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Post-Pandemic Reputation-Building Tips for Enterprise Brands

Shopping behavior and consumers’ interaction with brands have changed dramatically due to the 
pandemic. Online buying channels have evolved, as have the sources consumers use to get what 
they need. 

Ecommerce sales exploded in 2020, rising 32.4% over 2019, as consumers scrambled to have their 
everyday needs met even amidst widespread shutdowns and recommended isolation. And, in the 
local search realm, we saw massive shifts in local consumer search behavior across all verticals. 
Search is the decision-making channel of choice for many, and now 76% of consumers say they 
conduct online searches on a daily basis.

Introduction

https://www.rioseo.com/blog/post-vaccine-local-consumer-behavior-trends/
https://www.cnbc.com/2021/02/19/e-commerce-surged-during-covid-groceries-sporting-goods-top-gainers-.html
https://www.rioseo.com/google-insights-study-2020/
https://www.rioseo.com/google-insights-study-2020/
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We’re seeing a leveling off of the tumultuous shifts 
in consumer search behavior witnessed throughout 
2020 and prior to vaccines becoming widely available 
in the US. Last spring and summer, local search interest 
in hospitality, tourism, dine-in restaurants, and business 
services (among others) plummeted as stay-at-home 
orders closed down entire sectors. Almost overnight, 
commuter traffic ground to a halt, and working from 
home became the new norm.

The resulting consumer response wreaked havoc with 
historic marketing performance data. Local search 
volume, impressions, and conversion actions such as 
clicks-to-call and clicks to website swung wildly based 
on the constantly changing informational needs of 
local consumers. We tracked these trends month-over-
month across over 200,000 local enterprise GMB 
accounts (the latest analysis of which you can see 
here). And while the jury is still out as to what our “new 
normal” may look like, now that more shoppers are 
willing to get out into the world again, we’re seeing a 
calming effect across these metrics.

How your brand handles reviews, key business 
information, health and safety measures, and more 
all factor into whether your location — or that of a 
competitor — will be the top choice for that searcher.

In this guide, you will learn how brands can maintain a 
stellar online reputation post-pandemic. Discover how 
the pandemic has impacted reputation management 
and how to better leverage customer reviews. Find out 
which review platforms you should focus on and where 
to spend your efforts with limited resources. 

Source: How COVID-19 Transformed the Local Search 
Landscape, 2021.

https://www.rioseo.com/blog/local-consumer-search-behavior-trends-may-2021-update/
https://www.rioseo.com/blog/local-consumer-search-behavior-trends-may-2021-update/
https://www.rioseo.com/google-insights-study-2020/
https://www.rioseo.com/google-insights-study-2020/
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More than ever before, customers need reassurance and are seeking validation that they’re making 
the right choices for themselves and their families. In our recent local consumer survey publishing 
soon, we found that Google is both the most used and most trusted source of online information for 
local consumers, and they expect the information they find in search to be accurate. 

They’re looking for validation from others, too. Our survey showed that nearly half of all consumers 
said they read local reviews before visiting a nearby business, and 50% feel more confident in the 
brand when they see it responding to reviews. For 43% of consumers, those local reviews are just as 
trustworthy as word-of-mouth recommendations.

Here are just a couple of ways recent pandemic-related conditions have changed the reputation 
management game for brands.

How the Pandemic Has Impacted Reputation 
Management
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Staffing Challenges

With COVID restrictions easing across the country, some businesses are short-staffed and struggling 
to handle the increase of customers returning. For example, if a person waits for a table or checks 
into a business and there is no hostess or receptionist, customers are much more inclined to leave 
negative feedback on review platforms. 

Plan and organize staffing differently. Are there enough staff members on-hand to complete both in-
person and curbside pickup orders for a seamless purchasing experience in both areas? How can you 
use communication, technology, and tools to meet the expectations of customers? 

How can you incentivize staff and ensure their happiness while they’re taking on additional 
responsibilities until normal operations resume?

One area of opportunity to improve customer sentiment is ensuring clarity on health and safety 
protocols. For example, this happens if there is ambiguity around mask usage in your business — 
whether to wear them or not, or if the staff must use them during business hours.

Make it straightforward for guests to see what the rules are, display them (both in-store and online), 
and be consistent. Ensure the health and safety attributes on your Google My Business (GMB) profile 
are filled out completely and write GMB Posts to set clear expectations for visitors.

Spend time thinking about how you can create a great guest experience while keeping people safe 
and your employees happy. 
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Online Shopping and Omnichannel Marketing

The surge in online shopping in 2020 is course-correcting now. Reduced clicks to websites are 
expected as people are leaving home for in-person shopping and businesses are reopening for 
customer visits. Online purchasing has forever changed. Expect online shopping to be a regular 
channel, and customers will use several mediums to get the products and seek the customer service 
answers they need. 

Businesses need to learn to handle customer service differently now as well. This requires meeting 
customers where they are. Use the mediums your customers use, not your preferred contact platform. 
If you are focusing on one platform, you are cutting your business off from opportunities. 

Prepare your staff to respond and react to comments and questions on multiple channels, including 
your website, phone, chat, and social media via direct message. 

Consumers are expecting brands to answer. Often, Twitter is used to voice complaints because 
posting there leads to a quicker response since it is a very public and potentially damaging forum. 
Find out the communication methods preferred by your customers. Naturally, some will prefer using 
the phone, while others will use chat because it helps them get the support they need quickly, rather 
than being put on hold on the phone. 
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Leveraging Customer Experience & Reviews to 
Improve Your Reputation 

As the world moves into a new phase of improving the customer experience and managing reviews, 
there are several ways companies can monitor and maintain their brand sentiment.

Frontline Staff

Your staff are often the first touchpoint with the customer. A bad interaction between a customer and 
employee can quickly lead to a negative review. Pay particular attention to communication and your 
staff’s overall well-being. Make it easy for them to voice their concerns or problems to you rather 
than allowing it to spill over to their customer service or comments to guests.  
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Customer Communications

Clear, visible, and consistent communication is one of the most significant opportunities to improve 
customer satisfaction and uphold your reputation. 

Some of the top areas of opportunity to reduce and avoid friction with customers include: 

Avoid scheduling appointment errors or conflicts. Use software tools and internal staff 
communication to organize a seamless booking system for confirmations and cancellations. 

Cancellation policies. Get confirmation that your cancellation policy is written in a friendly manner, 
feels fair to the customer, and has easy-to-follow steps for cancellation or reimbursement. Ensure it is 
visible and available on all customer touchpoints, including your website and your physical location. 

Updated hours and address online. Appoint a team member to update your business details 
regularly, and add that job to frequent tasks. When regulations change that mandate closures, your 
customers need to know. A common cause of customer frustration is arriving at a location that says 
open on GMB, only to find it closed. Good GMB management will always help manage  
your reputation. 

Not sure where your blind spots are? Start with reviewing your negative reviews to give you the best 
clues on where you can improve and potential blind spots.

Answering Reviews 

Ideally, every business should respond to both positive and negative reviews. However, if you are a 
multi-unit operator, this is an enormous task. 

According to Nigel Atkinson, Account Director at RioSEO, “Any 1-, 2-, or 3-star reviews should be 
addressed first.” Even if you haven’t addressed these immediately, make these reviews a priority to 
manage, and make procedural changes to avoid future problems. Then go back and answer older 
reviews and positive reviews. 

The recency of reviews matters. Read and address newer reviews first since more customers read 
them. If you can’t respond immediately, prioritize responding to reviews that are three months or less. 
Consumers tend to ignore reviews older than 12 months.  

https://www.rioseo.com/infographics/anatomy-of-a-google-my-business-listing-infographic/
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Answering reviews requires a strategy. Many 
businesses do well with reputation management 
when they create an internal plan to determine 
who will respond to reviews, when to escalate 
an issue to a senior manager, and develop 
templated responses for future reviews. 

Before answering negative reviews, get another 
opinion about your response before it is 
delivered. Remember that future customers are 
reading your replies too. How professionally you 
handle the situation can determine whether they 
will buy from you in the future. 

Using alerts and notifications tools and software 
can always improve your chances of seeing 
a review quickly and responding in a timely 
fashion. 

Want more proven tips for improving your 
reputation management strategy? Learn how a 
staffing agency improved customer sentiment 
and improved their overall star rating in this 
case study.

https://www.rioseo.com/blog/the-dos-and-donts-of-responding-to-negative-customer-reviews/
https://go.rioseo.com/rs/425-FDD-771/images/Randstad%20Case%20Study%20-%20Rio%20SEO.pdf
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Leveraging Positive Customer Reviews in Your Marketing

Positive reviews build trust, and they are one of your best assets to market your own business. In 
fact, 75% of survey respondents agree that first-party reviews are likely to influence their purchasing 
decisions.
 
Some of our top tips for using your positive customer reviews in your marketing include: 
 
• Add reviews to local pages. Consumers are more likely to buy when they read positive reviews left 

by previous customers. Additionally, add star ratings within the Search Engine Results Pages to get 
noticed when consumers are searching. 

• Leverage review testimonial commentary, average star ratings, or the number of high 4.5/5-
star reviews in all your marketing assets, including social media posts, email newsletters, drip 
campaigns, and PPC ads. 

• Repurpose positive 5-star reviews into videos and other marketing collateral. Get consumers on 
camera to share their opinions and ask for their permission to use them. These videos can be used 
on your website, social media, and video ads with text overlay.

To enhance the credibility of your reviews, include a date, first name, and platform name of the 
evaluation when used in your marketing communications. Some consumers may search your 
platform to validate a great review, which isn’t bad because it allows them to learn more about  
your brand.

https://www.rioseo.com/local-ratings/
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Key Reputation Management Platforms 

There are hundreds of review platforms to consider for review management. Here are some of the 
most popular platforms worth considering: 

Google My Business  

This is the top review platform and directory 
because of the influence it has on local SEO. 
Ensure you activate your knowledge panel and see 
what other review sites get pulled into your GMB 
profile. For example, if Facebook reviews are shown 
on your GMB profile, make sure you focus on 
improving these reviews on this platform, too. 

Within your Google My Business profile, leverage 
the power of Google Q&As. It’s common for 
customer questions to go unanswered in this 
section. Take stock of common questions; 
answering them allows you to provide value to the 
customer. Additionally, Google is starting to use 
reviews and posts (the text within them) to answer 
consumers’ questions proactively. Google won’t 
always answer the question the way you want, so 
take control of your Q&As section.

https://www.rioseo.com/google-insights-study-2020/
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Yelp 

Evaluate Yelp before you decide if it is the right platform for your business or industry and if your 
target customer uses it. Check if your competition is there too.  

Yelp has a different user base than GMB and it can be overly critical in reviews, especially for 
restaurants. There is a cost to using this service, so evaluate if the value outweighs the effort. 

Yelp mandates that businesses not ask customers for reviews. A workaround is to ask customers to 
check in on Yelp or upload a photo of your business. This action will prompt the platform to ask the 
user for a review. This tip does not violate Yelp’s terms of service. 

The Better Business Bureau (BBB)

Local and regional business bureaus are trusted sources of information in many cities. Check your 
Better Business Bureau’s website and review profiles to see if they fit your brand. If your competitors 
are well represented there and your target audience uses it, this could be a good platform. 

Facebook 

Facebook reviews on your business page are another good review platform because users actively 
look for information and ask questions. Future customers will come across your reviews and use them 
to help make decisions. 

Review Platforms Specific to Your Industry

Evaluate the best review platform for your industry or niche beyond the larger platforms.  Review 
platforms like Healthgrades and ZocDoc are vital for the healthcare industry, just as TripAdvisor is a 
trusted source of information for the tourism industry. 

https://www.rioseo.com/blog/yelp-local-business-updates-health-safety-information-improvements/
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Even with limited funds to support all your marketing efforts, there are a few inexpensive but effective 
tasks that can boost your reputation. 

Sherry Bonelli from Early Bird Digital Marketing says, “Think of reputation management as reputation 
marketing.” If managing your reviews is an essential marketing activity, you will always work it into your 
plans. 

First, proactively ask happy customers for reviews – but don’t send out mass mailings. If you receive 
many reviews simultaneously on your platforms, it will look very suspicious. (if you have permission, 
send your request in a text.) Use trusted review tools to monitor and solicit reviews.

How to Prioritize Reputation Management 
Efforts with Limited Resources
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Assess your internal customer service. You 
will always make a positive impression with 
customers and guests if your staff are happy, 
which prevents negative reviews. 

User-generated content such as photos, videos, 
and stories from your guests is not only an 
effective marketing tool but also frees up time 
for your staff. Consider asking your customers 
to provide some content. Sourcing new 
pictures from customers can be one less task 
for staff to do when they are short-staffed and 
busy with reopening duties.

Invest in a reputation management tool to pare 
down the workload and help with prioritization. 
When a sound, trustworthy system is in place, many businesses can manage reviews with one or 
two people. 

A reputation management system allows you to set up notifications for bad reviews and address them 
quickly. Additionally, the dashboard will help you manage this task simultaneously if you run a multi-
unit enterprise business. 

Take the guesswork out of effective review management and consider reputation management 
software like Local Reviews to identify trends in your reviews, benchmark against your competition, 
and address consumer reviews across all platforms seamlessly — all from one dashboard. 

When you use reviews in your marketing, you leverage social proof to drive trust with customers, 
which helps them move from consideration to purchase. Find out how Local Ratings can help you 
generate first-party reviews and publish them across your brand’s local landing pages. 

Questions? Contact Rio SEO today to get the answers you need.

Conclusion

https://www.rioseo.com/local-reviews/
https://www.rioseo.com/local-reviews/
https://www.rioseo.com/local-ratings/
https://www.rioseo.com/contact-us/


858.529.5005

About Rio SEO
Rio SEO® is the leading local marketing platform provider for enterprise brands, agencies, and 
retailers. Rio SEO’s Open Local Platform provides multi-location organizations with a comprehensive, 
seamlessly integrated suite of turnkey local marketing solutions—Local Listings, Local Pages, Local 
Reviews, Local Ratings, Local Reporting, and Local Manager—proven to increase brand visibility 
across search engines, social networks, maps applications and more.

Founded in 2006, Rio SEO ranks among the largest global providers of local search automation 
solutions and patented SEO reporting tools, driving business from search to sale for corporate brands 
worldwide. Over 150 enterprise brands and retailers rely on Rio SEO’s innovative technology and local 
marketing expertise to drive motivated, measurable online traffic to websites and physical locations. 
Rio SEO currently serves Fortune 500 companies across a variety of industries including retail, 
financial services, restaurants, hospitality, healthcare, and more.

For more information, visit: www.rioseo.com or follow on Twitter @Rio_SEO.

www.rioseo.com
info@rioseo.com

Understanding where you’re going requires a solid, crystal clear view into where you are today. Take 
advantage of a free, customized local search audit and let’s see where your brand’s greatest local 
presence opportunities lie.

BOOK NOW

https://www.rioseo.com/platform/
https://www.rioseo.com/local-listings/
https://www.rioseo.com/local-pages/
https://www.rioseo.com/local-reviews/
https://www.rioseo.com/local-reviews/
https://www.rioseo.com/local-ratings/
https://www.rioseo.com/local-reporting/
https://www.rioseo.com/local-manager/
https://www.rioseo.com/retail/
https://www.rioseo.com/financial/
https://www.rioseo.com/restaurants/
https://www.rioseo.com/hospitality/
https://www.rioseo.com/healthcare/
http://www.rioseo.com
https://twitter.com/Rio_SEO
https://www.linkedin.com/company/rioseo/
https://www.facebook.com/RioSEO/
http://www.rioseo.com
https://go.rioseo.com/free-local-audit.html

