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Quick Reminder—Why Reviews Matter So Much 

What’s New and Different in 2019 

Evolving Review Landscape 

A Process for Determining Your Review Priorities 

Review Solicitation—What Works & Doesn’t 

Taking Action/Responding to Negative Reviews 
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BRIEF SUMMARY: 

WHY THIRD PARTY REVIEWS 
MATTER SO MUCH
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• People now trust third party reviews more than first 
person endorsements 

• Just about everyone uses third party reviews to make 
local business decisions 

• Few people write reviews online, but that’s evolving 

• If your star average is less than 4, you’re in dangerous 
territory 

• Reviews are important for ranking in search 

• Reviews are everywhere 
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What We’ve Known for Years:
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Reviews: Increasingly Accessible
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Reviews are MORE important for ranking in search 

Quantity matters and minimums are rising 

Diversity matters (beyond Google, Facebook, Yelp) 

Keyword text in reviews drives organic search
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What is New for 2019:
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Google 
Local 
3 Pack

Organic
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Local Pack Ranking Factors

Google My Business  
Signals

Link SignalsOn-Page Signals

Citation Signals

Review Signals

Behavioral Signals

Personalization
Social Signals
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Local Pack Factors: YOY Big Changes

+32%

+18% 2018 Moz Local Search Ranking Factors Survey
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Quantity Minimums Not So Easy Anymore
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HVAC & Plumbing
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New Quantity Goals—Google Reviews

HVAC 40+

Solar 75+

Home Performance 25+

Insulation 15+

Builder 10+

Remodeler 25+

Energy Circle Guidance January 2019
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Service Keywords in Review Text

Increasingly Important  
Ranking Factor



Keywords in Reviews  
Drive Local Pack  

& Organic Rankings



DETERMINING YOUR 
COMPANY’S REVIEW 

PRIORITIES
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Recommended Process

Search your Company (Brand) Name 
Reviews in organic listings 
Reviews in Google Knowledge Panel Business Profile 

Search “Company Name Reviews” 

Search Key Services + Geography  
Broad Categories: Insulation Contractor | HVAC Contractor 
Your core services 

Google Analytics—Is there traffic? 
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What Appears in Brand Search?

BBB

Angie’s

FB

Yelp
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What Appears in “Reviews from the web”?

Within Google 
Business Profile 

(formerly Knowledge 
Panel)



1/9/19  19

Reviews from the Web Priorities by Sector

HVAC 
Facebook 
Home Advisor 
Yellow Pages

Home Performance 
Facebook 
Home Advisor

Insulation 
Home Advisor 
Facebook 
Yellow Pages

Solar 
Facebook 
EnergySage 
Solar Reviews 
Home Advisor
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What Appears for Key Service Searches?
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Do You Get Traffic From Review Sites?
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Most Company’s Priorities

1.
Clout of Google, Ranking 
Factors, Presence in Search, 
Quantity and velocity matters

2.

Your Specific Priorities Based on Research.

3.

4.

Strength in organic listings, 
Growing fast in Service Biz 
categories; more critical in 
tone

Dominance with Google 
Knowledge Graph



SOLICITATION PROCESS: 

WHAT WORKS AND DOESN’T
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Understanding “Review Gating”
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Net Promoter Score 

www.netpromoter.com, The Ultimate Question, 

http://www.netpromoter.com
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Solicit Everyone (culture of customer feedback) 

Offer Direct & Third Party 

Limit Choices 
2-3 Max 

Net Promoter Score  
Great satisfaction metric 

Strong correlation to review willingness 

Respond Quickly & Even-handedly to Negatives 

Steady, Regular Pace (Velocity) 
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Some Thoughts on Process 
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When, Where and How to Request

Most Effective Still Worth It

• In-home, in-person ask immediately 
following service 

• Requested by on site tech/crew 

• Prompted by text or email 

• Text gets better response (but less 
keyword rich) 

• Crews/techs measured on reviews  

• Via email within days of job 

• Via email after 1 week+ 

• Mining of past customers 

• Requiring app download
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Review Solicitation Expected Results
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• High percentage are about pre-sale process 
Didn’t return call 

Unresponsive 

Wouldn’t provide free quote 

• High percentage are wrong company/not a customer 
Company confusion 

• Even the best companies will get a negative review 

• Growing distrust of 5-star perfection
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What We Know About Negative Reviews

Always Respond! 

Don’t Only Respond to Negatives
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QUESTIONS? 

Peter Troast 

peter@energycircle.com 


