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Questions? Chat with us on twitter! 
@therentersvoice  #rentersvoice 

 



Your goal 
Understanding the motivation 

How to craft a response 
What do I do now? 

T OP ICS 



80% OF PEOPLE  
THAT REVIEW PRODUCTS  
GIVE THOSE PRODUCTS A 

4-5 STAR RATING 
 

Bazaar Voice 



Thought  #1  
Your goal 



The brand and the customers should  

have the same conversation?  



Authentic and credible 
Negative reviews are better 
than no reviews 
Exposes flaws that can be fixed 
Provides realistic views 
Own your turf! 

WHY? 





Thought  #2  
Understand the motivation 



Understand the kind of feed back  
to understand the motivation?  



Happy customer 
Unhappy customer 
Funny guy 
Dedicated complainer 
Factual 
Loyal customer 

Types of reviewers 





Thought  #3  
How to craft a response 



Thank the reviewer for their time 
HOW TO RESPOND 

#1 









Directly address their specif ic points 
HOW TO RESPOND 

#2 









Honestly explain your plan to correct it 
HOW TO RESPOND 

#3 





C lose with an invitation 
HOW TO RESPOND 

#4 









Do not feed the trol ls 

#5 

HOW TO RESPOND 







incentivize 



Thought  #4  
Your next steps 







Next Steps 
Prepare for the good and bad 
Don’t be a corporate zombie 
Create honest and thoughtful engagement 
Take ownership 
Learn 



TAKEAWAY S 
Have the same conversation 
Understand the motivation 

4 steps to craft a great response 
Create a system 



Questions? Chat with us on twitter! 
@therentersvoice  #rentersvoice 

 



SERVICES OFFERED BY ELLIS 
PARTNERS & RENTER’S VOICE 

Ratings & Reviews 
Resident Surveys 
Apartment Mystery Shopping 
Reputation Management Strategy 
Training & Coaching 



nbailey@rentersvoice.com 
rentersvoice.com 
epmsonline.com 
 

Thank you! Want to learn more? 



How to encourage reviews  
and receive feedback 
 
Thursday, Feb 23 
1:00 PM – 1:30 PM CDT 

Upcoming Webinar 
 

Register at epmsonline.com	
  


