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INTRODUCTION

It's no secret that the beauty and
hair industry spins on word-of-
mouth. However the internet

is becoming our first stop for
everything. With more people
turning to Google for advice and
recommendations, the need

for salons to maintain a solid
reputation online has grown.

Positive online reviews have
become essential to establishing
trust and credibility, making
them vital to any small business
marketing strategy.

And not only do reviews help to
define your online reputation
amongst competing salons, they
also contribute to increasing your
Google business rating without the
hassle of paying for SEO services.

You know from your clients that
you have an excellent in-store
reputation, but do you know what
they're saying about you online?

Soliciting reviews can seem
overwhelming at first, but with the
right direction, you can embrace
the good ones and handle the
less pleasant ones professionally,
preserving a flawless brand image.

At Phorest Salon Software,

we believe that building and
monitoring your business's online
reputation, will put your salon or
spa in the best possible position to
get clients - new and existing - in
more often, spending more and
generating referrals.

Aubree
Calderwood

Aubree is the
Content Copywriter
on the marketing
team at Phorest
Salon Software.
She writes for the
Phorest Blog.

The Salon Owner's First Steps To
Online Reputation Management
was created to be your helping
hand as you embark on your
journey.

If you have any questions or
feedback, please - get in touch with
us! #LetsGrow

Zoé Bélisle-
Springer

Zoé is the
Community &
Content Manager on
the Marketing Team
at Phorest Salon
Software. They are
also the host of the
Phorest FM Podcast.

You can contact Zoé & Aubree at marketing@phorest.com



PHOREST SALON SOFTWARE IS USED BY 100,000+ SALON AND SPA

PROFESSIONALS WORLDWIDE

Bringing teams together and driving business
success

Known globally for having the best salon marketing
tools, Phorest leads with innovation and touches
every point of the salon, spa and aesthetic clinic
experience, from custom native salon apps and online
bookings through to payments, inventory control and
eCommerce.

Founded as a technology company in Dublin, Ireland,
today it represents so much more

In 2021, Phorest empowers salons, spas and aesthetic
businesses to manage, market and grow their business
not just through innovation in technology, but also
through personal growth mentoring and support.

Phorest believes in the human touch that is at the heart
of the salon community. That is why Phorest provides

a dedicated Success Manager who partners with each
salon owner, providing the support they need to achieve
their dreams.
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ONLINE
REPUTATION
MANAGEMENT

DEFINED

What is your ‘online reputation’
and why is it important to
manage it?




Your Salon’s Online Reputation

If you were a celebrity or a
politician, you would have experts
to help manage your reputation-
-burying scandals and keeping
public sentiment on your side. Your
business reputation is different.

Still, it requires your ongoing
attention to ensure your salon or
spa is being perceived positively.

Your online reputation is all about

your digital image. You'll want

to make sure that all the effort
you put into your service values,
guest experience, and gathering
loyal clients is translated into the
impression you are making online.

Online reviews are the heart of
your online reputation. Managing
your online reputation will mean
engaging with popular review sites

like Google, Facebook, and Yelp.

To create and maintain an
excellent online reputation you'll
need to:
Proactively ask customers to
leave online reviews.
Respond to both negative and
positive reviews promptly and
professionally.
Integrate positive reviews into
your marketing strategy.



STATS

The effects of online
reviews on customer
decision making




O of hair and beauty salon
customers look at online
reviews.

of customers in 2020 searched
O online for more businesses
O than they would in a ‘normal’
year.

of customers say positive reviews
make them more likely to use a
business.

of consumers say they trust
O online reviews as much as
O personal recommendations from
friends and family.

of people would use a business with
fewer than 3 stars.

Source: BrightLocal Local Consumer Review Survey 2020



O of customers only pay attention
to reviews written in the last
O month.

The average customer reads 10
reviews before feeling able to trust a
business.

The average customer spends
13 minutes and 45 seconds
reading reviews before they
make a decision.

of consumers who were asked to
review a local business in 2020, went
on to do so.

Source: ReviewTrackers 2018, BrightLocal Local Consumer Review Survey 2020, BrightLocal ‘Impact of
Reviews and Ratings on Click-Through Rates’




of customers say an
online review has
convinced them to
avoid a business.

of customers who read
reviews, also read the
businesses’ responses
to reviews.

of customers expect
O businesses to respond
O to their negative reviews
within a week.

of customers say they
have never heard back
from a business about
their review.

Sources: ReviewTrackers 2018, BrightLocal Local Consumer Review Survey 2020
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THE IMPORTANCE OF
MONITORING YOUR
ONLINE REVIEWS

Chances are, you are already
getting some online feedback
from your clients. For instance,
someone may have tagged

you in a photo on social media
gushing about their new look.
Maybe you are even using some
quotes from clients on your
salon’s website. This is a great
starting point.

However, it is only scratching the
surface of what testimonials can
do for your business.

Think about your own behavior
as a customer. Where do you go
first when you hear about a new
restaurant? Probably Google,
right?

Now, what if | asked you to type
your own business name into
that search bar? Do you know
what would surface?




YOUR BUSINESS IS MAKING
AN IMPRESSION ON GOOGLE
WHETHER YOU LIKE IT OR
NOT.

Even when a new client Googles your business
for the address or phone number, they are
instantly confronted with your star rating and
reviews.

Not only do Google reviews help new clients
choose your salon, they help get you on the
consideration list in the first place! The more
positive reviews your business has on Google,
the higher you will rank in local search results.

Google reviews are too powerful a tool to
ignore. Try it out. Search for ‘salons’ or ‘spas’ in
‘the name of your local area.” How far do you
have to scroll before you see your business
listed?




SETTING YOURSELF
UP ON GOOGLE MY
BUSINESS

Google My Business is a free tool
for business around the world to
manage their online presence
across Google Search and
Google Maps. The benefits?

Ensure your business
information is accurate

Make all your business
information edits in one
place

Preserve your brand image
and highlight your unique
qualities
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First you'll need to ‘claim’ your
business profile on Google. One
way to check if your business has
been claimed is:

Search for your business on
Google.

If any of the results match your
business, click the “Own this
business?” link under the listing.

If your business profile is already
claimed on Google, you will be
asked to sign into your affiliated
Google account and confirm that
you are authorized to manage it.

You will then be directed to
Google My Business to manage
your business profile.

If your business is not already
claimed on Google, you'll need to
do so:

First visit Google Business

Then create a new Google
account or sign into the one you
would like to be affiliated with
your business.

Follow the steps from Google to
complete your business profile.

Here is a video walkthrough on

the process.

You'll be asked to verify your
business (this is usually done by
postcard, but sometimes phone
or email).


https://www.google.com/business/
https://www.youtube.com/watch?v=KWyPo-YWw0Q

64% of consumers check reviews
on Google before visiting a
business — more than any other
review site.

Going from a 3-star rating to a
5-star rating gets a business 25%
more clicks from Coogle Local
Pack.



https://support.google.com/business/answer/7091?hl=en
https://support.google.com/business/answer/7091?hl=en

While Facebook isn't necessarily the
first place people search for your
business, it serves an important role.
Facebook is still the world’s largest
social network, with well over 2 billion
active users.

ACTIVATING FACEBOOK
RECOMMENDATIONS

If you don't see the reviews tab on your
Facebook business' page, it only takes a
few steps to enable them.

1 Log in to your Facebook Business
page.

2 Click on the “Settings” tab.

3 Navigate to “Templates and Tabs”
on the left menu.

& Enable Reviews by turning the
tab on.




The Facebook
Recommendations
Feature Helps to Reach
New Clients Organically

Facebook is slowly phasing

out it's 5-star review system

in favor of recommendations.
Recommendations are based on a
simple yes or no question: do you
recommend the business? Then
customers are asked to fill in a short
explanation. They also have the
option to personalize their review
with a photo.

Your previous reviews will still

be reflected in your business’s
overall rating along with your new
recommendations.

Facebook keeps its search
algorithm a secret, just like Google.
But we do know that Facebook
promotes content based on

user engagement. So the more
recommendations your business is
receiving the more discoverable it is
likely to be.

Another benefit is that Facebook
users can directly see what
recommendations their friends are
making, making it possible for them
to spark up conversation about your
salon from inside the platform.




CLAIMING YOUR BUSINESS
ON YELP

Yelp has collected over 224 million reviews
to date. While its prominence for reviews

has slipped behind Google and Facebook in
recent years, it still has advantages. Because
Yelp is explicitly a review site, when someone
logs into Yelp, they are most likely highly
motivated to find a new salon to try.

As you did on Google, you'll need to claim
your Yelp Business Page.

To begin the claim process, go to the Yelp
Business Page

Click the “Manage My Free Listing” button.

Yelp will then guide you in finding your
business and creating your business user
account.

After you've done that, Yelp may call the
number listed on your business page to
verify you are indeed the owner of the
claimed business and will prompt you to
enter a verification code.


https://business.yelp.com/products/business-page/

https://business.yelp.com/products/business-page/





HANDLING NEGATIVE
REVIEWS

Seeing the five-star reviews

roll in feels great. But you are
human. Your staff is human. It is
very likely, at some point, you'll
have an off day and someone wiill
leave you a less than satisfactory
review. Sadly enough, you can
even do everything right yet still
receive a negative rating. Your
reviews rely both on the service
you give and your customer’s
expectations.

However, a piece of research
carried out by experts at Harvard
Business School reported
recently that across small
businesses, only 4% of people
will ever share a complaint or
negative experience with the
business owner, staff member
or manager. Think about it: only
1in 25 salon customers will tell
you when they've had a negative
experience.

Furthermore, according to the same research, dissatisfied
customers typically go on to tell 12 other people about their negative
experience.



A NEGATIVE REVIEW
IS ALWAYS BETTER
THAN SILENT
RESENTMENT

At least with a negative review,

you open the door to productive
conversation. When a customer

is unhappy, it means that in some
way, they are passionate about what
your salon provides. Good customer
service matters to them.

Transparency is vital. Consider the
complaints of salon customers
a free critique. Without honest
feedback, how would you identify
the areas you need to improve?

By taking the initiative to hear and
address their concerns, you can
often turn a disappointed client into
the most passionate advocate for
your business.

Take the experience of Susan
Roche, Owner of Newcastle Hair &
Beauty Clinic in Newcastle UK.

She says:

“I was worried about negative
reviews, but it has actually been

a real area of growth for us. The
first thing | do with a 3-star is | get
them on the phone, and usually, it’s
something tiny to fix. And you turn
that client who, maybe had been

a little bit dissatisfied, to being a
client who was wowed. And she’s
straight back in.”

Handle your negative salon reviews
constructively and set yourself
apart.

Respond promptly.

Take the issue offline
and contact your
customer privately.

Be polite.

Acknowledge the

customer’s feelings
even if you disagree
with their feedback.

Take negative
testimonials seriously.

Be open to the good
in a bad review.

Discuss the negative
comment with your
team as a learning
experience.







ONLINE
REPUTATION
MANAGER

We've illustrated just how
important your online reputation
is. We also gave you a few tools
and techniques to help you out
on this journey.

What if you had a way to get
more Google, Facebook and Yelp
reviews and monitor them all in
one place? Well, now you can!

Introducing the industry's
smartest automation tool: the
Phorest Online Reputation
Manager.




The Phorest ‘Online
Reputation Manager’
in a nutshell

Phorest Salon Software can help
establish, monitor and support

your Online Reputation. We have a
dedicated team to create or claim your
Google business entries, double-check
all your listing information and set

you up to build your online reputation
across all channels.

Alright, but let's say you're not quite
ready to manage yet another feature?
That's alright. We'll do it for you! Let's
say you decided to sign up for the new
Phorest Online Reputation Manager,
but never actually opened the screen
from your computer. What would
happen then?

The feature's default settings would
still ensure you got more, and better
reviews online! You really don't have to
lift a finger.

Watch this video for a walkthrough of
everything you need to know about
Online Reputation Manager's feature.



https://www.youtube.com/watch?v=twnVGsANvH8&t=115s


THE ONLINE
REPUTATION MANAGER

a. Monitors and manages what is being
said about your business on Google,
Facebook and Yelp!

b. Allows you to respond to positive and
negative comments from one clean
and clear dashboard.

c. Increases the number of 5-Star
reviews you receive through
automated settings.

d. Helps your salon to stand out from
your competition online.

e. Improves your salon’s website
ranking on Google (SEQO).

So there you have it! Your first steps to
salon online reputation management.

So what are you waiting for?

Let those 5-Star reviews roll in!




We would love to meet youl!

marketing@phorest.com
www.phorest.com



https://bit.ly/2WK8Xoe

