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How To Get Good Reviews For Your Business 

(And Lots Of Them!) 

 
We all know how important online reviews are. A positive or negative 
reviews can have a huge impact on the reputation of your business.  
 
Think about this scenario: You and your significant other are in a city you 
don’t live in, and you don’t know of any restaurants in the area. You pull up 
your phone and Google, “restaurants in (whichever city you're in)”. As 
you're scrolling through, you’re deciding on restaurants based on the 
reviews, and the reputation of the business.  
 
For example, you're looking for steakhouses and you narrow your choices 
down to two restaurants. One restaurant with 13 reviews and a 4.8 rating, 
and another restaurant with one four star review. Most likely, you're going 
to choose the first one. 
 
Here’s another scenario...  
 
You’re in the market for a new car, and you're deciding between two 
different brands. In addition to talking with your friends who will give you 
recommendations, you’re most likely going to Google information on the 
two different cars. 
 
This will take you to websites like Consumer Reports, Car and Driver, or 
Motor Trend. Most likely, you are going to use the reviews and 
recommendations from online sites in combination with your friend’s advice 
and your own gut instincts to make your purchasing decision. 
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This is no different than looking at the online reputation (a.k.a reviews) of 
an HVAC or plumbing company. Your customers are doing their research, 
and deciding on which company is trustworthy, and reputable.  
 
REVIEWS ARE IMPORTANT: Whether it’s a $50 dinner, or a $40,000 car, 
people use online reviews to help make their decisions. 
 
Now think about this: A person in Aurora, Ohio is looking for an HVAC 
contractor to fix their broken air conditioning unit. They talk to their 
neighbor, and the neighbor recommends Staples Plumbing. They ask the 
neighbor for Staples Plumbing’ phone number, but they don’t know it off 
the top of their head.  
 
The next logical step would be for that person to go online, and do this 
google search: 

 
 
And they see this… 
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This company’s reputation is BARE NAKED AND 
EXPOSED for the entire world to see! 

 
In this scenario, the neighbor’s recommendation may not be good enough 
to persuade the person to call, given that the reviews online are poor! In 
many cases, this prospect will go back to google and do a search for 
“HVAC repairs Aurora, Ohio” and choose a contractor with a stronger 
reputation! 
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Don’t just take our word for it. Here is what the 

statistics show: 
 

According to a Pew Research Survey done in 2013, 68% of consumers 
trust online reviews. (1)  

 
2 out of 3 consumers trust online reviews! 

 
When you dive deeper into this number, it is interesting to note that people 
are basing purchasing decisions on STRANGER’S recommendations via 
online reviews. 
 
88% of consumers trust an online review as much as a personal friend or 
family member’s recommendation. (2) It should be noted this does not 
include simple reviews that say “good place” or “had great service”.  
 
In a nutshell, reviews that are detailed carry more weight than one liners. 
This can be both positive and negative reviews. 
 
As you may have already experienced in your own business, customers 
are more likely to share a bad experience than a good one. This is one of 
the first things they teach you in a marketing class. It's basic human 
psychology.  
 
People don’t rave about a business experience unless it went above and 
beyond expectations. If you provide your service with no thrills, the 
customer will be happy and life goes on.  
 
If the service or experience is bad, it has been shown that customers are 
much more likely to warn others of their bad experience. It’s a defensive 
mechanism that the consumer mind plays. We try to warn others of the 
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“horror” we had to deal with in an effort to shield those close to us from a 
similar experience.  
 
The internet, however, has changed this. Our defense mechanism no 
longer shields just our friends and family, it’s now available for the entire 
world to see online.  
 
Every business owner experiences a bad customer, it is a fact of life when 
doing business! If a disgruntled customer feels so strongly about their 
experience, chances are very high that they will go to the internet to voice 
their displeasure and to discredit your company.  
 
Yet another fact… 85% of people trust positive online reviews according to 
the Local Consumer Review. (3) 

  
As you can see in the chart above, the number of people who trust online 
reviews has been increasing year over year. 
 
Since we know that 88% of people trust online reviews, what can you do to 
fix a bad review? 
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Reach out. This is where bad online reviews can actually help you practice 
good customer service. Google, Yelp, and other online review sites will 
allow you to reply to customers. This is where you put your customer 
service skills to the test.  
 
Respond to the review and address the customer’s concerns. This shows 
the world that you take pride in your company and deliver outstanding 
customer service, even in difficult situations. 
 
Offer them the chance to talk personally to the business owner or manager 
by saying something along the lines of, 

“Hi  insert first name , We’re so sorry you had this experience.  
Address the specific problem here    .  We would like the opportunity 
to make this right for you. Please contact me directly at (xxx) 
xxx-xxxx.” 

 
Obviously, the reply varies from case to case. While you want to take care 
of legitimate issues, you also should be on the lookout for scam artists. 
When we work with our clients in their online marketing and reputation 
management, we monitor these situations on their behalf and consult with 
them on the best ways to address specific situations. If you want to learn 
more about our services, call us at (610) 471-0001.  
 
We have seen cases where our clients have been able to remedy the issue 
and the customer actually revises the review and turns it into a positive 
review. 
 
 
 

The Product Buying Cycle 
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Understanding the consumer buying cycle is important. The consumer is 
reaching the purchasing stage of the buying cycle when they engage in the 
activity of reading reviews. If they’re reading reviews, they have an issue or 
need they want satisfied and they are researching the best 
company/contractor/solution to resolve their problems. 
 
Now, the time between a consumer reading reviews online and purchasing 
your service is extremely short in comparison. In non-emergency 
purchasing decisions, a customer may think about a need or an issue for 
weeks, even months. They might spend 10-15 minutes reading reviews.  
 
In emergency situations, consumers are STILL referencing reviews to 
make split second decisions on who to call to fix their HVAC or plumbing 
issues. 
 
Monitoring your top reviews is very important. Making sure your total 
reviews are good is just as important. This ensures that prospective 
customers are not deterred.  
 
One last fact… 67% of consumers read 6 reviews or less (up from 52% 
in 2012) (4)  As time progresses, we anticipate that consumers will continue 
to rely on reviews and they will rely on more reviews than in prior years. 
 
 

Now We Know The Statistics... But How Do We 
CONSISTENTLY Get Reviews? 

 
The trick is to ask for the review in a non-threatening manner and timing 
the request correctly. 
 
What to AVOID... 
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SPAM - Do you enjoy getting spam email flooding your inbox? NO! Well, 
neither do your customers. Unfortunately, we have seen many companies 
do exactly that. They indiscriminately spam their customers, trying to get 
them to leave a review. 
 
BRIBES - Another big no, no is offering bribes. You know, something like 
this…  

“Leave us a 5 star review and we’ll give you $5 off your next     fill in 
the blank     . 

 
This is not a good business practice and, in some instances, this violates 
certain review site’s terms of service. We have also seen this type of bribe 
backfire.  
 
For example, take into consideration this scenario:  

Company A is bribing their customers to leave reviews. A disgruntled 
customer goes to Company B, has a conversation about how 
unhappy he was with Company A, lets the cat out of the bag about 
Company A’s bribing for reviews. Company B then reports Company 
A to the review site and Company A’s reviews start to get 
unpublished. 
 
OR 
 
The customer goes onto Facebook or Twitter and starts to post things 
like, “Can you believe how bad Company A is? They gave me 
horrendous service and on top of that had the nerve to offer me 
money to leave them a positive review! STAY AWAY!!! They Are 
Terrible!!!”  

 
How to do it correctly… 
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First of all, this is simple.  Do not over complicate it! The big secret…. Ask 
your customers for reviews at the time that you performed the service and 
ask them face to face! There are systems to help expedite this and to help 
automate the request process. If you would like to learn more about that, 
call us at (610) 471-0001.  
  
While the service technician is at the house, before he leaves the 
customer, have him ask if they wouldn’t mind giving a review. We 
encourage you to use some of these lines: 
 

“We love to know how we’re doing, would you mind leaving some 
feedback about my service today? It will only take a minute or two.” 
 
“I’d really appreciate if you could give me some feedback about my 
service today.” 

 
When our clients implement the systems that we have put into place, we 
have seen 40% conversion rates in our requests for reviews. We have 
taken HVAC companies that had ZERO reviews and have pushed them 
over 300 reviews in less than a year!  
 
If you are going to implement this process into your day to day process, 
you’ll need to provide the consumer with instructions on how to leave the 
review. The best is to text or email them the request, along with a 
framework where they can leave the review.  
 
Without getting into all of the nuts and bolts of different email and texting 
systems, we’ll simply show you an example email template that you can 
use. 
 

Dear (Customer Name) 
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Thank you for allowing us the opportunity to service your HVAC 
system today. And thank you for agreeing to leave us some 
feedback. Please click here to leave a review. 
  
It’s a fast, simple way for you to make a difference in a company 
that’s committed to quality assurance and great service. 
  
Best regards, 
Your Name 

 
 
The key to making this work is to make it easy for your technicians to 
implement, automate the email and/or text communication process with 
your customers and to integrate the reviews into your company’s website. 
 
At L4 Group, we have a system that makes this entire process extremely 
simple to use and has consistently generated 40% conversions for our 
clients. If you would like to learn more, call us at (610) 471-0001. 
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