Generate Referrals
with Online Reviews

By Alex Camelio



Overview:

Why are reviews important?

Where are people reviewing you?

How do | stay up to date on reviews?

What's most important in a review?

How do you get a review?

6 Strategies for managing a bad review

Turning a Review Into a Referral

Creating an experience worth reviewing and referring! J33¥j
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Where and When Do Consumers Look?

e Look at reviews befare buying or
renting movies.

e Visit TripAdvisor when we plan
vacations.

e (Check out customer reviews on
Amazon before buying books/other
products.

e Lookto Yelp forinfo. »\
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THE IMPORTANCE OF ONLINE REVIEWS

e 88% Of Consumers Trust Online Reviews As Much As
Personal Recommendations

e 72% Of Consumers Say That Positive Reviews Make Them
Trust A Local Business Maore

e 929% of users will use a local business if it has at least a
4-star listing

e /2% of consumers will take action only after reading a

positive review ?"
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Do you read online customer reviews to determine
whether a local business is a good business?

Do you read online reviews to determine if a business is good or bad?

No, 7%

Yes, always, 35%

Yes, occasionally, 27%

Yes, regularly, 31%

Local Consumer Review Survey 2017 LOC&|

93% of consumers
regularly or
occasionally read
online reviews (vs.
88% in 2014)

Only 7% of
consumers ‘don’'t’
read online reviews
(vs. 12% in 2014)
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Do you trust online customer reviews as much as
personal recommendations?

Do you trust online reviews as much as personal recommendations?

o 85% will trust reviews
as much as personal
recommendations - if
they meet their
ll requirements (vs. 83%

.
Yes, always Yes, if | believe the | Yes, for some types  Yes, if there are No, I'm often No, | don't trust I n 2 D 1 4)

reviews are of businesses, no for multiple reviews skeptical about reviews at all

authentic others online reviews 6 E N

18%
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40% of consumers form an
opinion by reading 1-3 reviews
(vs. 29% in 2014)

73% of consumers form an
opinion by reading 1-6 reviews
(vs. 64% in 2014)

88% of consumers form an
opinion by reading 1-10
reviews (vs. 84% in 2014)

Only 12% are prepared to read
more than 10 reviews (vs. 16%
in 2014)
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How many online reviews do you read before you can trust a business?
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200 Which business types have you read reviews for?
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73% have read
online reviews on a
PC

38% have read
online reviews on
mobile internet vs
24% on mobile app

29% have read
reviews on a tablet

90% Which devices have you used to read reviews in the last year?
80% 78%
73%
70%
61%
60%
55%
50%
40% 39% 40% 38%
32%
30% 29%
24%
20% 18%
10%
10%
3% 3%
00/0 - -
PC or Mac Tablet Mobile: Internet Browser Mobile: App None of these
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Your Edge in Real Estate

1 realsatisfied
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Yelp has become a staple for
consumers seeking reviews.

See image for a client review
of Richard Silver.




Finding Your Reviews

Google o HOQ §

@ ‘Alex Camelio” @ ac@barcodepublicity....




Consumers pay most
. 70% When judging a local business on reviews, what do you pay attention to?
attention to overall star

60%

rating

Quantity of reviews is  «

2nd most important
factor
Consumers take a I

h O | iSti C Vi ew a n d Average star rating Quantity of reviews Recency of reviews LengtrI;éig:’tailof Sentiment of reviews l:ebsl:)sci)rt;zsesdhtaos
consider many aspects
of a business’s reviews
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Stars Stars Stars!

What percentage of consumers would use a business if it has 'X' amount of stars

6%
[—

1/5 stars

13%

2/5 stars

57%

3/5 stars

94%

4/5 stars

100%

5/5 stars
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How recent does an online review need to be to impact your decision?

15%

23%

18%

Within the last 2

weeks

29%

Local Consumer Review Survey 2017

28%

Within 1 month
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Getting The Review

e Preview

e (ive

e (Guide

e Ask (Over and Over)
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Getting the Review

* Direct
I n Ce ntives Direct incentives

Recognition

¢ C u Sto m e r Loyalty program
0% 20% 40% 60% 80% 100%
E ngagement Percent of sample

B Much more likely [l Somewhat more likely ] Not at all more likely Less likely

e Social

Recognition ”
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Managing a Bad Review

. Contact the Review Site

Familiarize Yourself with the Culture of Online
Review Sites

Join the Conversation (but not immediately in anger)
Highlight the Positive

Encourage Positive Reviews

Develop a Strategy for Responding to Threatsgsm
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Turning the Review Into A Referral

e Create a Guided Survey

e Use a Simple Question - “How would you refer us on a scale of 1
to 10”

e Set up rules for 1-6, 7-8 and 9-10
e 1-6 - Figure out what went wrong
e 7-8 - Find out one thing you can improve

e 9-10 - Provide a review, and add to a drip campaign for referrals

)
http://www.ducttapemarketing.com/blog/using-surveys-to-automatically-create-reviews-and-referrals/ =
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What Do Referrals Require?
e A Good Match

e Repeated Interactions

How Do You Get Them?

e Constantly Ask
Teach Your Clients How to Refer You

Remind Them to Refer You

Make It Easy
Say “Thank You” as Often as Possible v»\
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Other ldeas?

e Make sure your current clients know about
ALL of your services

e Add a form to your website for referrals
e Update your Social Media Profiles

e Give a Referral (one of the best ways to get is
to give)
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Be Remarkable and Inspire Confidence

“I've learned that people will forget what
you said, people will forget what you did,
but people will never forget how you
made them feel.”

~ Maya Angelou
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Questions?

Alex Camelio
CEO - Agent Inner Circle

alex@agentinnercircle.com v)
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