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Introduction: 

People are talking about you without you. Before the Internet, businesses controlled their public image and 

message through television, yellow pages, radio and print advertisements. But now, people are openly 

discussing your business image, products and services on social networks, review sites, online directories 

and blogs. Not only that, what they say impacts the buying decisions of your potential customers. 

¢ƘŜ ƴŀƳŜ ƻŦ ȅƻǳǊ ōǳǎƛƴŜǎǎ ǎŀȅǎ ŀ ƭƻǘ ǘƻ ƴŜǿ ŀƴŘ ŜȄƛǎǘƛƴƎ ŎǳǎǘƻƳŜǊǎΦ Lǘ ŎƻǳƭŘ ƳŜŀƴ άƎǊŜŀǘ ŎǳǎǘƻƳŜǊ 

ǎŜǊǾƛŎŜΦέ Lǘ ƳƛƎƘǘ ǎǘŀƴŘ ŦƻǊ άǳƴōŜŀǘŀōƭŜ ǾŀƭǳŜέ ƻǊ ƛǘ ŎƻǳƭŘ ōŜ άǊǳŘŜ ǎŀƭŜǎǇŜƻǇƭŜΣ ƭƻƴƎ ǿŀƛǘΣ {¢!¸ !²!¸Φέ 

Your online reputation affects your bottom line because it can mean the difference between a consumer 

doing business with you, or doing business with one of your competitors.  

Delivering excellent products and services at every transaction will always be the best foundation for 

maintaining a good reputation, but taking measures to manage your online reputation helps consumers 

feel more confident about becoming your customer.  

About this Paper: 

This special edition Reputation Management Resources Kit is designed as a companion piece to the WSI 

²ŜōƛƴŀǊ ά¢ƘŜ LƴǎƛŘŜǊΩǎ DǳƛŘŜ ǘƻ [ŜǾŜǊŀƎƛƴƎ ȅƻǳǊ hƴƭƛƴŜ wŜǇǳǘŀǘƛƻƴέΦ  ¢ƻ ƎŜǘ ǘƘŜ Ƴƻǎǘ ƻǳǘ ƻŦ ǘƘƛǎ ƪƛǘ ƛǘ ƛǎ 

strongly recommended that attend the corresponding webinar which will also be available on demand from 

your WSI Consultant. 

It is essential that every business evaluate their online reputation. The forms and tested techniques 

included in this document are ideal for that; however businesses with serious reputation issues are advised 

to seek the assistance of a professional. Contact your local WSI Consultant for assistance if necessary. 

Special thanks to our partners at ReachLocal for their collaboration and cooperation in the production of 

this document. 
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1A Evaluate My Online Reputation on Search Engines 

Worksheet 1A |  Evaluate on Search Engines 

Purpose:  
First, you need to evaluate your online reputation as it is today and record the details on your Reputation 

Worksheet. Once you assess the current state of your online ǊŜǇǳǘŀǘƛƻƴΣ ȅƻǳΩƭƭ ƛŘŜƴǘƛŦȅ ŀŎǘƛƻƴ ƛǘŜƳǎ ǘƻ ŦƻŎǳǎ 

your efforts towards improvement and how to measure progress. 

How it Works: 
We start with the 3 most popular search engines; Google, Yahoo! and Bing 

Step #1: Search on the following phrases: 

[your business name]  

[your business name] reviews  
[your business name] complaints 

Step #2: Examine the first page of results for each search on all three search engines. 

Step #3: Record the results on section 1A of your Reputation Worksheet. 

Step #4: Circle the plus symbol (+) if you feel that overall the page is favorable (positive) or circle the minus 

symbol (ς) if you feel that overall the page is unfavorable (negative) to your business. 

NOTES: 

 Keep in mind that not all the results you see may be about your business, but the ones that are 

(both good and bad) are worth keeping track of because they are what potential customers read 

when deciding whether or not to choose your business. 

 Iƴ ǘƘŜ !Ŏǘƛƻƴ ŎƻƭǳƳƴΣ wb ƳŜŀƴǎ άwŜǎǇƻƴŘ ǘƻ bŜƎŀǘƛǾŜ wŜǾƛŜǿέ ŀƴŘ ǘƘŜ tt ƳŜŀƴǎ άtǊƻƳƻǘŜ 

tƻǎƛǘƛǾŜ wŜǾƛŜǿέΦ Specific Actions are covered in the webinar. 

 If your business name is one that can be found in many areas (ex: AAA Plumbing), be sure to add a 

ƭƻŎŀǘƛƻƴ ƪŜȅǿƻǊŘ ŦƻǊ ȅƻǳǊ ŀǊŜŀ ǘƻ ƳŀƪŜ ǎǳǊŜ ȅƻǳΩǊŜ ƻƴƭȅ ŦƻŎǳǎƛƴƎ ƻƴ ȅƻǳǊ ōǳǎiness, not somebody 

ŜƭǎŜΩǎΦ όŜȄΥ !!! tƭǳƳōƛƴƎ 5ŀƭƭŀǎύ. 

 ²ƘŜƴ ƭƛǎǘƛƴƎ ǘƘŜ ǎŜŀǊŎƘ ŜƴƎƛƴŜ ǊŜǎǳƭǘǎ ŀōƻǳǘ ȅƻǳǊ ōǳǎƛƴŜǎǎ ƻƴ ȅƻǳǊ wŜǇǳǘŀǘƛƻƴ ²ƻǊƪǎƘŜŜǘΣ ƛǘΩǎ ōŜǎǘ 

to copy and paste the entire site address, or URL. However, some URLs can be extremely long and 

full of characters. In those cases, just be sure to jot down the crucial details, or at least the first part 

of the URL so you can recognize it when you come across it later. 
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Sample of Completed Form 1A: 
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1B Evaluate My Online Reputation on Local Directories and 

Review Sites 

Worksheet 1B |  Evaluate on Local Directories and Review Sites 

Purpose:  
{ƻƳŜ ƻŦ ǘƘŜ ǎƛǘŜǎ ȅƻǳΩǾŜ ƭƛǎǘŜŘ ŦǊƻƳ ȅƻǳǊ ǎŜŀǊŎƘ ŜƴƎƛƴŜ ǊŜǎǳƭǘǎ ǇŀƎŜǎ (on Worksheet 1A) may be links to 

popular directories, review sites or sites all about your business type/industry. These sites are especially 

important because some consumers will go to them directly without visiting a search engine first. Google 

Maps, Yahoo! Local and Yelp are the most important free local directories and review sites you need to be 

on, but be sure to list some of the other sites you saw in your search results on your Reputation Worksheet, 

section 1B, in the column labeled Site. 

How it Works: 
Look for your business by name on each of the sites listed on the form and indicate on the form whether 

ȅƻǳ ŀƭǊŜŀŘȅ ά/ƭŀƛƳŜŘέ ȅƻǳǊ ƭƛǎǘƛƴƎ ƻǊ ƴƻǘΦ 

Step #1: In the ά[ƛǎǘƛƴƎ /ƭŀƛƳŜŘέ ŎƻƭǳƳƴΣ ŎƛǊŎƭŜ άNέ ƛŦΥ 

 You do not see a listing for your business. 

 You have never set up a listing or submitted information to that site. 

/ƛǊŎƭŜ άYέ ƛŦΥ 

 ¸ƻǳ Řƻ ǎŜŜ ŀ ƭƛǎǘƛƴƎ ŀƴŘ ƛǘΩǎ ƻƴŜ ȅƻǳ ǎŜǘ ǳǇ ōŜŦƻǊŜΦ 

 ¸ƻǳ Řƻ ǎŜŜ ŀ ƭƛǎǘƛƴƎ ŀƴŘ ƛǘΩǎ ƻƴŜ ȅƻǳΩǾŜ ǎǳōƳƛǘǘŜŘ ƛƴŦƻǊƳŀǘƛƻƴ ǘƻ ŀƭǊŜŀŘȅΦ 

Step #2: Lƴ ǘƘŜ [ƛǎǘƛƴƎ ¦ǇŘŀǘŜǎ bŜŜŘŜŘ ŎƻƭǳƳƴΣ ŎƛǊŎƭŜ άYέ ƛŦΥ  

 The information is incomplete or incorrect. 

 There are no photos or video, or you need new ones. 

 Lƴ ǘƘŜ άRatingέ ŎƻƭǳƳƴΣ ƴƻǘŜ ǘƘŜ ǊŀǘƛƴƎ όƻŦǘŜƴ ŀ ƴǳƳōŜǊ ƻŦ ǎǘŀǊǎύ ŦƻǊ ŜŀŎƘ ƭƛǎǘƛƴƎ ƛŦ ŀǇǇƭƛŎŀōƭŜΦ 

Step #3: See if there are any reviews posted on your listings. 

 In the Reviews column, tally the total number of reviews and then evaluate the ones you feel 

are positive or negative, and enter the number in the appropriate cell.  

NOTE: There may be more local directory/review/vertical-specific sites that are worth checking out because 

ǘƘŜȅΩǊŜ ǊŜƭŜǾŀƴǘ ǘƻ ȅƻǳǊ ōǳǎƛƴŜǎǎ ǘȅǇŜΦ LŦ ȅƻǳ ŘƻƴΩǘ ƪƴƻǿ ŀƴȅ ƻŦŦ ǘƘŜ ǘƻǇ ƻŦ ȅƻǳǊ ƘŜŀŘΣ ǎŜŜ Appendix B. 
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Sample of Completed Form 1B: 

 

bƻǿ ǘƘŀǘ ȅƻǳΩǾŜ ǘŀƪŜƴ ǎǘƻŎƪ ƻŦ ǿƘŀǘΩǎ ƻƴƭƛƴŜ ǿƘŜƴ ŎƻƴǎǳƳŜǊǎ ǊŜǎŜŀǊŎƘ ȅƻǳǊ ōǳǎƛƴŜǎǎΣ ƛǘΩǎ ǘƛƳŜ ǘƻ ƎƛǾŜ 

ȅƻǳǊǎŜƭŦ ŀ ƎǊŀŘŜΗ DŜǘ ȅƻǳǊ wŜǇǳǘŀǘƛƻƴ ²ƻǊƪǎƘŜŜǘ ŀƴŘ ƭŜǘΩǎ ǘŀƭƭȅ ǳǇ ȅƻǳǊ ǇƻƛƴǘǎΦ 

First, add your total positive search engine results (from section 1A) to your total positive reviews (from 

section 1B). Record your overall positive total number. 

 

Next, add your total negative search engine results (from section 1A) to your total negative reviews (from 

section 1B). Record your overall negative total number. What does your reputation look like? Are there 

more positives or negatives? Do you have work to do? 
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Summary Action Plan 

5ƻƴΩǘ ŦŜŜƭ ƻǾŜǊǿƘŜƭƳŜŘ ǿƛth the tasks ahead. Reputation mŀƴŀƎŜƳŜƴǘ ƴŜŜŘǎ ǘƛƳŜ ǘƻ ǿƻǊƪΦ CƻǊ ƴƻǿ ƭŜǘΩǎ 

concentrate on setting realistic, manageable goals. Some of the links and listings that need your attention 

are more important than others.  

Some action items like claiming and setting up your listings, are more time-intensive than others (e.g. 

ǎŜƴŘƛƴƎ ŀƴ ŜƳŀƛƭ ōƭŀǎǘ ǘƻ ŎǳǎǘƻƳŜǊǎ ǘƻ ǊŜǉǳŜǎǘ ǇƻǎƛǘƛǾŜ ǊŜǾƛŜǿǎύΦ 9ǾŜƴ ƛŦ ȅƻǳ ŦƛƴƛǎƘ ǘƘƛǎ ƳƻƴǘƘΩǎ ŀŎǘƛƻƴ 

ƛǘŜƳǎΣ ȅƻǳ ƳƛƎƘǘ ŦƛƴŘ ǎƻƳŜ ƴŜǿ ǘƘƛƴƎǎ ǿƘŜƴ ȅƻǳ ŎƘŜŎƪ ȅƻǳǊ ǊŜǇǳǘŀǘƛƻƴ ŀƎŀƛƴ ƴŜȄǘ ƳƻƴǘƘΧ 

Start by filling out the Summary Action on your Reputation Worksheet with your hottest, must-do action 

ƛǘŜƳǎΦ ²ŜΩǾŜ ƛƴŎƭǳŘŜŘ мл ǎǇŀŎŜǎ ŦƻǊ ŜŀŎƘ ƻŦ ǘƘŜ ŦƻǳǊ ǘŜŎƘƴƛǉǳŜǎ ǿŜΩǾŜ Ƨǳǎǘ ŎƻǾŜǊŜŘΣ ōǳǘ ȅƻǳ ǎƘƻǳƭŘ ƭƛǎǘ ǘƘŜ 

amount that you feel comfortable completing in 4 weeks. 

Not sure what your first steps should be? Here are some ideas to get you started: 

 Claim your listings 

 Upload existing photos or videos to multimedia sites 

 Update your listings with the latest info and content 

 Create an email and postcard for requesting customer reviews 
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AppŜƴŘƛȄ ά!έ {ŀƳǇƭŜ CƻǊƳǎ όCǳƭƭ {ƛȊŜύ and Blank Worksheets 
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!ǇǇŜƴŘƛȄ ά.έ 5ƛǊŜŎǘƻǊȅ ϧ wŜǾƛŜǿ [ƛǎǘƛƴƎǎ 

  
Below are some local directories and review sites that you may want to consider for establishing and managing your 
online reputation. This is not an exhaustive list, but a broad sample representative of many regional or vertical-specific 
destinations to help get you started in building your own list. The sites that will be most meaningful for your business are 
the ones which appear when you search online for your business name, or the sites that your existing and potential 
customers refer to most when making decisions about businesses. WSI is not endorsing or prioritizing affiliations by 
including any names in this list. 
  

ω DƻƻƎƭŜ aŀǇǎΥ ƘǘǘǇΥκκǿǿǿΦƎƻƻƎƭŜΦŎƻƳκƭƻŎŀƭκŀŘŘ  

ω ̧ŀƘƻƻΗ [ƻŎŀƭΥ ƘǘǘǇΥκκƭƛǎǘƛƴƎǎΦƭƻŎŀƭΦȅŀƘƻƻΦŎƻƳκŎǎǳōƳƛǘκƛƴŘŜȄΦǇƘǇ  

ω .ƛƴƎΥ ƘǘǘǇǎΥκκǎǎƭΦōƛƴƎΦŎƻƳκƭƛǎǘƛƴƎǎκ[ƛǎǘƛƴƎ/ŜƴǘŜǊΦŀǎǇȄ  

ω ̧ŜƭǇΥ ƘǘǘǇΥκκǿǿǿΦȅŜƭǇΦŎƻƳκōǳǎƛƴŜǎǎκǳƴƭƻŎƪƛƴƎ  

ω /ƛǘȅ{ŜŀǊŎƘΥ ƘǘǘǇΥκκǿǿǿΦŎƛǘȅǎŜŀǊŎƘΦŎƻƳ  

ω LƴǎƛŘŜǊ tŀƎŜǎΥ ƘǘǘǇΥκκǿǿǿΦƛƴǎƛŘŜǊǇŀƎŜǎΦŎƻƳκŀŘǾŜǊǘƛǎŜǊκǎƛƎƴψǳǇΦƘǘƳƭ  

ω [ƻŎŀƭŜȊŜΥ ƘǘǘǇΥκκǿŜōŀǇǇΦƭƻŎŀƭŜȊŜΦŎƻƳκōƛȊǊŜƎκ!ŘŘΦŀǎǇȄ  

ω [ƻŎŀƭΦŎƻƳΥ ƘǘǘǇΥκκŀŘǾŜǊǘƛǎŜΦƭƻŎŀƭΦŎƻƳκ  

ω LƴŦƻ ¦{!Υ ƘǘǘǇΥκκŘōǳǇŘŀǘŜΦƛƴŦƻǳǎŀΦŎƻƳκŘōǳǇŘŀǘŜκǎǘŀǊǘǳǇŘŀǘŜΚōŀǎψǊŜǉǳŜǎǘҐ!  

ω YǳŘȊǳΥ ƘǘǘǇǎΥκκǊŜƎƛǎǘŜǊΦƪǳŘȊǳΦŎƻƳκǇŀŎƪŀƎŜ{ŜƭŜŎǘΦŘƻ  

ω IŜŀƭǘƘ{Ǉŀ DǳǊǳΥ ƘǘǘǇΥκκǿǿǿΦƘŜŀƭǘƘǎǇŀƎǳǊǳΦŎƻƳκ{Ǉŀ-{ǳōƳƛǘΦŀǎǇȄ  

ω м-улл-5ŜƴǘƛǎǘΥ ƘǘǘǇΥκκǿǿǿΦмуллŘŜƴǘƛǎǘΦŎƻƳκŦƻǊ-ŘŜƴǘƛǎǘǎκ  

ω !ƴƎƛŜΩǎ [ƛǎǘΥ ƘǘǘǇǎΥκκŎƻƳǇŀƴȅΦŀƴƎƛŜǎƭƛǎǘΦŎƻƳκwŜƎƛǎǘǊŀǘƛƻƴκwŜƎƛǎǘǊŀǘƛƻƴΦŀǎǇȄ  

ω wŀǘŜa5ǎΥ ƘǘǘǇΥκκǿǿǿΦǊŀǘŜƳŘǎΦŎƻƳκ{ǘŀǊǘ!ŘŘ5ƻŎǘƻǊΦƧǎǇ  

ω ¦Ǌōŀƴ {ǇƻƻƴΥ ƘǘǘǇΥκκǿǿǿΦǳǊōŀƴǎǇƻƻƴΦŎƻƳκŜκŀŘŘψǊŜǎǘŀǳǊŀƴǘκмо  
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Appendix άCέ Collect, Create & Publish Content 

Your Content Toolbox: 

 

 

 

 

 

 

 

 

 

Best practices for Content Ideas: 

 

   


