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Terrible businesses 
aren’t the only ones 
buying reviews. 
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“ A restaurant is more likely to 
commit review fraud when its 
reputation is weak, i.e., when 
it has few reviews or it has 
recently received bad reviews.

Michael Luca, Georgios Zervas (2016) Fake It Till You Make It: 
Reputation, Competition, and Yelp Review Fraud. Management 
Science 62(12):3412-3427.https://doi.org/10.1287/mnsc.2015.2304  
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1-Star Reviews Are 
More Common in the 
last 10 years.
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How does a legitimate 
business compete?
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How do reviews 
impact ranking?
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How can you better 
control which reviews 
Google shows?



@joyannehawkins

Does the text of the 
review impact 
ranking?
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Disclaimer: Don’t try 
this at home.
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Christmas tree farm.
Middle of summer.
They had a terrible 
website & no obvious SEO.
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Our Place
“Home sweet home”

● May 26 – Nikki wrote a review
● June 8 – Joy wrote a review
● June 16 – Dave wrote a review
● June 25 – Brian wrote a review
● July 15 – Colan posted a rating only
● Aug 12 – Becky wrote a review
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Side Note: Colan’s 
and mine both got 
removed.
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Don’t 
coach reviews.
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Does review velocity 
(# of reviews) impact 
ranking?
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February 28
3 reviews, 3.7 rating

March 28
16 reviews, 4.8 rating

April 28
31 reviews, 4.9 rating
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The Law of 
Diminishing 
Returns
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“ At PatientPop, an increase 
in appointment leads when 
there were over 10 reviews.

Joel Headley, Co-Founder @ Leadferno  
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Our Place
“Home sweet home”Picked 8 electrician listings 

throughout the USA
○ 4 with 10 reviews
○ 4 with 9 reviews
○ 4 are SABs
○ 4 are B&M  
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Our Place9 to 10 Reviews
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Our Place9 to 10 Reviews
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Our Place10 to 11 Reviews
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Our Place10 to 11 Reviews
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Our PlaceGot the 10th review
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Aim to get at least 
10 reviews on your 
listings.
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Review Recency
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April 25 May 18 June 10
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Incentivize staff 
(not customers) for 
reviews.
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How can you better 
control which reviews 
Google shows?
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Our Place
“Home sweet home”

How Recent the Review Is
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Our Place
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Our Place
“Home sweet home”Business Type Time Period

Lawn Care* 1 Year

Jeweler 6 Months

Marketing Co. 5 Months

Handyman 4 Months

Top 10-11 Reviews

*Tracked top
11 spots
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Our Place
“Home sweet home” Star Rating # Of 

Reviews

⭐ 4

⭐⭐ 0

⭐⭐⭐ 1

⭐⭐⭐⭐ 3

⭐⭐⭐⭐⭐ 19
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Does Google 
highlight 
negative 
reviews?
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Our Place
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Encourage 
customers to write 
longer reviews (100+ 
words).
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Our Place
“Home sweet home”

Rating Attribute Days Live

Yes 159

No 208



@joyannehawkins

Our Place
“Home sweet home”



@joyannehawkins

Our Place
“Home sweet home”
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Our Place
“Home sweet home”

Service Attribute Days Live

Yes 163

No 211
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Don’t bother asking 
clients to fill in the 
review attributes.
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Local Guides
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Local 
Guide

Not a 
Local 
Guide
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Our Place
“Home sweet home”

Local Guide Lawn Care* Marketing Handyman Jeweler

Yes 237 280 439 210

No 161 347 362 79

Average Days Review Stayed In Top 10

*Tracked top 11 spots
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Our Place
“Home sweet home”

Local Guide Lawn Care* Marketing Handyman Jeweler

Yes 186 157 70 53

No 76 202 87 114

Average Word Count for Local Guides

*Tracked top 11 spots
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Encourage 
customers to join 
the Local Guides 
program.
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Our PlaceHas 
Profile 
Photo

No 
Profile 
Photo
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Our Place
“Home sweet home”

Profile Photo Lawn Care* Marketing Handyman Jeweler

Yes 160 223 601 105

No 197 73 326 62

Average Days Review Stayed In Top 10

*Tracked top 11 spots
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Encourage customers 
to add profile photos.
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Our Place
How Many Other Reviews They’ve Left
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Our Place
“Home sweet home”

How Many Other Reviews They’ve Left
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Our Place

How Many Other Photos They’ve Left
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Our Place
“Home sweet home”

How Many Photos They’ve Left
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Don’t spend effort trying 
to make sure the person 
is actively reviewing 
other businesses.
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Our Place
“Home sweet home”

Upvotes
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Our Place
“Home sweet home”

# of Upvotes vs Days Live
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Our Place
“Home sweet home”

https://www.sterlingsky.ca/upvoting-reviews/ 

https://www.sterlingsky.ca/upvoting-reviews/
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Encourage customers 
to upvote your other 
reviews they find 
helpful.
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Our Place

Yes

No

Photos in Reviews
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Our Place
“Home sweet home”

Photo Lawn Care Jeweler

Yes 249 191

No 158 30

Average Days Review Stayed In Top 10-11
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Our Place
“Home sweet home”

% of Reviews that Also Left Photo
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Our Place
“Home sweet home”

Name Date Review Left Star Rating

Henry Fernandez Oct 15, 2021 1

John Armato Oct 18, 2021 5

David White Aug 9, 2021 5

W A May 23, 2021 5

Ryan Lucia Sep 23, 2021 5

Josh Gill Oct 23, 2020 5

Anna Anderson Oct 23, 2020 5

Anthony Kalka Nov 23, 2020 5

Kayla Adam Jan 23, 2021 5

Sherman 
Robinson Nov 23, 2020 5

Name Date Review Left Star Rating

John Armato Oct 18, 2021 5
Ryan Lucia Sep 23, 2021 5
William 
Schroeder Dec 19, 2020 5
David White Aug 9, 2021 5
Josh Gill Oct 23, 2020 5

David Sottimano Jan 5, 2022 5
Michael 
Metres-Akbar April 17, 2020 5
Kerry & Angelo 
Molinaro May 22, 2018 5
Veronica 
Romney Aug 2, 2019 5

Anna Anderson Oct 23, 2020 5
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Our Place
“Home sweet home”

Older 
Review

Photo
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Our Place
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Our Place
“Home sweet home”

New 
Reviews

Photo
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Ask customers to 
leave photos with 
their reviews.
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@joyannehawkins

When you get a negative 
review*, ask old customers 
to update their review, and 
add a photo if possible.

*This won’t do much if you get lots of negative reviews.
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CTR: Does CTR alter 
the order of the 
reviews?
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Our Place

● 135 People
● 3 Months
● Review #11
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Don’t bother with CTR 
manipulation for 
reviews.
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Our Placehttps://bit.ly/localudenver  

https://bit.ly/localudenver
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Email:  
https://www.sterlingsky.ca/n
ewsletter

Forum: 
www.localsearchforum.com

Twitter: 
https://twitter.com/JoyanneHawkins

LinkedIn: 
https://www.linkedin.com/in/j
oyhawkins/ 

Facebook Group: 
https://www.facebook.com/gro
ups/localsearchforum 

Youtube: 
https://www.youtube.com/@St
erlingSkyInc

https://www.sterlingsky.ca/newsletter
https://www.sterlingsky.ca/newsletter
http://www.localsearchforum.com
https://twitter.com/JoyanneHawkins
https://www.linkedin.com/in/joyhawkins/
https://www.linkedin.com/in/joyhawkins/
https://www.facebook.com/groups/localsearchforum
https://www.facebook.com/groups/localsearchforum

