ONLINE REVIEWS 101
HOW TO TURN ALL ONLINE REVIEWS
INTO A WIN FOR YOUR BUSINESS

"97% of people
learn more about a
local company
online than
anywhere else."
- seotribunal.com

what's your online
presence saying
about your business
right now?

No matter how well you craft and market your
brand, customer reviews —good or bad — are
what people really think about you and your
business. And customer reviews are here to
stay.
Word of mouth travels fast, but now it’s easier
than ever for customers to share their bad
experiences using sites such as Google, Yelp,
Angie’s List, BBB, Nextdoor, Facebook, etc.
Let’s talk about the two kinds of reviews and
how you can make the most out of customer
feedback.

NEGATIVE REVIEWS
The best way to prevent a bad review
is to create a good customer
experience. But even with the best
efforts sometimes, we fall short of
customer expectations and the
customer takes to the fastest social
outlet to let everyone know about it.
This is why it’s important to have a
strategy in place for handling a bad
customer experience on the spot (in
person) and also one for handling a
bad customer review online.

TIPS FOR REVIEW STRATEGY
Do your employees know what to
do when things go wrong?
Are they empowered to make
things right?
What tools do you have in place
to fix a customer situation - or
better yet, to prevent a bad
experience from happening in the
first place?

When you get a negative review
online, rather than reacting
defensively, take a few minutes and
try to see things from the customer’s
perspective. The old adage, “seek
first to understand and then be
understood” is a good rule of thumb.
Also, keep in mind, you are writing the
response not only for the person
complaining, but also for other
potential leads. They want to see how
your company reacts when
something goes wrong. Make sure to
apologize and explain everything
you’ve done to try to fix the situation.
Next, respond. No matter what the
situation is, your best bet is to
acknowledge the person behind the
complaint and respond with empathy.
Oftentimes, customers who have had
a bad experience just want to be
heard. Give them that opportunity.
And then apologize. The customer
isn’t always right, but they should
always be treated with dignity and
respect. This will go a long way
toward building good customer
relations and loyalty to your brand
and your business.

POSITIVE REVIEWS
It doesn’t seem like this needs any
further explanation, because the
reviews are positive, right? But there
is gold in positive reviews — if you
know how to leverage them to your
advantage.
Satisfied customers can be your
biggest advocates. They are loyal to
your business and the product or
services you provide and with a little
acknowledgement and appreciation,
they will sing your praises. Don’t
hesitate to ask for a good review! Of
course, you should never pay anyone
to leave a review on any review site
anywhere.
However, you can absolutely ask
satisfied customers to take the time
to leave you a review or a comment
on your social channels or on review
sites like Google or Yelp.

FINAL THOUGHT:
MONITORING IS KEY
How will you know about negative
reviews if you aren’t monitoring the
Internet? Bad reviews can get ugly fast
and can invite more and more people
to share their bad experience and add
fuel to the fire. But, if you can get out
in front of a bad review, and show a
good faith effort to listen, empathize,
and respond, your customers (and
your business) will appreciate it. And
they’ll likely tell other people about
how your business turned a bad
experience into a good one.
One way to monitor what’s being said
about your business is to set up a
simple (and free) Google alert for your
business name. It’s free and easy and
can help you keep tabs on what people
are saying about you. Go to

GOOGLE.COM/ALERTS
There are also a number of review
monitoring services available.

DO YOU HAVE THE TIME AND
EXPERTISE TO DO THIS RIGHT?
I'm passionate about helping
service-based businesses and
have numerous free resources on
my website.

FREE RESOURCES
ctkaupp.com/Resources

If you are looking for more tailored
recommendations for your business,
I'm currently offering a free 45minute marketing brainstorm
session (typically charge $250).

FREE 45MIN MARKETING BRAINSTORM
ctkaupp.com/Free45

CTKAUPP.COM
CONTACT@CTKAUPP.COM
WHO AM I?
Hey there! I'm CT Kaupp. I'm the
owner of CT Kaupp, LLC and have
been in the online web/marketing
space for over a decade. I know what
works, what doesn't and how to get
the job done RIGHT the first time.

I grew the web portfolio at my late
father's marketing firm (from 5 to
60 websites) before starting my
business. He taught me the
importance of relationships,
personally and professionally, and
it's at the heart of everything I do.

