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Overview

You are a small business owner. You have limited resources. Your life is all about running your
business. You have poured your heart, your soul and all your money into making a business that
you feel passionate about. And then your new customers — the ones you are working so hard
to please — pepper review sites like Yelp, Google Places, Foursquare, etc. — with negative
reviews. It is heartbreaking and maddening. Your customers are talking about you — and the
whole world is listening. This digital whitepaper provides advice for managing negative reviews.

Pay/reward customers for writing positive
reviews.

Hire a company to write positive reviews.
Respond to the negative reviewers with a canned

“apology.”

Respond to the negative reviewers with more
negativity.
Go in the bathroom and cry.

A few facts about online review sites.

. “Yelp has more than 30 million reviews. For every five new notices that are submitted,
one is determined by internal filters to be so dubious — either highly favorable or highly
critical — that it is banned to a secondary page, which few users bother with, instead of
appearing on the business’s profile page. Many of the reviews tagged as fake are written
by people new to Yelp.”



Research shows that online reviews strongly influence buying behavior, with nearly half
of American consumers stating that they are more likely to visit a business after reading

a positive online review.
According to a survey by the Opinion Research Corporation, 84-percent of Americans

say online reviews influence their purchasing decisions.




Final thoughts.

People weigh the opinions of others heavily, even when they don’t know
them. That said, they are more likely to trust a business owner who takes
time to respond to reviews with the goal of improving their service.
Customers will naturally gravitate to businesses that display a human
element. Remember, when it comes to managing customer reviews and
promoting your reputation, the best defense is always a good offense.

Interested in learning more?
Contact Emily Reeves at ereeves@stoneward.com for help planning your brand’s digital
engagements.

About Stone Ward

Stone Ward is a full-service ad agency. Established in 1984 by Larry Stone and Millie Ward,
today the agency employs 52, with capitalized billings exceeding $40 million. The agency’s
offices are in Chicago and Little Rock.
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