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Executive Summary

Many businesses worry that by asking for ratings on Google or 
elsewhere from customers, they risk getting negative reviews. Or 
the competition will create a negative campaign against them (it 
can happen) and they won’t be able to recover.

The Challenge

This home service company noticed a drastic drop in their 
Google rating thanks to one low rating mixed with few rat-
ings in total to help bring up their score.

They have a mix of customers - both customers they work 
with directly, plus those who come to them through a third 
party, such as a warranty company, and that negative re-
view actually related to the service the warranty company 
provided, not their own.

Plus, they suspected some “average” ratings had been post-
ed by a competitor (there were a few red flags).

They needed a simple process to collect real ratings that 
would improve their overall score.

The more 
advocates you
have, the fewer ads 
you have to buy

    These two good reviews we 
gained over the weekend came 
from your efforts.  I can’t wait 
to see how much the bar moves 
as we get the review requests 
sent to even more customers.

“



The Solution
We implemented one of our two most basic 
Online Reputation Management solutions - the 
Review Request.

For this client, after the end of each month they 
forward us their list of customers for the previous 
month.  We then implement our system that trig-
gers an email to all of these new clients request-
ing a review.

Those who click that they would rate the service 
a 4 or 5 are sent to Google to leave a review.  We 
choose both ratings because only 5s can actually 
look suspicious to a viewer.

For those who note they would rate 1 to 3, it’s 
still critical for the business to receive this feed-
back for follow up to the customer, and watch for 
trends ... so the customers are taken to a form to 
provide feedback directly to the company.

Baseline

Our client started this project with:

     ·  Zero people on their email list
     ·  40 Google reviews
     ·  Average 3.2 rating.

Results

This client’s most important goal was to increase 
their average rating on Google. They experienced 
a significant jump quickly and they have been 
able to maintain a high average rating since.

The average rating is harder to control when you 

simply send all past customers  your review link, 
since even the best-served customers may expe-
rience something after the fact that could impact 
your rating.

Perhaps they received a product you sold, but 
then dropped it on concrete a week later and are 
angry that they broke it, and that happens to be 
the same day you send your review request.

Or, as could potentially happen in the case of 
this client, a third-party warranty provider could 
decide not to reimburse some expenses directly 
to the customer after the fact, and perhaps that 
customer receives the notification right before 
you send your review request. 

Our process helps you obtain important feedback 
will still maintaining a solid public rating.

The next goal was to increase the total number of 
ratings.

A side benefit of this strategy is that it has also 
allowed our client to build an email list to use for 
future ongoing marketing, since this is marketing 
they had never done before.
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