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It’s no secret that more often than not, the beauty 
and hair industry spins on reputation and word 
of mouth. In fact, did you know that 9 out of 10 
people check out a business online after someone 
refers it to them?

Ever wondered what these potential customers are 
searching for?
When a potential client googles your salon’s name, they’re usually 
looking for a few things. They might try to find your address, your 
phone number and email, look up your services and prices, or 
simply take a sneak peek at your salon’s photos. But, no matter 
where your clients look, they see reviews! And not only do reviews 
help to define your online reputation amongst competing salons, 
they also contribute to increasing your Google business rating 
without the hassle of paying for SEO services.

You know from your clients that you have an excellent in-store 
reputation, but do you know what they’re saying about you 
online? At Phorest Salon Software, we believe that by building and 
monitoring your business’ online reputation, you’re putting your 
salon or spa in the best possible position to get clients - new and 
existing - in more often, spending more.

“The Salon Owner’s First Steps To Online Reputation 
Management” was written in the hopes of being a helping hand in 
learning exactly how to take control of how clients treat, react and 
rate your business online.

If you have any questions or feedback, please - get in touch with us! 
Let’s Grow!

Zoé Bélisle-Springer 
Zoé is the content and social media expert on the marketing  
team at Phorest Salon Software.  You can contact Zoé at  
marketing@phorest.com.

Introduction

mailto:marketing%40phorest.com?subject=Let%27s%20Grow%21
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Interview with Michelle Bolger,  
Employment Law Consultant.

When we feel attacked by social media keyboard 
warriors, the heat can rise very quickly. And if 
you impulsively step into the keyboard game, 
your chances at doing damage to your online 
reputation dramatically increase. To better 
understand online defamation and what it 
implies, we have invited Michelle Bolger, 
Employment Law Consultant at ESA Consultants 
and Phorest Blog collaborator to examine 
definitions and scenarios in which you could - or 
not - be facing a real problem.

Phorest Salon Software: Michelle, please, enlighten us. What exactly 
is online defamation?

Michelle Bolger: By its 2009 definition, a defamatory statement is one 
which tends to injure a person’s reputation in the eyes of reasonable 
members of society. Three ingredients have to be present for someone 
to sue for defamation: (1) It must be published; (2) It must refer to the 
complainant; (3) It must be false.

Phorest Salon Software: So first things first, how well can you 
differentiate online defamation and a negative or passive-aggressive 
comment?

Michelle Bolger: Let’s look at some examples of everyday situations 
that can arise and see whether they could ground a case for 
defamation.

SECTION 1 
Online Reputation 
Defined
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Situation 1 – Sara, The Senior Stylist
Sara, a senior stylist, takes a very unflattering pic of Jane. Then, she 
sends it around to all the staff with the caption “2017 Diet Fail”.

Is this defamation?  
No.

Is it mean and a red flag for an employer, something that should  
be followed up on? 
Yes.

Situation 2 – Staff & Gossip
Some of the staff have been cgossiping in a Whatsapp group 
conversation about Mark’s partner and their love life. They’ve also been 
talking about how Mark's cuts have been very poor.

Is this defamation? 
No.

Is it appropriate and professional?  
No.
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Situation 3 – Naomi, The Frustrated Client
Naomi puts a picture of a haircut on Facebook and tells everyone not to 
take upon your salon services. She also says to specifically avoid Maria, 
who cut her hair.

Is this defamation? 
Possibly – remember our three ingredients? It has been published on 
Facebook. It refers to the salon and Maria specifically.

Is it false? 
Not in Naomi’s opinion – though this may be arguable.

Situation 4 – Claire, The Mean Girl
Claire tells Dave in a text that she is glad she fired Susan as she was crap 
and had no personality. Then, Dave shows Mary, another stylist, who is 
friends with Susan.

Is this defamation? 
Possibly. It meets our first two ingredients.
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Phorest Salon Software: So what can a salon owner do to minimise 
the impacts of these situations on their services?

Michelle Bolger: My father always said: “only ever write down what 
you would be prepared to have published in tomorrow’s newspaper.” 
And today, with social media platforms such as Whatsapp, Facebook, 
Snapchat, the lines are thinner than ever. 

First, social media platforms are not the places to discuss your business 
or for staff to discuss business matters. Second, if clients take it to social 
media to air grievances, remember the three ingredients – the third 
arguably being the most important – is it false?

In any case, however, you have an unhappy client. Suing them for 
defamation, while possible, isn’t always the best business solution. 
Instead, it’s often more efficient and reputation worthy to handle 
your online reputation by getting to the bottom of your customer’s 
complaint and making up for it.

Phorest Salon Software: Thank you so much, Michelle.  
So, if you’re reading this and realise you are a victim of defamation 
don’t hesitate to get some advice from Michelle Bolger. Get in touch 
at mbolger@esa.ie.

mailto:mbolger%40esa.ie?subject=Defamation%20Guidance%20for%20Salons
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of people state that they 
have received advice via 
social media regarding what 
product or service to use

The effects of online consumer reviews on 
purchasing decisions.

SECTION 2 
Stats

Source: Vendasta, Specialized sales and marketing 
platform (Stats: August 2016)

of people no longer trust 
advertising, but most 
trust recommendations 
from users online

of people check out 
a business online 
after someone refers 
it to them

of complaining customers will 
do business with you again if 
you resolve the complaint in 
their favour

of reputation damage comes from a mismatch 
between the buzz and reality

More than

of people would pay 
more for services from 

a company with higher 
ratings and reviews

of companies that 
experienced a 
negative reputation 
event reported loss 
of brand value and 
revenue
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74% 

of consumers 
regularly read 

online reviews to learn about a business

The effects of online consumer reviews on 
purchasing decisions.

SECTION 2 
Stats

Source: BrightLocal, Local Consumer Review Survey 
(Stats: 2016)

of people will visit the 
website after reading 
positive reviews

consumers will 
leave a review for a 
business if they’re 
asked to

of consumers say that positive 
reviews make them trust a local 
business more

of people say that a 
business needs a rating  
of 3-5 stars before they 
will use them

of consumers say that the 
star rating of a business is 
most important

of consumers 
read less than 10 
reviews before 
forming an opinion 
about a business

7⁄10
92% 

54%

58% 

87% 

90%
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Understanding the importance of monitoring  
your online reviews.

Salon testimonials and reviews are an amazing way to attract new 
clients to your salon - it’s a proven fact. Many businesses even take the 
time to share outstanding reviews from their customers on Facebook 
and other platforms.

It’s great that the people who follow your page can see the reviews 
you post. But that is only scratching the surface of what salon 
testimonials can do for your business. You see, people who follow you 
on social media already know you exist, but when a client shares their 
review to their profile, this is an opportunity for a fresh list of potential 
customers to see just how good you are.

Also, Facebook isn’t necessarily the first place people search for your 
business. Think about this for instance: where do you first go when 
you hear about a new restaurant? 
Google, or Facebook?

Let me guess; the answer was 
Google.

Now, what if I told you to google 
your business. Would you know what 
would surface? 

SECTION 3 
Taking Control Of How 
Clients Treat, React And 
Rate Your Business Online
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Handling negative reviews
Sadly enough, you can do everything right yet still receive a negative 
rating. Your reviews rely both on the service you give and your 
customer’s expectations. It’s hit-or-miss: expectations are either met 
or not, and human behavior is such that hiding behind a computer to 
write a negative comment about something experienced is incredibly 
easy. Hence the term ‘Keyboard Warrior.'

A piece of research carried out by experts at Harvard Business School 
reported recently that across small businesses, only 4% of people 
will ever share a complaint or negative experience with the business 
owner, staff member or manager.

FOUR PERCENT!

Think about it: only 1 in 25 salon customers will tell you when they’ve 
had a negative experience. Or to reverse the example, for every 
10 complaints you receive, 250 people will never return to your 
business because of a bad experience they’ve never told you about. 
Furthermore, according to the same research, dissatisfied customers 
will tell 12 other people about their negative experience. When you 
run the numbers, that is astonishing!
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That means if you get 4 complaints, there has been a total of 100 
dissatisfied salon customers who have told 12 people each. That is a 
network effect of 1,200 people (on top of the 100 who were actually in 
your salon). That is a powerful marketing campaign in a terrible way.

But here’s the thing. 

When a customer is unhappy, it means that in some way, they are 
passionate about what you provide and good customer service 
matters to them. Transparency is vital, and you should treat the 
complaints of salon customers as a free critique. Why? Because 
without knowing, how can you monitor, measure and improve your 
services and, turn those salon customers back into happy advocates?

Handle your negative salon reviews somewhat along these lines and 
set yourself apart from other salons.

1  Respond promptly.

2  Take the issue offline and contact your customer privately.

3  Be polite.

4  Request that defamatory (refer to section 1) salon reviews be 
removed.

5  Take negative testimonials seriously.

6  See the good in a bad review.

7  Share the negative comment with your team and build customer-
centric mindset within your salon.

Looking for testimonials on Internet can seem overwhelming at first, 
but when you know where and what to look for, then you can start to 
embrace the good salon reviews and handle the less pleasant ones in the 
utmost professional manner and preserve a flawless brand image.
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Setting yourself up on Google My Business
Google My Business is a free tool for business around the world to 
manage their online presence across Google Search and Google 
Maps. The benefits?

>  Ensure your business information is accurate

>  Make all your business information edits in one place

>  Show off your uniqueness

Google My Business complements your existing website and helps 
increase your SEO ranking. But, how does it work?

1  Sign up for Google My Business  
(https://www.google.com/business/). 

2  Claim or add your business.

a. Search for your business on Google.
b.  If any of the results match your business, check to see if the 

“are you the business owner” link appears. 
c.  If your business is already on Google, you will be asked to 

confirm that you are authorised to manage it and agree to 
the Google My Business terms of service.

d.  If it does, then the business isn't claimed, and you can click 
the link.

e.  If you don't see that link, go to google.com/business and 
click the “get on Google” button.

f.  Sign up or sign in to your Google account; you’ll be 
prompted to search for your business.

g.  Option 1: You see your business, in which case, click on it.
h.  Option 2: You don't see your business, in which case, 

click on the magnifying glass to see the option to add your 
business.

i.  Enter and verify your business’ information.

https://www.google.com/business/
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3  Verify your business.

a.  Make sure all your information is reviewed, and there are 
no changes to be made.

b.  Request verification (can be done by postcard, and 
sometimes by phone or email)!

Claiming Your Business On Yelp
As you did on Google, you’ll need to claim your Yelp Business Page 
and create a business login. To begin the claim process, go to  
https://biz.yelp.ie/support/claiming click the “Claim your 
business” button. Yelp will then guide you in finding your business 
and creating your business user account.

After you’ve done that, Yelp may call the number listed on your 
business page to verify you are indeed the owner of the claimed 
business and will prompt you to enter a verification code.

Activating Facebook Reviews
Facebook reviews, when activated, will also appear on your Google 
listing which can be of great benefit. If you don’t see the reviews tab on 
your Facebook business’ page, it only takes a few steps to enable them.

1  Click Settings at the top of your Page.

2  From General, click Reviews.

3  Select Allow visitors to review this Page.

4  Click Save Changes.

https://biz.yelp.ie/support/claiming
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Online Reputation Manager

We’ve illustrated just how important ensuring your salon’s online 
reputation matches what your clients are saying about you offline. 
We also gave to a few tools and techniques to help you out on this 
journey. What if you had a way to get more Google, Facebook and 
Yelp reviews and monitor them all in one place…  

Well, now you can!

Introducing the industry’s smartest automation tool: the Phorest 
Online Reputation Manager. 

SECTION 4 
We Can Help!
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The Phorest ‘Online Reputation Manager’ in a nutshell
Phorest Salon Software creates, monitors and supports your Online 
Reputation. We have a dedicated team to create or claim your Google 
business entries, double check all your listing information and get you 
all set up to build up your online reputation on all channels. Alright, 
but let’s say you’re not quite ready to manage yet another feature? 

That’s alright. We’ll do it for you!

Let’s say you decided to sign up for the new Phorest Online 
Reputation Manager, but never actually opened the screen from your 
computer. What would happen then? The feature’s default settings 
would still ensure you got more, and better reviews online! You really 
don’t have to lift a finger.

The Online Reputation Manager:

1  Monitors & controls what’s being said about you on Google, 
Facebook and Yelp.

2  Allows you to respond to positive & negative comments from one 
clean and clear dashboard.

3  Increases your amount of 5-Star reviews through automated 
settings.

4  Gets your salon to stand out from your competition online.

5  Improves your salon's ranking on Google (SEO).

So what are you waiting for? Let those 5-Star reviews roll in!
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Interactive Online Reputation Questionnaire

Phorest is offering salons and spas the opportunity to find out how 
potential clients view their business online!

The perks: review where your business ranks on Google and get a 
personalised action plan for boosting your online reputation!

If you would like to avail of this opportunity, simply take part in 
Phorest’s Interactive Online Reputation Questionnaire.  
Go to http://info.phorest.com/free-online-reputation-
questionnaire and let us guide you through it all.

So there you have it! Your first steps to salon online 
reputation management.

Best of success!

http://info.phorest.com/free-online-reputation-questionnaire
http://info.phorest.com/free-online-reputation-questionnaire
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marketing@phorest.com

Online Reputation Masterclass Webinar

Secure your place at the Phorest Academy Salon Online Reputation 
Masterclass and learn exactly how to take control of how clients 
treat, react and rate your business online.

Or, Request A Callback For The Phorest Online 
Reputation Manager!

It’s time to start automating and improving your salon's online 
reputation.

Phorest Salon Software creates, monitors and supports your Online 
Reputation. We have a dedicated team to create or claim your 
Google business entries, double check all your listing information 
and get you all setup, so you don't have to lift a finger.

After all the good reviews have been put in place, we'll build up your 
online reputation on all channels. And even if you decided to sign up 
for the Online Reputation feature and never opened the screen from 
your computer, the default settings would still ensure you got more, 
and better reviews online!

Don’t waste any more time, request a callback today!

Master New Skills With 
Phorest Academy 

http://www.phorest.com
mailto:marketing%40phorest.com?subject=

