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Welcome!
Learn about educational tools to help you meet your online
reputation goals with Reputation.
Here are a few resources to get you started.

What is in this kit?
Training Resources
Helpful Downloads
Best Practice: Review Requesting
Best Practice: Review Responding
Best Practice: Reputation Score
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Training Resources
Visit our Platform Training page to access all the platform training Reputation has to offer. From
solution guides to live training webinars, on-demand courses and RAD, this page has it all!

Join Rep Academy!
Rep Academy is a learning management software where people can engage in asynchronous and
synchronous learning about Reputation's platform and products. Join Rep Academy and take as
many training courses as you’d like! Join today to access:
●
●
●
●
●

On-demand courses for platform education
Certification track for Power Users
Instructor-led, how-to videos
Industry trend videos per solution
On-demand webinars hosted by Reputation experts

To sign up:

1. Submit the registration form. You’ll receive a welcome email within 2 business days
prompting you to set a password. (Search for the subject line: “You’re invited to a new
account.”)
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2. Click Accept the Invitation and create a password. Click Create Account.

3. Log in to Rep Academy. From your Learn tab, search for content or explore by topic.
Customers have access to all content regardless of solutions purchased!

What type of content is available?
We offer four different types of lessons in Rep Academy:
1. Platform Education
Solution-specific courses to practice and learn about the Reputation platform. From Reviews
to Listings, Social Listening to Reputation Score, you'll be a platform expert in no time!
2. On-Demand Webinars
Learn about best practices for managing your Reputation program from our experienced
trainers and Reputation experts.
3. Power Users
Content designed with program managers in mind. If you're running the Reputation program
at your company, this content is for you!
4. Videos
Watch quick videos about the platform, industry trends, and more! These videos are also
made available via shareable URL to use in your own user training efforts.
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Where can I ask questions?
Send us a message using the link under the search bar in Rep Academy, or email
training@reputation.com directly. We’ll do our best to answer your question within 2 business days.

Can I see progress for the users at my company?
Yes! If you manage the Reputation program at your company and want to track certifications for your
Rep Academy users, we can help. Let the Learning Management Team know you want to be a
manager for your company.
Send an email to training@reputation.com to get started.

Where should I begin when rolling out training to my company?
Launching new software and getting your users trained can be daunting! We understand that
challenge and have prepared this foundational training rollout plan, including resources to
share with your team.
Explore what your users should do on their first day, and within their first week, quarter, and year
using the Reputation platform.
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Live Training Webinars
Lunch N Learn is Reputation's monthly live training webinar available to all customers. This
series provides hands-on training focused on one topic per month, and includes:
●
●
●
●
●
●

Dynamic hosts
Engaging industry trend videos
Interactive video walkthrough exercises
Active polling throughout
A giveaway at the end of each session for attendees
Expert Q&A with the Reputation team

Sign up for the next session here. We look forward to learning with you!
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Helpful Downloads
Check out the Guides & More section of our Platform Training page. It contains solution guides and
helpful resources like a terms dictionary that will assist you during the onboarding process. Consider
starting with our role-based Reputation mobile app (iOS | Android)!

0B

Managers

Monitor and respond to reviews and surveys, create
social posts, close tickets, and more. Reputation
Manager keeps your reputation at your fingertips.
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Frontline Requesters

For users who do not need full access, customize their
role for review requesting functionality only—simply
enter a customer’s name, number, and choose a
template right on the spot!
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Best Practice: Review Requesting
The most effective way to improve your online review presence is by actively requesting reviews.
Without active solicitation, the customers who typically leave reviews do so because they are very
dissatisfied. When you actively ask for feedback, not only do you get a truer sense of your customers’
sentiment, but you also increase your chances of winning the next customer.

Consumers read an average of 10 online reviews before feeling
able to trust a local business. (BrightLocal, 2019)
Consistently asking for reviews also ensures that prospective customers always see recent
feedback. As with sentiment and volume, review recency is a top influencer of Reputation Score.

84% of consumers believe reviews older than 3 months are
not relevant. (BrightLocal, 2019)
There are several ways to request reviews:
●

Quick Request – Send an email or SMS text message from the platform.

●

Custom Integration – Talk to your CSM about setting up an automated integration with your
CRM or other systems, which uses real-time data via API or transactional data via CSV.

●

Mobile App – Rely on your frontline employees to personally invite customers to review your
business using an SMS text message sent from the Reputation Manager app (iOS | Android).
Give your frontline employees guidelines for recommended protocol:

1. Deliver a great experience. If the service is average, people are unlikely to write reviews. You
must earn a positive review!
2. Tell customers what to expect. Verbally invite them to click the link and write a review.
3. Show gratitude and make it personal. Thank customers preemptively for taking the time to
share their feedback with you.
4. Be particular about timing. Sending the request within a short time frame increases the
likelihood they will complete it.
5. Play by the rules. Never offer monetary incentives or gifts to motivate the recipients to write
reviews.
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Total number of reviews (volume) has a larger impact on
revenue than average star rating. (Womply, 2019)
1

0F

1

https://www.womply.com/impact-of-online-reviews-on-small-business-revenue/
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Best Practice: Review Responding
Responding to reviews is extremely important for maintaining your relationship with your customer.
Almost half of consumers expect a response within 7 days of leaving a review (ReviewTrackers, 2018).

How it feels when your review is left unresponded:

How it feels when you get a response:
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In addition to the customer, your response also helps win over NEW customers!
●

97% of consumers read businesses' responses to reviews, up from 89% in 2018
(BrightLocal, 2019).

●

Shoppers who read a negative review and see the brand response are 116% more likely to
purchase than those who see no response from the business (Bazaarvoice, 2015).

How a new customer sees you:

You can’t always turn a negative review into a positive one, but you can always control how you
respond. Consider setting the following response rate goals:

Goal: Respond to 100% 2 of negative and 20%+ of positive
reviews.
1F

2

Respond to 100% of the negative reviews that you can, not including the small percentage that may be flagged for
legal or privacy purposes or review sites that don’t allow a response.
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General Best Practices
No matter the rating, there are several best practices for responding to reviews.

1. Respond promptly but not hastily.
Set a goal to respond to reviews within a designated time frame (e.g., 48 hours). Responding
thoughtfully shows that you are listening and that you care.

2. Be polite and courteous.
Remember that you are not responding to one person. Your other customers or potential customers
will be able to see your responses. Always be respectful, even if the customer review was
unfavorable or unfair.

3. Decide who responds to reviews.
You may need to designate a person at your business to respond to reviews, or split up the task
equally among your employees. Ideally anyone responding should have excellent writing skills.
Take advantage of the approval workflow, which empowers more employees to craft responses,
while relying on a gatekeeper to spot-check reviews before publishing.

4. Check for typos.
Some review sites do not allow changes to be made once a review or response is posted. Take the
time to double-check spelling and grammar.

©2022 Reputation. All rights reserved.
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Response Examples
1. For reviewers who don’t leave comments (or comments are minimal), ask them what
you can do better.
Find out what will make their next experience with you truly exceptional or consider asking them
what it will take to earn those missing star(s).

“Thanks for the positive review! Please let us know what we can
do to earn a 5-star rating from you.”
Star rating only does not equal feedback. Avoid that word if responding to star rating reviews.
Instead, thank the reviewer for the rating or review when there are no comments. Mention that you’re
glad/sorry to see they had a positive/negative experience, as opposed to hear.
Note. Facebook recommendations now require a comment.

2. Reiterate or mirror what the reviewer chose to comment on. Personalize whenever
possible.
Including detail shows them (and future customers) that you are actually reading the reviews:

“Thank you for your kind words. Your safety is very important to
us. Hope to see you when you visit us again!”
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3. Don’t take negative reviews personally!
For most negative reviews, invite the customer to contact you (or if you know who the person is,
contact him/her directly). This technique shows that you are committed to resolving the issue while
keeping details private:

“We would like to get more details about your experience with us
to work toward a resolution. If you are willing, please reach us
directly at [phone] or [email].”
After you reach the customer offline and have agreed upon a resolution, ask the customer to modify
or remove the review. However, never provide incentives in exchange for writing or altering their
reviews. Simply explain how valuable the feedback is to you personally.

4. Research facts before responding to a review and speak to the theme.
Determine if there are reasonable steps that can be taken to resolve the situation without having to
apologize, blame, or reward a customer. A customer will typically tolerate a problem not being fully
fixed as long as the underlying process is seen as fair or that their voice is heard.

“Thank you for alerting us to an important training issue. We
assure you the behavior you describe is not in line with our
standards and hope you will give us another chance.”
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5. Don’t get caught up in negative reviews.
If a particular review was mistakenly attributed (i.e., meant for another company) or contains
slander/inappropriate language, you can work within the review site directly to request that the
review be removed. However, request a review removal ONLY if the review meets the site’s terms of
service and violation policies. Do not request a review removal just because you don’t like what was
said.
In the end, if you can’t resolve a customer’s issue and turn a negative review into a positive one, let it
go. Attempting to remove a negative review can aggravate the situation and lead to additional
comments. Instead, focus on building a wealth of positive reviews.
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Best Practice: Reputation Score
The platform supports several metrics to help you measure customer experience:
2B

Average Rating

Sentiment
(Transactional)

3B

NPS

Loyalty
(Relational)

4B

CSAT

Satisfaction
(Transactional)

What do all of the above metrics have in common? Your customers!

But, where’s the other half of the picture?
You also need to know how they become your customers.

Reputation Score measures how you look online—through the eyes of your potential and existing
customers—in all aspects of online reputation.
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How Does Reputation Score Work?
The Reputation Score is calculated on a 0 - 1,000-point scale. At a glance, you can determine the
level of success of your locations’ online visibility, customer engagement, and sentiment. The higher
your Reputation Score is, the greater the likelihood you stand out and
are doing the right things.

Score Influencers
The Reputation Score is based on 30-day averages of the following key
dimensions. Shown in order of weight for how the algorithm is
calculated. (The level of impact each dimension has on your own score
varies based on activity and performance.)

1. What’s the first thing you see when you search for a local business online?
Star average! This metric measures overall star rating, with weights assigned to
the popularity of the review site (Google and Facebook) and the position of the
review. Surveys are not included.
How to impact? Deliver a great experience! People who write reviews are
generally very dissatisfied or very satisfied. If the service is average, people are
unlikely to write reviews.
2. The next thing you might look for after searching for a business is the
number of reviews that went into that star average. You’ll trust a star average
with 1,000 reviews over 5 reviews.
How to impact? A location needs to have a minimum quantity of reviews on each
relevant review site to score highly on volume. Actively request reviews from
customers using tools like Reputation Manager or survey (with our Google private
API). Explain that you are striving to deliver the best service and that you feel
motivated when you hear feedback.
3. Google and Facebook are most important, but you must also have review
presence on a variety of sites.
How to impact? Businesses with reviews across a variety of popular review sites
score more favorably than those with reviews concentrated on just one or two
sites. Our request templates consider review spread, which is why we
recommend using Reputation inserted links with your review requests so that
other review sites are covered.
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4. Next, look to see the date of the reviews. If no reviews were left in the last
few months, you might wonder if the business is no longer open or relevant
(best practice is to have reviews newer than 3 months).
How to impact? Request reviews regularly. Using an integration, you can even
automate review requests after each customer transaction. Reviews posted most
recently are weighted more heavily in calculating Star Average.

5. When you search for a local business (name and zip or city/state), what are
the first few search results? If your location's web page is near the top of the
search results (top 10 blue links on page 1) and the GMB Knowledge Panel
appears, you'll get a high score here. Additionally, when you search for the
category/near me, if your location shows up in the top 10 search results or
Local Pack, the score increases.
How to impact? Using a widget to generate your own star rating on your website
can lift your page higher in search results. Additionally, ensure that your GMB
profile is complete and that your business category is correct in your location
profile.
6. Consumers need to see responses that are courteous and that offer direct
methods of contacting them. Even a negative review is often looked at more
favorably if the business responded.
How to impact? Best practice is to respond to 100% of negative reviews and 20%
of positive reviews. (Let us help you with managed responses!)
If you’re managing responses on your own, use the macros as a starting point so
you can respond quickly while still adding variety.

7. Does the location information of the business match what actually shows up
on Google (name, address, contact info, hours, etc.)? What about other sites
(e.g., Facebook, YP, etc.)?
How to impact? The accuracy of this information is especially important when
consumers are performing "near me" searches. If you’re not currently auditing
your business listings through the platform, ask your CSM how.
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8. Does the business have a social presence and are the posts getting
engagement? Businesses that are active on social media tend to convert more
researchers into customers.
How to impact? Regularly post content on social channels, and respond to
comments within 24-48 hours. This metric measures engagement on Facebook
based on views, fans, likes, and engaged users.

9. Which review has more impact to you: “It was great.” -OR- “Tim was amazing
and explained all options. He made me feel like family!”
How to impact? Although a reviewer’s length is not something you can
necessarily control, it influences a potential consumer’s perception of your
business and their likelihood of trusting the review.

Impact of Reputation Score
Once you know your score, keep track of it regularly. Shout it out across the organization! Establish
specific goals surrounding the various factors that contribute to it.
Ultimately, businesses that actively manage their Reputation Scores succeed in attracting and
retaining customers. We analyzed 5 million customer reviews and found that:
●

Hospitals with a high Reputation Score earn 29% higher revenue per bed.

●

Retailers who improved their Reputation Score the most experienced 3x higher sales growth,
year-over-year.

●

Companies with the highest Reputation Scores experience an average of 15% higher sales
growth.
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