentists, massage 
therapists, etc.)

Most complicated: uses a business name and a personal name.

Difficult to represent; multiple addresses, phone numbers, 
email addresses, websites, etc.

← Back



Reviews influence buying decisions

Reviews make the first impression:

● 3.3 is the minimum star rating of a 
business consumers would engage with1

Reviews guide purchase behavior:

● 94% of consumers say an online review has 
convinced them to avoid a business2

● 89% of consumers read businesses' 
responses to reviews3

← Back

Customers trust online reviews because they act as social proof

1Source: https://www.podium.com/resources/podium-state-of-online-reviews/ 
2Source: https://www.reviewtrackers.com/reports/online-reviews-survey/ 
3Source: https://www.brightlocal.com/learn/local-consumer-review-survey/ 



Unstructured content affects the decision

Online mentions and citations:

● Blogs, news articles, forums

Social Media:

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

Competitors:

● How much more visibility are your 
competitors getting

← Back

Online content the business unaware of can do damage



Consider why customers would trust you

Customers decide if their 
experience will lead to loyalty:

● 70% of people leave a 
review when asked1

● 53% of consumers expect a 
response to a negative 
review2

Request customer reviews for feedback

Respond to customer reviews 

Understand feedback to make changes

← Back
1Source: https://searchengineland.com/70-consumers-will-leave-review-business-asked-262802 
2Source: https://www.reviewtrackers.com/guides/examples-responding-reviews/ 



Reputation Management

We believe businesses have the right to...

Business owners should have the ability to...

Manage their 
online reputation 

from one place

Be found by 
customers through 

accurate listings 

See what’s being 
said online and 
engage in online 

conversation

← Back



Customer Voice
What is Reputation Management?

Two ways to request feedback

A tool that allows you to:

● Ensure customers find the 
correct business address, hours, 
and directions on line

● Provide a stellar first 
impression through monitoring 
online word-of-mouth

● Give customers the best 
service by keeping an eye on 
competition

Reputation Management

← Back



Customer Voice
Tab: Reviews  Manage and respond to online reviews

Two ways to request feedback

Reputation Management

Manage Reviews

● See reviews from all top 
review sites in your industry

● 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

← Back



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

Two ways to request feedback

Reputation Management

Review Response 
Templates

● Templates are selected 
intelligently based on star 
rating

● Create an unlimited number 
of custom templates

● Complete control over 
default templates

← Back



Customer Voice
Tab: Reviews  Understand trends in customer sentiment

Two ways to request feedback

Reputation Management

Insights

● Harness the power of AI to 
analyze reviews at scale 

● Visualize customer 
sentiment through trending 
keywords 

● Identify seasonality and 
understand target market 
needs

← Back



Customer Voice
Tab: Reviews  Display your best reviews on your website

Two ways to request feedback

Reputation Management

Review Display Widget

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

90%
of customers read 

reviews before 
purchasing

← Back



Customer Voice
Tab: Google Q&A  Ask and answer public questions

Two ways to request feedback

Reputation Management

Google Q&A

● Receive alerts for all new 
questions to be the first to 
respond

● Ensure all questions receive 
an authoritative response 
from the owner

● Ask a question to address 
FAQs right on the Google 
listing

● Video: How to engage clients with 
Google Q&A

← Back

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


Customer Voice
Tab: Mentions  Ensure you’re involved in the conversation

Two ways to request feedback

Monitor Mentions

● See who is mentioning 
your business name 

● Scan the web for 
selected search terms 

● Mentions are tracked 
from:

○ Social media
○ News articles
○ Blogs, etc.

Reputation Management

← Back



Customer Voice
Tab: Listings  See the accuracy of your business listings

Reputation Management

Primary Listings

● Determine on what sites 
your business is 
inaccurately listed

● Correct your listings to be 
found by more 
customers

● Compare your Listing 
Score to your industry

← Back



Customer Voice
Tab: Listings  Scan the web for all business citations

Two ways to request feedback

Citations

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

Reputation Management

← Back



Customer Voice
Tab: Competition  Manage your online share of voice

Two ways to request feedback

Competition

● Keep an eye on up to three 
chosen competitors to:

○ Compare search engine 
Share of Voice 

○ Track social audience 
engagement 

○ Benchmark against 
average review ratings 
and total reviews

Reputation Management

← Back



Customer Voice
Tab: Social  Monitor your social accounts 

Two ways to request feedback

Social Monitoring

● 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

Reputation Management

← Back



Customer Voice
Tab: Reports  Measure success over time 

Two ways to request feedback

Executive Report

● Demonstrate 
improvement over time

● Short term changes and 
long-term trends

● Automated email with 
relevant highlights

● White-labeled

Reputation Management

← Back



Reputation Management
MULTI-LOCATION



Reputation Management

We believe businesses have the right to...

Brand managers should have the ability to...

View all locations’ 
reputations from 

one place

Identify outliers 
and dig in deeper 

per location 

Manage and 
respond to all 

locations’ reviews

MULTI-LOCATION

← Back



Customer Voice
What is Multi-Location Reputation Management?

Two ways to request feedback

A tool that allows you to:

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

● Dig into high- or low-performing 
locations to take action

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

Reputation Management
MULTI-LOCATION

← Back



Customer Voice
Tab: Manage  Manage and respond to online reviews

Two ways to request feedback

Reputation Management

Manage Reviews

● See reviews from all top 
review sites in your industry

● Respond in-line to 
Facebook and Google 
reviews with templates

MULTI-LOCATION

← Back



Customer Voice
Tab: Reviews  Understand trends in customer sentiment

Two ways to request feedback

Reputation Management

Insights

● Harness the power of AI to 
analyze reviews at scale 

● Visualize customer 
sentiment through trending 
keywords 

● Identify seasonality and 
understand target market 
needs

MULTI-LOCATION

← Back



Reputation Management
EXPRESS 



Customer Voice
Tab: Reviews  Manage and respond to Facebook and Google reviews

Two ways to request feedback

Reputation Management

Manage Reviews

● 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

← Back

EXPRESS



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

Two ways to request feedback

Reputation Management

Review Response 
Templates

● Templates are selected 
intelligently based on star 
rating

● Create an unlimited number 
of custom templates

● Complete control over 
default templates

← Back

EXPRESS



Customer Voice
Tab: Reviews  Understand trends in customer sentiment

Two ways to request feedback

Reputation Management

Insights

● Harness the power of AI to 
analyze reviews at scale 

● Visualize customer 
sentiment through trending 
keywords 

● Identify seasonality and 
understand target market 
needs

← Back

EXPRESS



Customer Voice
Tab: Listings  See the accuracy of your business listings

Reputation Management

Primary Listings

● Ensure your listings are 
accurate on Google and 
Facebook

● Correct your listings to be 
found by more 
customers

● Compare your Listing 
Score to your industry

← Back

EXPRESS



Customer Voice
Tab: Google Q&A  Ask and answer public questions

Two ways to request feedback

Reputation Management

Google Q&A

● Receive alerts for all new 
questions to be the first to 
respond

● Ensure all questions receive 
an authoritative response 
from the owner

● Ask a question to address 
FAQs right on the Google 
listing

● Video: How to engage clients with 
Google Q&A

← Back

EXPRESS

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


Customer Voice
Tab: Reviews  Display your best reviews on your website

Two ways to request feedback

Reputation Management

Review Display Widget

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

90%
of customers read 

reviews before 
purchasing

← Back

EXPRESS



Reputation Management
EXPRESS VS PRO



Two ways to request feedback

Features
Reputation 

Management 
Express

Reputation 
Management Pro

   Reviews: Monitor customer reviews Facebook & Google 35+ sources

   Reviews Display Widget ✔ ✔

   Insights: Discover trends in customer feedback ✔ ✔

   Listings: Identify listings that are inaccurate or missing Facebook & Google 100+ sources

   Google Q&A monitoring ✔ ✔

   Competition: Monitor up to 3 competitors ✔

   Mentions: See when business are mentioned online ✔

   Social: Monitor the business’s social activity ✔

   Daily Digest emails + Executive Report ✔ ✔



Customer Voice
DEMO

Two ways to request feedback

Reputation Management

Reputation Management Pro

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

← Back

Reputation Management Express

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

