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1 Part High-Ranking SEO
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Crafting the perfect marketing strategy can be a daunting task. Best
Practices change at an alarming rate and it seems like new tactics
pop up every day.

But while the industry evolves with each new fad, our overall goals
tend to stay the same.

Every effective strategy planning session begins by simply defining 
the desired outcome of your efforts. For most marketers, it’s going to
go a little something like this:

1) I want strong brand awareness and a great reputation.
2) I want to rank on page one of search results for my product or

industry.
3) I want to have good data to analyze to be able to make smart

decisions for my marketing efforts.
4)     I want leads. That convert. A lot of them.

If this to-do list is sounding familiar, you’re in good company. These 
are tried-and-true success indicators, and they certainly aren’t going 
anywhere anytime soon.

Introduction
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Raise your glass to the perfect
marketing cocktail.

• 1 part great online brand reputation
• 1 part high-ranking SEO
• 1 part ability to make data-driven decisions

And that proverbial cherry on top? 
Highly converting leads, of course!

So, what if we told you that there was a proven tactic to help you 
achieve this highly sought after “perfect” mix? And that it wasn’t 
anything new, or trendy. That, in fact, it was one of the oldest 
plays in the book?

We’re talking about good-old-fashioned word of mouth in the 
form of customer reviews. 

More specifically, review collection.
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The Base: Online Reputation

The Syrup & Coloring Agent: SEO

The Mixer: Data-Driven Decisions

The Cherry on Top: Leads
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Contents to Cocktail Menu

From outperforming the competition in organic search to 
closing more highly qualified leads, review collection is a 
powerhouse tool for marketers, not just customer service reps.

Don’t believe us? 
In this eBook, we’re breaking down all the details -- straight, 
no chaser -- with four ways review collection can have a big 
impact on your business (and provide some serious return on 
investment).

The Base: Online Reputation
A solid online brand reputation really is the foundation 
for any digital marketing strategy. Managing your 
reputation is the first step to building a successful online 
brand.

The Syrup & Coloring Agent: SEO
A high-ranking presence in search results is the first 
impression you give, and how your brand appears on 
page one is what’s going to make people want to 
consume your content, or decide to move on to 
another, more appealing option. 

The Mixer: Data-Driven Decisions
Analyzing data and customer feedback is essential to the 
growth of any business. When you mix in organizational 
changes based on that data is when you really start to 
make a significant impact, making your brand more 
desired.

The Cherry on Top: Leads
When you’ve built a strong brand and added all the 
right ingredients, you’ll start to see the benefits of 
your hard work in the form of new customers.
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89%	of	consumers	have	
stopped	doing	business	
with	a	company	after	
experiencing poor	
customer	service.

67%	of	churn	is	avoidable	if	a	
customer’s	problem	is	solved	
in	their	first	interaction with	
customer	service.	

Source:  Aberdeen  Group 
Source:  Think  Jar 

89% 67%

Being engaged with customers online is an important factor in maintaining a happy, satisfied customer base and staying on top of reputation 
management. Monitoring what’s being said about your brand online and taking the time to interact with your existing customers can be the 

difference between building a brand ambassador for life or losing a customer forever.

But there’s more to customer experience and reputation management than simply fielding complaints.
Proactive review collection broadens your customer voice online by enabling a steady stream of users engaging in conversations and providing 

valuable feedback and insight about your brand.

The good, the bad, and the silent majority.

Let's think about this for a moment. Would you write a review about an experience that simply met your expectations?  Probably not.

1 Part Great Online Brand Reputation
Customer Experience and Reputation Management
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What does that mean
for brands?
Brands who don't engage in proactive review 
collection tend to see either negative-leaning 
customer feedback online or no feedback at all.

That means when shoppers click on those pages 
they’ll only have a small sampling of customer 
feedback to form their entire opinion about your 
brand or product.

Customers are not always right. Brands deserve a 
chance to tell their side of the story. Engaging in 
review collection helps inform those conversations 
and provide a more accurate picture of the breadth 
of your customer sentiment.

With each interaction you have an opportunity to 
solve problems, build trust, and even convert brand 
detractors into brand ambassadors.
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So, how do you capitalize on those
silent, satisfied customers?

Many positive experiences are never shared simply because brands don't ask for 
public feedback. Proactive review collection helps the brand capture the true 
sentiment of their customers, and not be boxed into a bad reputation by a vocal 
minority.

Make it easier to identify and solve problems for existing 
customers, identify trends and track conversations

Create an organic, online knowledge base about your brand 
full of user-generated content

Build trust with current and potential customers alike by 
showing you care enough to engage with your customers

Three reasons for proactive review collection:

1

2

3
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1 Part High-Ranking SEO 
Brand Awareness and Discovery

Search engines love reviews. The more customers are talking about 
you online, the higher value search engines will place on your brand, 
ultimately resulting in higher search engine results page (SERP) 
ranking.

It’s all about social proof.

To the search engines, it’s simple: people are talking about your 
brand, that must mean your brand is worth talking about, and the 
higher it deserves to be ranked.
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84%

Source:  BrightLocal

Of consumers trust online 
reviews as much as personal 
recommendations

88%

Source:  BrightLocal

Of buyers form an opinion of a 
business after reading just 1-3 
reviews
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How To Do It:

Search engines look for quantity as well as the 
quality and diversity of review content when 
deciding how valuable your brand is. Simply having 
a handful of 5-star reviews isn’t going to cut it.

It’s less about getting a one-time influx of reviews 
and being done with it, and more about enabling a 
system that gets you a steady stream of review 
content that will continue to tell the story of your 
brand online.

Keep in mind, search engines also take the context 
of a user’s search into consideration. For example, if 
a user searches for [your brand] + “reviews,” a search 
engine is more likely to give higher ranking to a site 
that provides dedicated review content over even a 
brand’s own domain.
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Ready to start getting reviews
more consistently?

There are many review collection methods you can employ to get 
that feedback flowing:

★ Email
★ Phone
★ Social Media
★ In-Person
★ Leave-behind survey cards
★ CTAs on receipts and invoices
★ CTAs on Your Website
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Moz`s Top Search Engine Ranking Factors For 2017
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+ Product/Service
Keywords in Reviews

+ Positive Sentiment in
Reviews

+ Authority of Third-
Party Sites on Which 
Reviews are Present

+ Overall Velocity of
Reviews (Native Third-
Party)

+ Diversity of Third-
Party Sites on which 
Reviews are Present

- Low Numerical Ratings 
of Google Reviews - Negative Sentiment 

in Google Reviews - Reviews Copied from
Third-Party Sites as 
Testimonials in 
Schema/JSON-LD on 
Website 

- Low Numerical Ratings 
of Third-Party Reviews - Negative Sentiment in

Third-Party Reviews

Source:  Moz, 2016Deconstructing the Perfect Marketing Cocktail

Every two years, SEO SaaS company Moz surveys search marketers and runs correlation studies to better understand the workings of search engine algorithms 
and provide insight into the factors that help and hurt a website’s visibility. Below are a few of the correlations Moz found between SERPS and reviews.



“The overall trend is clearly moving towards businesses who 
are investing time and energy into their review strategy. 

Reviews = trust and increased CTR. 

And just put yourself in Google’s shoes for a minute. Do you feel 
there is more value to the searcher in showing them a listing with 

no reviews […] or is it more valuable to show a listing that has a
“story” about that business in the form of reviews, which 

allows the user to get all the information they need to either 
choose or not choose that business?”

- Colan Nielsen, Powered By Search
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How To Analyze Reviews
And Get The Most Out Of
Customer Feedback
Looking at reviews with a more critical eye can reveal 
detailed insight into the health of your brand from 
the customer’s POV.
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Here a few things to do after those
Reviews start rolling in:



1. Look for
Common Threads
To begin, it will be helpful to create a logging system or 
utilize online tools, like ConsumerAffairs, where you can 
group similar comments into categories to begin to look 
for trends. This will help you spot recurring themes and 
trouble areas more easily and keep you organized 
throughout the process.

As you comb through the feedback you receive, make 
special note of things that are repeated across multiple 
customer reviews and make solving those concerns a 
top priority. Likewise, trends you notice in more positive 
feedback can help you find the best items to highlight 
in your marketing messaging.

Have you noticed a review from a particularly raving fan? 
Reach out and see if they’d be willing to do a 
testimonial. You can continue to nurture the 
relationship with the customer and increase your social 
proof at the same time. Win-win.
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2. Analyze Customer Sentiment
Across a Variety of Areas

Organize positive and negative comments around critical elements:

Product
Function
Quality
Features
Delivery
Customer Service

Once you’ve sorted the feedback, start with a single category and 
begin to look at it more critically. When this category is mentioned, 
are the comments mostly negative or mostly positive?

If you notice a category has a largely negative sentiment, you’ll know 
where changes need to be made to increase your customer 
satisfaction and you can begin further research into where exactly 
it is you’re falling short in one category or another.

1518
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3. Turn Insights Into Actions 

It’s always important to share what you’ve learned with 
the appropriate team members and then make decisions 
about what to do with the data. Follow through on those 
decisions. Data and insight are great, but it’s worth 
nothing if it doesn’t affect real change in your product 
or service.

Consistent and large-scale follow through can be the 
hardest part of any strategy, but it’s the only way to make 
a long-term impact on your business.

If you’re making actionable plans from the intel you get 
from your customer feedback channels, you’ll be setting 
yourself up for greater, long-term success.

18
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Listen to customer feedback and look 

for common threads.

Collect Analyze

Categorize customer sentiment 

across all product and service 

features.

Act

Make plans for improvement 

based on what you’ve learned.

3 Steps To Growth Through
Review Analysis

19
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In Real Life

Take ConsumerAffairs accredited brand Easy Rest 
Sleep Systems, who, through review collection, 
discovered a breakdown with a delivery team was 
causing customer dissatisfaction. Easy Rest was 
able to use the reviews as proof that company 
policy was not being followed, and re-staffed the 
department for greater success.

Using reviews as a data source for important 
organizational decisions can be a huge asset, and 
remains a largely overlooked one for many brands. 
Sitting down and fine-tuning that customer 
feedback loop can put you on a great track for 
greater, trackable success for years to come.

20
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The Cherry on Top: Leads
Convert New Customers
It’s true! Reviews do far more to serve the bottom line than simply being a channel for customers to 
get their issues resolved. 

Build trust, gain new customers. That’s what it’s all about, right? 

Partner with third-party sites to shorten the buying cycle.

Collecting customer feedback, especially through reviews or user-generated content, can give you 
the social proof you need to earn the trust of consumers and convert them into customers.

A Major Purchase Shopper Study conducted by GE Capital shows that consumers spend an average 
of 79 days gathering information before making a major purchase. Investing in lead paths on the 
third-party review sites consumers frequent when researching these purchase decisions helps to 
shorten this cycle. By providing superior content in the form of expert buyers guides and best-match 
tools, ConsumerAffairs is able to help consumers make smart decisions and connect them to 
brands quickly.

Source: Invesp
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Of consumers 

read online 

reviews

72%
Will only make a 

purchase from a 

brand after reading a 

positive review

90%
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Bonus Recipe
Leveraging Review Content in Your Marketing

Showcase some of your best and most helpful customer reviews 
in your marketing to help give a nudge to those engaged-but-on-

the-fence customers. Including a full, lengthy review isn’t 
necessary. A strong pull-quote highlighting a “wow moment” or 

the overall sentiment of your customer will catch a potential 
customer’s eye and motivate them to learn more about your 

brand and products. Social proof at its best.

Feature in newsletters and
email marketing

Share on social media Include in traditional 
advertising media like print, 

radio and television

Develop a Case Study 

Embed reviews on product pages
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Let Your Customers
Do The Work For You

Review collection allows you to:

Centralize what’s being said about your brand online
Gather a collection of stories about your brand online
Build a digital knowledge base about your brand, making it    
easier than ever for consumers to find exactly what they’re   
looking for

By encouraging existing customers to paint a real picture of the 
experience they’ve had with your brand or product, you build a 
knowledge base about your brand, all written by the people 
consumers trust the most — your real customers.

In fact, according to a survey conducted by BrightLocal, 88% of 
consumers trust online reviews as much as personal 
recommendations and that same report found 40% of buyers 
form an opinion of a business after reading just 1–3 reviews. 
You have limited time to make an impression; make it count.
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Parting Thoughts
The truth is a brand’s voice is not owned by the marketing team, the c-suite, or even 
the business owner. It’s owned by the customer.

Consumers feel more confident in their purchase decisions when they can hear a 
real-life, peer-vetted story detailing your product or service in action. As a result, 
brands who engage with customers online, encourage feedback and communicate 
with their audience transparently can more easily earn the trust of shoppers and, in 
turn, see their conversion rates soaring.

This is what makes reviews such a powerful marketing tool.

So, there we have it. Reviews: the powerhouse, the dark horse, the underdog—
whatever you call them, we hope their value is clearer than ever.

If you want to increase brand awareness, improve the customer experience, manage 
your reputation online, enable data-driven decisions, and convert new customers—
collect reviews.

Cheers.

24

6

Deconstructing the Perfect Marketing Cocktail



https://moz.com/search-ranking-factors https://moz.com/local-search-ranking-factors

https://searchenginewatch.com/2016/09/06/how-a-strategy-for-customer-reviews-can -impact-seo-brightonseo/

http://backlinko.com/google-ranking-factors 

http://www.clarabridge.com/blog/the-top-14-customer-experience-cx-stats-of-2016/

http://www.huffingtonpost.com/vala-afshar/50-important-customer-exp_b_8295772.html

https://www.invespcro.com/blog/the-importance-of-online-customer-reviews-infographic/

https://www.brightlocal.com/learn/local-consumer-review-survey-2014/

http://www.chainstoreage.com/article/study-81-research-online-making-big-purchases

Sources

Deconstructing the Perfect Marketing Cocktail



About Us
Founded in 1998, ConsumerAffairs offers expert resources, verified reviews and 
consumer news. Over 200 million people have used consumeraffairs.com.

Our in-house research team works closely with industry experts to write 
comprehensive buyers guides and how-to articles with the goal of enabling 
consumers to make smart decisions for life's important purchases. 

Our website offers hundreds of thousands of consumer reviews and intelligent 
matching tools that use proprietary technology to pair users with companies that 
meet their needs. 

ConsumerAffairs has been featured in a number of prominent media outlets 
including The New York Times, CNN, Forbes, Entrepreneur and AARP. 

For more information on our SaaS offering for brands, visit 
consumeraffairs.com/brands
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