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CHAPTER

1

Reputation 
Management 

Master the art of knowing how to manage your 

reputation and repair it following negative 

comments leveled against your company.



everyone

social media

opinions
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In an age where:

u almost                           has Internet access;

u	most people use                                    ;

u	people are voicing their                         . . .

. . . one negative comment can instantly 
become very popular.  
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Reputation management is 

about taking an active role in 

the perception of your brand.

In the age of social media and websites 

dedicated to consumer reviews, anyone – 

from an unhappy customer or a disgruntled 

employee to an unscrupulous competitor 

– can post negative content about you that 

hundreds or even thousands of people will see, 

and it may discourage them from contacting 

and doing business with you.

What does the Internet say about you?
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The first step toward reputation management 

is knowing what the Internet is actually saying 

about you or your company.

What are your search results?

If you type your company’s name into Google or 

Bing, what comes up first? Hopefully it’s a link 

to your company’s website, followed by your 

Linkedln page, Facebook page or something 

similar. But what’s beneath that?

Scroll down looking for search results that show 

you or your company in a negative light. How 

far down the search results do those negative 

returns appear? Are they on Page 1 or at the 

top of Page 3?

Set up a Google Alert for your name 
to notify you of when someone 
mentions you online.
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Perform a search with the words 
“sucks,” “scam” and “ripoff” at the end 
of your company’s name.

If review sites like Yelp or Angie’s List show 

up in your search results, or if you receive 

clients through those sites, check them for 

information about your company and note 

any negative reviews. Also check your Google 

Local pages for bad reviews.

Does anything come up?   

If you’ve found no negative reviews, 

congratulations. You probably don’t need to 

repair your reputation at this point. But you 

do need to start monitoring it. You’re just one 

mouse click away from a devastating online 

assault that could seriously damage your 

business.



ONLINE REPUTATION MANAGEMENT GUIDE -  8

CHAPTER

2

Planning for 
Success 

Gather your research. Then establish how 

you’re going to effectively manage your 

reputation online and repair those parts that 

are causing it to flag.
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Understand your goal.
The key to effectively planning your reputation 

management is understanding what you’re 

trying to do.  

Are you trying to repair the damage 
that’s already been done 

or 
are you trying to protect your brand 
from future damage?
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Either way, you need to:

uEstablish a plan of action.

uFocus your efforts.

uAssign responsibility.

First, based on your research, determine 

whether you need to repair an already 

damaged reputation or monitor and manage 

your reputation to prevent future damage.

Then:

u	Decide who in your company is going 

to be in charge of implementing your 

plan.

u	Identify warning signs so you can 

defend against an attack before it 

actually becomes a problem.

u	Develop a plan to manage and 

repair your reputation after negative 

content goes live.
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CHAPTER

3

Monitor  
and Identify

u	Identify your weak points.

u	Categorize the situation as high-risk 

or low-risk.

u	Develop a list of tools.
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Manage your online presence.
Since Google directs the majority of search 

traffic on the Internet, it’s essential that you 

know what people see when they search for 

you, your company or your products using the 

engine. 

u	Set up Google Alerts.

Set up Google Alerts for the keywords 

that normally bring people to your 

website or social media pages, including 

your company’s name, products and 

services and key corporate executives.

u	Monitor blogs and forums.

You should also identify and monitor 

influential blogs and forums in your 

industry. The more specialized your 

offerings, the more likely it is that 

clients will turn to forums and blogs for 

information.
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u	Search social media channels.

Social media is more difficult to monitor, 

but simple searches for your brand name 

and user names are available for free on 

most social networking sites. There are 

also tools that will monitor your brand 

across multiple channels.

Even the best tools require human analysis 

and response.

u	Download our  

free social media  

management  

guide.
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Case study:

Below is the first page of returns from Google 

following a search for HomeAdvisor (formerly 

ServiceMagic), a company that specializes in 

connecting consumers with “trusted home 

improvement pros.”
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Review the Web search above, then note that: 

u	The top three returns are ads, 

including one that HomeAdvisor  

paid for. 

u	In the organic search results below 

the ads, the third return indicates a 

two-star (low) rating from 17 reviews 

on Yelp.

u	The fourth return is a site listing 

39 complaints and 91 reviews, 

claiming that “consumers have 

reported losses of $144,678 from 

HomeAdvisor.”

Do you know whether negative 
reviews show up on Page 1 of Google’s 
search results for your company? 

It is imperative that you monitor what people 

are saying about your brand online.
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CHAPTER

4

Engage  
and Conquer 

Reach out and help solve your own problems.
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Often, the reason for a negative review has 

less to do with the problem a customer, client 

or employee is complaining about than with 

his inability to reach someone who will listen 

to and help him with the problem.

u	Ensure that your customer service team 

and HR department are easy to reach.

u	Place links to contact information 

prominently on your website and 

social media pages.

u	Have someone monitor incoming 

messages and phone calls – seven 

days a week and after hours. 

u	Have someone monitor your Twitter 

feed and Facebook page. 

u	Empower your employees to solve 

problems and confirm that they know 

how to escalate a problem if needed, 

as well as how to do so in a way that 

ensures all involved feel as though 

your company truly cares.
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Respond with care.
When a negative comment appears online, 

look at it as an opportunity to position your 

company as one that really cares about its 

customers’ satisfaction.

Responding to a 

negative review, when 

done correctly, can 

reinforce your brand 

and create a positive 

image in readers’ 

minds of you, your 

company and its 

products or services.

Remember your audience.
Your audience is not the author of the negative 

comment you’re responding to. Your audience 

is every potential customer who may read the 

comment and your response during its life 

online, which could be infinite.

Hi, Dan-

I’m sorry to hear that you 
are concerned with your 
experience with us. I would 
like to look into your account 
and see what happened and if 
there is anything I can do 
to help. You can contact me 
directly at 303-963-8066 or 
mblack@servicemagic.com.Thank you,
Mandy Black

(This is an actual reply to a comment posted on ComplaintsList.com 
about ServiceMagic, which is now HomeAdvisors.)
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CHAPTER

5

Promote  
the Positives

There are two ways to remove negative reviews 

from search results: Have them taken down or 

push them down.
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Returning more positives 
means fewer negatives.
Asking to have negative reviews taken down 

is worth trying, particularly if the reviews are 

inaccurate.

However, pushing negatives down by 

promoting positive content about your 

company is usually far more effective than 

asking websites to remove the negative 

reviews. 
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The more positive content you can push to the 

top of search results, the lower the negative 

results will appear. Most people seldom go 

beyond the first page of search results and 

few will search beyond Page 3.
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Develop and implement a content strategy.

To push negative content down, your positive 

content must rank higher in search results. A 

good public relations firm can really help.

Few websites rank higher on search engines 

than major news outlets, so news stories about 

your company, its good news, products and 

services are likely to quickly rise to the top of 

search results.

Promote the positive content.

Other ways to create and promote 

positive content are blog posts and 

online articles. Use social media and 

link-building techniques to promote 

your blog posts and articles. Ensure 

your content is search-engine 

optimized for your company’s name 

and the keyword phrases that are 

most likely to produce positive as 

well as negative search results.
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Develop a crisis plan.

For most companies, it’s a question of when – 

not if – they will face a crisis. More than half 

the companies that face a crisis will be out of 

business within two years of the event.

Plan in advance.
Time is a precious commodity when 
you’re in the midst of a crisis. 

You and your public relations firm should be 

taking decisive action starting the first day of 

a crisis, not getting acquainted for the first 

time, so developing a crisis plan in advance and 

securing the services of a PR firm experienced 

in handling crises is important.
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Recognize crises and respond.

Your plan should include training your staff 

to recognize situations that will become crises 

(before they grow out of hand) and how to 

respond.

u	Download our free e-book Managing 

Public Relations in a Crisis and receive 

a printable step-by-step guide to 

creating your own crisis plan.
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Effective management is golden.

To recap, the keys to being effective are:

u	Research and monitor what people are 

saying about your company.

u	Establish a plan of action.

u	Assign responsibility.

u	Engage your audiences – especially 

those with complaints.

u	Develop and promote positive content.

u	Develop a crisis plan.

u	Remain vigilant and be prepared to 

quickly counter damaging content.



Restore your online 
reputation today.

If you’re ready for expert help managing or 

restoring your or your company’s reputation, 

contact the reputation management experts 

at Axia Public Relations for a free assessment. 

Visit www.axiapr.com or call 888-PR-FIRM-8.

http://www.axiapr.com

