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The Importance Of
Customer Reviews

In a world where trust is everything we help
you drive more returns from your reputation

WHAT ARE CUSTOMER REVIEWS?
A customer review is one created by a customer that relates to a product
or service the business offers. Customer reviews are becoming more
valuable thanks to dedicated online review websites. The reviews
customers leave can impact your business and whether people choose to
use/buy from you or not.

IMPORTANCE OF CUSTOMER REVIEWS
Have you considered how important customer reviews are to your
business? Recent research has shown that around 90% of consumers read
online reviews before visiting a business. In addition to this, around 88%
of people say an online review is just as good as reliable as a personal
recommendation.
It’s not just your Google or Facebook reviews, it’s important that you have
reviews across the whole of web. The difference between having reviews
or not, can mean the difference between success or failure.

DONT IGNORE NEGATIVE REVIEWS
However, it’s not just about obtaining and
having reviews online, it’s about how you
deal with them too; especially negative ones.
Just one negative review, followed but a
non-response or additional negative
comments, could turn away up to 70% of
your potential customer base.
Whether your potential customer is on a
desktop or mobile device, it’s likely they are
looking up your business, before they even
think about using you. Whilst a negative
review can be a bad thing, when dealt with
correctly it can actually help your business.
Glowing 5 star reviews across the web, can
actually put potential customers off. Just
like fake news, a customer can easily spot
fake reviews. The right balance between of
placement, the type of reviews and your
response, will all depend on how reviews will
affect your business.

HOW TO COLLECT REVIEWS
Dont be scared to ask!

Many businesses come to the conclusion that they customers simply
don’t want to leave reviews. However, is it simply the fact you aren’t
doing enough in the first place to generate reviews.
Whilst you might think people don’t want to write reviews, if you’ve
provided a great service or product, then a simple prompt can entice
them to to leave one. When it comes to reviews, it’s usually the case of
your customers are willing to write them, you just aren’t asking them in
the right way.

1. Make It Possible
2. Don’t Be Afraid To Ask
3. Make It Mobile
4. The Right Time & Way
5. Balance Reviews & Cost
6. Get Reviews On The Impossible
7. Reward

STEP 1

Make it possible
Whilst it might seem obvious, you need to make it possible for people to
leave reviews in the first place. This might mean you feature review call to
actions on your website, on emails or direct review marketing in parcels.
If you have an e-commerce website, then make sure reviews are displayed
on your products with clear prompts for people to leave their own.
Don’t forget to consider where you want reviews leaving, a good split
across multiple platforms is better than hundreds all in the same place.

STEP 2

Don’t Be Afraid To Ask
Never be afraid to ask your customers, if you have a good relationship with
them or you know they’ve received a great service, then simply ask.
Customers are much more likely to leave reviews, when they are
prompted. One of the places you should start to gather reviews for is your
main source of work.
If you sell products through a website, then send an email prompt after
they’ve purchased to leave a review. Alternatively if you get lots of work
through social platforms such as Facebook, then encourage people to
leave them there.
When you speak to customers on a phone regularly, then just drop into
conversation about leaving a review on a certain platform.

STEP 3

Make It Mobile
If writing a review is like sitting an exam, then people won’t do it. That’s
why you need to do everything you can to make it easy and most
importantly mobile. What we mean by mobile, is people should be able to
leave reviews whenever, wherever and no matter what they might be in
the middle of doing.
The simpler the review process is, the more likely people are to leave you
them. Facebook and Google allow for easy review posting.

STEP 4

The Right Time & Way
Just like anything, it’s all about timing. Timing falls into where people are
likely to be at that moment. If you send out a review request at 8am in the
morning, it’s likely their on the way to work or getting the kids ready for
school.
However, research has shown prompts sent between 12 and 3, have a
much higher uptake rate.

STEP 5

Balance Reviews & Cost
It’s important to find the right balance of what you get reviews for based
on the cost of the product or service. Reviews should come from every
angle, but there are occasions where you should push people towards
reviewing one thing over something else.
If someone has placed a bulk order and you’re interested in having
products reviewed, then push them towards the more expensive items.
Expensive items drive a higher return, and the more reviews these
products have the more likely people are going to purchase them.

STEP 6

Get Reviews On The Impossible
There may be occasions where you think obtaining a review is impossible.
Don’t always just go for the easy one or the big ticket items, think outside
of the box.
Maybe a job wasn’t so easy, but you went the extra mile and the customer
recognised this. These reviews are the best type to get, they show
potential customers how an issue was resolved and the exemplary service
you provided.

STEP 7
Reward

When it comes to reviews, it can be a bit of give and take. There are
occasions where people will respond to prompts and leave you reviews off
the bat.
Should you be struggling to obtain new reviews, then why not give them an
incentive to do so. That one final push, by offering a reward for leaving a
review means you’re likely to get more reviews left.
Consider entering people into a prize draw, offering free delivery or a
discount on a large order.

THE IMPACT ON YOUR WEBSITE
Online reviews are no longer just for products, restaurants or hotels,
people are leaving them for all types of businesses. These days, reviews
impact the overall revenue of all types of businesses and professional
services.
From plumbers to interior designers, and everything in between, word of
mouth has always been powerful. Now, in the digital age reviews are the
new word of mouth. The majority of people will trust the reviews they
read online, this means you need to have the right balance across
platforms.
Even if someone comes across your website, it’s likely they are searching
you in a separate tab looking for information on your business.

THE KNOWLEDGE GRAPH IMPACT
Your knowledge graph (basically all
of the information Google deems
relevant to your business when your
name is searched) can make or break
you. There are thousands of
websites out there, so why would
they want to click on you?
A quick search later and if you have
a tidy knowledge graph that’s
populated with reviews and clear
and concise information, then it’s
likely they’ll use you.
Have you ever seen 5 stars pull up
next to a website? If you have, then
this can improve click through rate,
especially if your website isn’t the
number one search result. We’ll
cover this later and how it can
impact your website.

HOW REVIEWS IMPACT SEO

$50,000

SEO is about ranking right? Well you’re half way there. It’s great ranking,
but what if you’re getting no traffic or the traffics there and it’s not
converting, then there’s a problem and that problem is your reviews.
This doesn’t mean you have bad ones, you might just not have many or the
ones you have mights provide potential customers with the right
information. Its important to remember:
90% of customers read reviews before they use a business
People are more likely to spend more with a business that has excellent
reviews
Reviews can boost your rankings by creating fresh user-generated
content
When it comes to SEO, it’s not only about getting you found but it’s about your
brand as a whole. You should always be pushing customers to leave you a review;
but not to the point where you scare them off, or worse yet they leave you a
negative.
A solid SEO strategy combined with positive reviews across multiple platforms will
help to generate your more work and even referral traffic from other sources.

DEALING WITH NEGATIVE REVIEWS
A negative review is something no one want to deal with, however they do
happen so it’s important you deal with them in the right way. Having a
negative review can drastically impact your business, and it’s estimated
people will judge your business after reading just four reviews.
Larger corporations might try and sue for defamation, but not everyone
can afford to do this, so it’s important to try and deal with it. You might
even be able to turn a negative into a positive. It’s not the be all and end
all, respond to it, learn from it and make your business better for it.

FEW & FAR BETWEEN
Negative reviews are usually few and far between. Looking for common
occurrences is one of the easiest ways to help prevent negative reviews.
If people are always complaining about deliveries being late, then change
your turnaround time or find a new courier. When you receive a negative
review, you need to take action.
Whilst it’s tempting to vent or respond in anger, don’t. It’s better to be a
business that listens than one that attacks, as it can be off-putting for
potential customers.

WHY AIR YOUR DIRTY LAUNDRY
A BIG NO NO!
One of the best ways to deal with a bad review, is to take it offline. Ask for
some contact details or message them directly; depending on the platform.
If you can get the customer on the phone, then it will be easier to
understand their issue.
Then use this information to turn the negative into a positive. Go the extra
mile, offer a discount, a replacement or just apologise if you are in the
wrong. Sometimes a simple sorry, is all it takes to defuse a situation.
If you take a situation offline, always then leave an online response once
it’s been resolved. Explaining how you resolved the bad review, will show
potential customers, even if you have a bad experience you’re willing to
resolve it.
Not all bad reviews are bad. This is true, and if you have hundreds of
excellent reviews then one bad review can actually be a benefit.

WHY?
Because it shows you’re real and you make the odd mistake. We all make
mistakes and businesses are no different.

THINGS TO REMEMBER
Don't Panic - It’s not that bad and most
problems can be resolved easily
Remove Them - Whilst you might want
it removing, if it has been dealt with,
then it’s more valuable to leave it there
Public Response - If you take a problem
offline, always leave a response back
online when it has been resolved
Learn - If you have a bad review left,
then learn how you can stop it from
happening again
Follow Up - Make sure you follow up
the issue, until it’s resolved or the
customer is likely to become more
frustrated.

LEVERAGING YOUR
REVIEWS
You have reviews but what are you doing with them? Don’t just sit on them,
learn how you can leverage them to your advantage.
Good reviews can be used and turned into website testimonials. Don’t
forget to share your reviews on social media either, this can improve brand
image and encourage people to use your business.

REVIEWS HAVE GONE SOCIAL
Social media is huge, and it’s easy for people to leave feedback about a
business, product or service on these platforms. Younger adults are more
likely to leave reviews on places such as Facebook compared to other
places.
Reposting positive reviews can drive engagement with posts and even
people to your website. It might even sway a decision they’ve been
contemplating. Social media is important and the sooner all types of
industries realise this, the better.
The balance needs to be right with social media. If you don’t use it a lot or
your target audience doesn’t, then the odd few reviews should suffice.
However, if your business has a good social media presence then make the
most of it and turn it into a hub of review activity.

VALIDATING REVIEWS WITH SCHEMA
MARKUP
Get the magical stars which rocket your CTR
Have you ever seen a star rating appear next to a search result, well that’s
review schema. Whilst it’s not guaranteed to show up, if reviews are
wrapped in schema then it’s likely they’ll appear in the search results.
Effectively using review schema can drastically improve click through and
conversion rate. Ensuring the structured data is validated correctly means
your reviews are more likely to show up in the SERPS.

HOW REVIEWS HELP YOUR BUSINESS
In recent years there has been some significant shifts in the way that
people seek out and value customers' reviews; especially when it comes to
local businesses. More people than ever are choosing to read customer
reviews before they purchase or use a company for a service they offer.
So, how can reviews help you business?

Increase Local SEO - Customer reviews play a huge role when people
are browsing the internet. Search engine love online reviews. Why?
Because people love online reviews. The purpose of a search engine is
to provide people with accurate information and reviews provide this
exact information. The right type of review can influence decisions and
if you can ensure your reviews are found, the more repeat customers
you’re likely to have.
Increase Sales - Online reviews are just as good as personal
recommendations. It’s estimated that a customers will read 7 reviews
before they trust a business. So, it’s not only having positive reviews,
but you need to make sure you have the right amount too. Leads and
sales will continue to increase, if you can continue to obtain positive
reviews.
Help Understand Customers - Reviews are one of the best ways to find
out about your customers. Both the good and bad reviews, means you
can understand how customers view your business; meaning you can
act on this. The best way to improve your business, is to act on what
your customers are saying about it.

5 STAR VS. 4ISH STARS
The debate over whether it’s better to have 5 stars or a 4. rating is
ongoing. However consider this, one business has 10 5 star reviews and
another has a 50 mixed reviews both good and bad with a 4.7 rating.
Which would you use? The obvious choice might be the 5 star, but read on.
Are 5 stars really as good as they make themselves out to be? If you see a
company with all 5 star ratings, would you actually use them or would you
doubt their validity. When something seems too good to be true, it can
sometimes be the case.
No matter how good your business might be, it’s likely at least one
customer has had a bad experience. Whether it be your fault or an
external factor. Having some great reviews mixed in with one or two bad
ones, shows your customers that you're genuine.
Don’t just leave bad reviews sat there, ensure they are dealt with
correctly. This shows that you care your business is being impacted by this
review. Having a mix of good and bad reviews, helps to demonstrate your
brands transparency.
Businesses that have a mix of reviews and have a rating between 4.5 and
4.8 are more likely to get work over someone who has a clear 5 star rating.
Now ask yourself the questions, which business would you use? The 5 star
or 4.ish star rated business?

THE IMPORTANCE OF CUSTOMER REVIEWS

WHERE YOUR
BUSINESS
NEEDS TO BE
LISTED

It’s important to collect your reviews across a
range of different websites, not just your own.
Your customers will find you in a number of
places online such as social networks,
dedicated review websites and local business
listing websites. Whilst it can be hard to keep
a track of every review you have online,
focusing your efforts on a few main platforms
means you can respond much easier.
Localising to a few key places means you can
make the biggest impact to your customer
base. Google is the first port of call for the
vast majority of internet searches. We’ve put
together a few of the places you should start
driving reviews for.

DOES MY BUSINESS DICTATE WHERE I
SHOULD LIST?
SOLE TRADER

SMALL BUSINESS

Sole traders are usually service

Small businesses are usually things

based businesses, which means

such as cafes, florists and micro

there are many effective places to

pubs. Some of the places to consider

list. Some of the places to consider

listing are:

listing are:
Google Local

Google Local

Facebook

Facebook

Yelp

Yelp

Bizify

Tripadvisor

reviews.co.uk

Bizify

Trustpilot

E-COMMERCE
E-commerce businesses offer a multitude of products that are available to
buy online. Some review platforms will integrate with your website, which
will make obtaining reviews much easier. Some of the places to consider
listing are:
Google Local
reviews.co.uk
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Facebook
Trustpilot
Bizify
Amazon

30

20

HIGER CONVERSIONS
More reviews online means it’s likely you’ll have a higher conversion rate.
This isn’t just good reviews, as bad ones can have a positive impact too. A
blend of reviews seems more sincere than just all good ones. Anyone that
comes across a product or company that only has 5 star reviews and not
one off one, will likely be suspicious. For as good as we all can be, we are
never 5 star all of the time. The more honest your reviews seem, the
higher your conversion rate will be. Just remember not to let the
negative reviews swamp the positive ones.

RISING
SIGNIFICANCE
Google’s local SEO algorithm only
seems to support the importance of
reviews. The weight of these reviews
are determined by visibility across
the web. Reviews can be left in many
different way and on many different
platforms. One of the biggest things
to take onboard is reviews are here
to stay. Optimising your reviews in
the right way will only strengthen
your website and your current
rankings.

HELPING SUPPORT A WIDER
MARKETING STRATEGY
Reviews are all across the web. Whether you buy products or use a
company for a service, its likely you’ve seen an aggregated star rating
online. It’s no secret at how important reviews are and the reviews you
receive can have a big impact on your companies marketing strategy.
Below we’ll go through the main ways that reviews affect your marketing
strategy.
It’s undeniable how much people now trust online reviews. With only 12%
of the population not reading online reviews, that leaves a huge 88% that
do. This means that your online reviews, will influence your potential
customers buying decisions.
Using customer reviews on your website can also impact your websites
on-site SEO. Reviews provide fresh, new content which can help your page
to become more relevant and authoritative; which can improve your
rankings.
Using schema to validate your reviews, can give your website more search
visibility. A glowing five stars next to your website on Google, is a great
way to get customers interested in your website. The number of reviews
you have on external websites can also have a huge impact on your
rankings. Google’s algorithm incorporates data from a number of trusted
third-party websites.
The reviews you have online and how you deal with them, can affect
whether or not customer considers investing in your brand and company.

THE BOTTOM LINE
When it is all said and done
Online reviews are tremendously important. Not only to users but to your
marketing strategy. Using reviews in the right way will improve your
visibility, meaning your click through and conversion rate is likely to grow.
Real reviews that reflect your business and the services or products you
offer, will impact your business massively. Remember don’t hide from
negative reviews either, deal with them in a proactive manner.
Combat these by encouraging the customers who’ve has a good
experience to leave you positive reviews.

