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Introduction:

People are talking about you without you. Before the Interfieisinesses 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
andblogs. Not only that, what they say impacts the buying decisions of your potential customers.
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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 se®s 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 editioReputation Management Resources kstdesigned as a companipiece to the WSI

2 SOAYIKSI d yaARSNRA DdzARS (12 [SOSNEAAYIG eRHANI Yid/d h yS.
strongly recommended that attend the corresponding webinar whichalglh 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 ftirat; however businesses with serious reputation issuesaahdsed
to seek the assistance of a prog&nal. Contact your local WSirGultant 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 EvaluateMy Onlire Reputation on Search Engines

WorksheetlA| 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 oli®eLJddz(i G A2y S @2 dzQf £ ARSYy G/
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 (positigiedle the minus
symbol €) 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 beudlyour 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.

+ly GKS 1 0GA2y O2ftdzYy> wb YSlIyattwS8SLHRG RR WSHE
t 2aA0A O Speufls Bchidhssateovered in the webinar.

+ If your business name is one that can be found in many areas (ex: AAA Plumbing), be sure to add a
f20F0A2y {1 S@@g2NR F2NJ 82dzNJ | NBI {irfess Yot jofiebadgzNE & 2
StasSQad 6SEY LIl tfdzyoAy3a 5Fffl ao

$ 2KSy tAabGAy3I GKS &aSINOK Sy3aayS NBadzZ Ga | o2dzi @&
to copy and paste the entire site address, or LHiwever, 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 ForrbA:

irlesheet 1A Evaluate On Search Engines RN = Respond to Negative Review PP = Promote Positiva Review  + = Positiva = Nagative
[\ Resmuema vame | [\ pesmhuann wame  peviews) [\ RSMURANT vAME comAABTS,
Site name. _ Status [T ~_ Sitename | Status ___ Sitename Status
e siTE + |- | mer lgennsecon.com Ol - | @) [ wepsive + - | A
JELD, cem + 16 ("2"? | carysenece ®| - ANED) |12 obns S 00D @] -
METZMIL . Com ®[- [ r 2T + 1O My 3 Cene + O [ @ee
CAnfeEnec . comm |- D) LM e SATE + |- AN PP | Cupusiousiy + O [ @
Sl O A0 DG caon * O \|ELp + O MN\[=%d + 9 @
Ul ZAGar comn + |9 MeTLomiL @] - GED) | A pr + &) @T@
A.CHY ALD,COoM @l - | WD | mena paaes @ - AN | Eoooengw + [ e
DAL TIZAVEL i \DE L oM @] - RNGD) | BUReA Poor mid, + O | B | raieanpeane,. comn + O [ aver
! ) v + |- ANPP | =oooieiEw + 1O [ wvee B RN PP
oA A + |© | @re + |- RN PP + |- RN PP
total | 4 | Y total | o} | L ol | 1 |
Stename. Status Site name -— _M Site name Status A
= + | - RN PP | pieron iy Al - ANED | MeTROom 1Y Al - RNEP)
mix @] - "_\[_ELP i + o () | Crisusriouns + O | @re
B Cuticano + O T ®® [ ¢ ager.com HIETEINSY + )
B e - 1 zectevanT + - [ e | pugapeins Ol- | wee | oonichun. com + [ e
W oo e OticAun com. | COI - RNGPP) Martoo) Lacsn + O [ ®® [ my 2 CONE + ) | @pe
- @ - RNPP | CormmemnGE (a0 - RNED | GoiwroneeeT . corn + [G) [ awee
CATSERRCM, comm G- | @) | weowt ernicane D[ - [ @ |zauat + O
NIE)LLoL PRLES., Cocn + 0| mwee | praswmon £l]= AN PP | oy @ - | wem
y \ + O | @ | oirvsenew.am @ - RNED + RN PP
Ond i crma b s + (O | aner + | - AN PP + RN PP
total | M |4 total | S |3 total | 2
Sttename | staws site name | sews B Site name | states
MY WER SITE + RNPP | TP A0V S0 . L # RN PP |0 ETRAMIK @) - iz 49
MeENU PAYES. com @ - ““_cmm& CALALO [63) ANED |y P + |G | e
ALCHICAYL . CAM @ - (D P + O @-’) O UARSTRERT - o + ) ks
S, conn - RNPP | merromuy @] - ANED | CatowHpuan com + Q) | @re
= Cona. con + O | e P00 0. (TVN @ - | B | poorieview.com + )| Awee
. - CASTING +1- RN PP | eaD- | paeLe VANT + | - RNPP | o aoT. com ) | e
CANOT. COM + O [ mee | Fuweows coiemae - LD D O +1C) | wNee
TIMEOUR ory CAuD @ - RNPP | CHican, o Bt - (oo @] - NP | ool coom + O] @
CAANCPIND CDOLS . COA ol K RN PP + - RN PP
L . CaA + = RN PP + = + - RN PP
total | o |Z. total | § (|77
grandtotal | |2 0 grand total ll.'. q. 19

Copyright © 2011 by Research aMidnagement inAssociation with ReachLocal. All rights reserved.
Each WSI franchise is an independently owned and operated business
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1B EvaluateMy Online Reputation on Local Directories and
Review Sites

WorksheetlB| Evaluate onLocal Directories and Review Sites

Purpose

{2YS 2F GKS aAriSa e2dz20@8S f A a o Workshe®t YA) @a¥ deNibia S I N K
popular directoriesreview sites or sites all about your business type/indusThese sites are especially
important because some consumers will go to them directly without visiting a seagihefirst. Google

Maps, Yahoo! Local and Yelp are the most importa# focaldirectories and reviewgites you need to be

on, but be sure to list some of the other sitesuygaw in your search results gour Reputation Worksheet,
section 1B, in the column label&ite,

How it Works:
Look for your business by name on eatlhe sies listed on the form and indicate on the form whether
@2dz Fft NBFRe a/flFAYSRéE @2dzNJ fAadAy3a 2N y200

Step#linthed Aa Ay 3 /£ AYSREADRE dzvYys OANDES a4

<+ You do not see a listing for your business.
< You have never set up a listing or submitted informatithat site.
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Step#2l y G(KS [A&GAY3TI ! LIRFESAT

<+ The information is incomplete ancorrect.
<+ There are no photos or video, or you need new ones.
v LYy Rd#®R a02f dzYys y20S GKS NIXaGAy3a o02FGSy | ydzyea

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

+ In the Reviews column, tally thettd number of reviews and then evaluate the ones you feel
are positive or negative, and enter the number in the appropriate cell.

NOTEThere may be more local directory/review/vertiegpecific sites that are worth checking out because
0KS@QNB NBtS@Fryid (2 @2dzNJ 6dzaAySaa (& LXpdgendixB &2dz R2
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Worksheet 1B Evaluate On Local Directories and Review Sites

Sample of Completed ForrhB:

RN Re

orid to Negate Review

1C Evaluate My Current Grade

Site cﬁim? Listing Updates Needed? Rating Reviews
Description, Total Positive Negative
Goagle Maps ‘® On_|add vicleo and photos 102 38 L1 21 @&
Yahoo Local Y® | DN |redrwrand he neet uprinkes, actel pies | D345 2\ b I3
singLocallisting [ Y (@) | DN | rpeel o correct prone number 1CB> s \2 Z \ RN PP
Yelp @ N Y® [inG saccwrete ud neecd more 4 retens | 10345 49 ] 40
IMenw fhaes | ¥ ® | DN | reeed Yo wpdale wlcurrent menw 12045 1 5 o RN PP
[y Seeretn YO | YN |neaide clae Ree st-hr\« oAy R Lochese ] 1B 5 ag 4] 5% | (>
Uchn Sooon | DN | DN |need Yo cortact oo & hw.&'—ﬁ 123@» G 2 2 RN PP
YN YN 12345 RN PP
YN Y N 12345 RN PP
Y N YN 12345 RN PP
YN YN 12345 RN PP
Y N YN 12345 RN PP
Y N Y N 12345 RN PP
Y N Y N 12345 RN PP
Y N Y N 12345 RN PP
YN YN 12345 RN PP
232 ™ 158

total -

negative

1A & 1B

196

@ (=) (<] total+|]

positive
choose the correct one 1A&1B

b2¢ GKI
82dzNA St T

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

INF RSH

B 28i00@ (2 R S$6 K
¥

DS

iQa 2yt AyS
“2dzNJ wSLlzi F GA2y 22NJ &

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

E
total -

regative

TA&1B

Next, add your total negative searchgine results (from section 149 your total negative reviews (from
section 1B). Record your overakgative total numbeiWhat does yar reputation look like?Are there

> (=

) i total +

positive

choose the correct one 1A& 1B

]

more positives or negative€?o you have work to do?

gKSy O2yadzySNa
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Summary Action Plan

52y Qi FSSt thoSidkskalehdveputatiodlmy’ | 3SYSy i ySSRa GAYS (2 ¢
concentrate on setting realistic, manageable goals. Some of the links and listings that need your attention

are more important than others.

Some actioritemslike claiming and setting up your listings, are momge-intensive than others (e.g.

aSYRAY3 |y SYIFAf oflaid G2 OdzadG2YSNAR (2 NBdsSaid Lk
AGSyazr @2dz YAIKG FAYR a2YS ySg GKAy3Ia osKSyYy e2dz OK
Start by filling out the SummugrAction on your Reputation Worksheet with your hottest, mdstaction

AdGSyaod 2SQ0@S AyOf dzRSR mn aLl 0Sa F2NJ SIOK 2F G(KS ¥

amount that you feel comfortable completing in 4 weeks.
Not sure what yourfirst 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

Summary Action Plan

Collect, Create & Publish Content

s —
GDOC‘ui MAPS Fuuien weBeurE U iore C DUBLGIM. Gosemate rote gevienS . AT Ciedont  Dhows YN
NMowTu e PuBia VADEO 4w S\TE v |
METACAEE PuBLisH Vitx 1o cvm YN
JB800L L oca AID OAsfent DATTE AaD ReSTA LLOANT Ho S b4l

YN

- — Claim & Update Directories & Review Site Listings
Cuacie MAPS Closm, Oedel vides armd  plchs [ vu |
Naheo' \ecal Cl\oam wpdate cestavva it woacs [ v n
Pirey claim, cocect phupe number LS
MU QAR pcade Lﬁ'\‘\/\.}, vt cusent menu. Menu Listed now P PPN olel L

yno |

Site Action ttem Respond to Negative Reviews
(oo nD Reheri OUd To CUSTOMER.  APous Bl SERANCE LAl
Neve QEALA U TO CAMSTOMEA ity rmwel GECEwen uE T CERTIEC ATE 1.
sBroo\ o, APODCNTE 30Q.  RASSROARANA  vloufs rANSLEADING ¢ USTIVKERS oFFel Foet APPCTIZER. y.»

| v |
| vw

Site: pom—— Request New Positive Reviews M
lerw PUSH T P IMVE Ceviews. Taomt Teelueny CUSTHWETS — AT LN Th EMAIL DIST LA
CATIEA RN Pusvt To@ DPos AWK @eViews,  ATI) CATMERPEH WY 4D wxp PALE —>  SAMe Tne NP v |

SO GLEPARSS TRy TO COPUAASE MDRE v REVIELS
\JAnud, LB JADD (Ax, o S\TE | TRy Feft Mt TS Twe BevienS
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Copyright © 2011 by Research akidnagement inAssociation with ReachLocal. All rights reserved.

Each WSI franchise is an independently owned and operated business
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l LIWSYRAE d&a. ¢ 5ANBOG2NE 3

Below are some local directories and review sites that you may want to consider for establishing and managing yc
online reputation. This is not an exhaustive list, but a broad sample representative of many regional orsgetdad
destinations to h get you started in building your own list. The sites that will be most meaningful for your business ar
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 malgroecisions about businesses. ViEShot endorsing or prioritizing affiliations by
including any names in this list.
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w AGe{ltNDOKRK 6§66 DPOAGEEASE NOKDO2Y
wLyaARSHKIGIFMERKYS 6 PAYEAARSNLII 3SEP02 YKkl RSN
W 20 KB BIYKk K 6 S0 LIIPE RRDIF HILEPO2 Yk oAl K |
w 20 tKNIORLIWK K ROSNI A &S pft 20 f 902 Yk
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Special Edition Resources Kit

AppendixaCE Collect, Create & Publish Content

Your Content Toolbox:

Best practices for Content ldeas:



