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STUDY OVERVIEW

Hi,  
I’m Zac Carman, the CEO of ConsumerAffairs, and I’m happy to introduce 
The ConsumerAffairs for Brands 2018 Online Reviews Report.

The team here did a ton of research on why reviews are important to 
your reputation and your marketing efforts. The report talks about how 
consumers consult reviews, why they consult those reviews, how reviews 
are used in the context of purchases, and how they help leads convert.

We believe everyone deserves to make smart decisions--both consumers 
and brands. ConsumerAffairs.com is where you come when you need to 
know. Big life decisions are really tough, and the purchases associated with 
them are really difficult. The way consumers make those decisions easier 
is to consult expert buying advices (our expert guides) and marry that with 
what real customers have said about their experiences with brands (our 
reviews). From there, we can match consumers with an accredited brand 
member that’s right for them. 

People ask me all the time: what does ConsumerAffairs do for my 
business? It’s pretty simple, we help you leverage what your customers are 
saying about you to learn about your business, convert more customers, 
and proactively manage your reputation in the marketplace. 

Hope you enjoy reviewing the study’s findings and we welcome the 
opportunity to talk further about how online reviews can be a part of your 
lead gen and reputation marketing efforts.

We’ve got your back,
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When are online reviews used
We found that consumers are more likely to factor online reviews 
into the decision making process for purchases that have some 
degree of uncertainty. 
For example, a consumer may feel uncertainty when they buy a product 
for the first time, purchase a product that requires significant investment 
or use of savings, or when the purchase has an emotional component, 
such as those revolving around life change events like having a baby 
or taking care of an aging parent. In each of these scenarios, there is a 
heightened sense of the unknown. 

Consumers want to feel confident in the decision they’re making, so they 
seek reviews and recommendations before committing to a purchase. 
As a result, the content provided in online reviews is significant for 
customer acquisition. 

Consumers seek out online 
reviews to inform purchases they 

feel uncertain about.

People use online reviews nearly 
2.5x more when buying something 

for the first time.

2.5x

Consumers are looking for first-
hand customer experiences to 

help them feel confident about the 
product or brand they choose.

People look at online reviews 
throughout the buying cycle, but 
especially at the research and 

comparison stages.

Key Takeaways: When consumers use online reviews

47%

68%
62%

24%

47% use online 
reviews early on, 
once a need has 
been identified 

68% use online 
reviews once 

they’re comparing 
solutions

62% use online 
reviews when 

ready to make a 
final decision

24% use online 
reviews when 

ready to contact 
a company to  

purchase
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At what point in the evaluation of a new product do 
you look up online reviews for a product or brand?
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What makes an online review 
trustworthy
Consumers look at reviews holistically, taking elements like 
individual review content, star rating, and number of reviews 
all under consideration to create an informed opinion about the 
product or brand they’re researching. Consumers are seeking 
robust, well-rounded content that is valid, verifiable and not 
influenced in any way. 

Key Takeaways: Trust factors in online reviews 

Individual review content is the most 
important element of a review

Consumers are looking for verified, 
trustworthy reviews

The impression of a brand prior to 
reading reviews is least important

99% consult online reviews when 
making a purchase.
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When reading online reviews, which elements are 
most imporant to make a purchase decision?

Review 
content

Verified
reviewers

Star ratings # of reviews Impression 
after reading 

reviews

Impression 
before reading 

reviews

41% of consumers say their impression of a brand before reading 
reviews is the least important factor influencing purchase
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* 6 is most important
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Importance of online review source
We found the source of a review inspires differing levels of 
trust among consumers. Consumers see reviews on third-party 
websites as unbiased, and therefore more trustworthy and helpful 
in the decision making process, then, say, a marketing message 
from a brand, or endorsements from a celebrities who may have 
been incentivized for providing their opinion. 

Impact of reviews on purchase 
decision
Ultimately, the more authentic a review, the more likely a consumer 
will include it in their decision-making process. Online reviews that 
provide more in-depth content and context (opposed to a short phrase 
like “It was great!”) go the furthest in building trust with consumers. 

Key Takeaways: What motivates consumers to buy  

Online review content was rated second only to the 
recommendation of friends and family as the most trustworthy 
source of information when assessing a brand’s reputation--
reviews by people who have reviewed the brand on a third-
party review website 

08
09

Consumers who use third-party websites are usually well 
informed and purchase-ready when they contact a brand

Consumers are looking for reviews on unbiased sources

Key Takeaways: What consumers trust

77% of consumers find reviews posted on third-party websites 
the most trustworthy

Only 9% of consumers said they find reviews posted on a 
company’s own website to be the most trustworthy

#1 Reviews by people 
who have reviewed 
the brand on a third-
party review website

Rank these types of online reviews based on how 
much you would trust them

3%
Based on the mean of the responses, the 
trustworthiness of recommendations of friends and 
family and online review content only differed by 3%

Sadly, the marketing money spent on celebrity 
endorsements is not likely to pay off - it was listed  
as the least trustworthy source

Funneling marketing dollars on a brand’s owned 
media isn’t as meaningful to the consumers as it 
once was

Leveraging earned media exposure through online 
reviews is key to trust with your prospects and 
customers

#2 Reviews posted in 
search engine results

#3 Reviews posted in my 
social media feeds #4 Reviews about a 

product on brand’s 
own website

08



Review Report 2018

Online review content wins new 
customers 
Today’s consumers look for the full story and are not easily swayed 
by a seemingly perfect score (star-rating). Similarly, they won’t 
necessarily count out a brand with an imperfect score if there is 
content and context that further explains the reason behind the 
rating, or if a brand is dedicated to customer service via public 
response and resolution.  
The strongest online reviews are those written by existing customers 
that include context for the review along with a rating. Actively gathering, 
resolving and responding to online reviews has a dramatic impact on the 
brand trust of current and future customers.

Key Takeaways: What makes a great online review?  

 – Star ratings make the first-impression, but review content makes a 
lasting one.

 – Consumers look at every element of a review (source, content, rating, 
company response) to inform their purchase decision.

 – Dedication to public response and transparency in resolution to online 
comments from customers is a key factor in building trust with consumers.

11

Which sources do you trust most when evaluating 
brand reputation? 

10

Individual online review content is trusted almost as much as a 
personal recommendation

70% of consumers ranked 
star-rating as very important 

or important in making a 
purchase decision

70% 73%

73% of consumers ranked 
online review content as very 
trustworthy when evaluating 

brand reputation

Is your brand part of the conversation?

Friends 
& family

Review 
content

Star ratings Ads Celebrity 
endorsements
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How to better leverage online 
reviews
From our research, the more independent and authentic the 
content of the review, the more valuable it is to the decision-
making process for the consumer.
Consumers leverage reviews most for purchases that contain a level of 
uncertainty or significant investment. The uncertainty surrounding these 
types of purchases drives consumers to gather as much information as 
possible to assuage the anxiety associated with the purchase. 

Businesses that leverage their online reviews effectively will ultimately be 
more successful at driving growth through increased customer acquisition.

Think about whether your company is leveraging online reviews in a 
way that will attract potential customers. If you’re not, it may be time to 
reconsider your approach.

Like any other aspect of business, you must put in the work before you 
get the reward. Start gathering reviews, listening to your customers, 
highlighting issues and making changes. Participating in proactive 
review collection will help to improve the depth of content available about 
your brand online and instill brand trust in more consumers. When review 
collection goes hand-in-hand with customer service and reputation 
management (via a platform like ConsumerAffairs), the results expand to 
include improved customer service, increase quality customer referrals 
and reduced churn.

“The more reviews we get, the more we show 
our customers that we’re quick to respond to 
their compliments as well as their problems, the 
more reputation, credibility and trust we’re 
able to build. It directly correlates with our 
exponential growth year over year.”

—Alan Wu, Bay Alarm Medical 
 

Prior to working with ConsumerAffairs we were 
struggling to respond to online review site 
feedback because many sites didn’t verify 
that the reviewer was a customer, and didn’t 
provide enough information to contact the 
customer. ConsumerAffairs is professional and 
has a great interface that allows us to address 
customer issues quickly.

—Lisa Henken, NetSpend 
 

ConsumerAffairs helps us drive our online 
reputation in the right direction by allowing us 
to address and resolve our unhappy customers, 
and by collecting feedback from the customers 
we haven’t heard from before. The increase in 
customer satisfaction and online ratings have 
been a huge boost in morale, and we’ve seen 
a tangible result.

—Kris Kibak, Instant Checkmate 13

Testimonials
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About ConsumerAffairs
Founded in 1998, ConsumerAffairs is a popular consumer news and 
reviews website that helps consumers make smart decisions for life’s 
important purchases. Our in-house research team works closely with 
industry experts to write comprehensive buyers guides and how-
to articles. ConsumerAffairs.com offers hundreds of thousands of 
consumer reviews and intelligent matching tools using proprietary 
technology to pair users with companies that meet their needs. 

In 2011, ConsumerAffairs established ConsumerAffairs for Brands, a B2B 
SaaS platform that provides businesses the ability to connect with their 
customers, solve customer service issues, collect reviews, and market their 
reputation online. 

ConsumerAffairs has been featured in a number of prominent media outlets 
including The New York Times, CNN, Forbes, Entrepreneur, and AARP. In 
2017, ConsumerAffairs was ranked #562 on the Inc. 5000 list. 

Do you know what potential buyers will find when they 
search for your business online? 
ConsumerAffairs for Brands is a powerful platform designed to help 
meet your marketing and customer engagement needs quickly. 

With ConsumerAffairs, you can take control of the conversation 
happening about your products and services to increase brand 
awareness and online visibility, build a brand consumers trust, 
and connect with more purchase-ready shoppers. 

Are you ready to connect with consumers and provide the 
resources they need to make smarter decisions? Connect with 
our team today and learn more about how ConsumerAffairs helps 
brands collect and share quality customer feedback to attract 
more qualified leads.

Get a free demo of our product: 
https://go.consumeraffairs.com/reviews-demo/

Let’s Talk
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https://go.consumeraffairs.com/reviews-demo/ 


WORK HARD. 
PLAY HARD.

Tulsa Office
601 S. Boulder Ave, Suite 1600
(855) 497-7968
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