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Introduction

Customer acquisition and retention, as we once knew it, has rapidly
evolved. Strategies like loyalty programs and paid advertising have less
influence on purchasing decisions, while experiences have emerged as a
pivotal competitive differentiator, significantly impacting buying choices.
People now find the businesses they patronize through searches, social,
online listings, and referrals - not merely through ads.

Furthermore, your existing customers are now more than just managed
and retained by customer service or internal operations teams as

they once were. Enhancing their experience - and helping nurture

and drive repeat business - has become vital to the marketer’s core
responsibilities.

Every customer interaction and touchpoint — from a review left online to
a webchat to a survey response — becomes an opportunity to start or
deepen a relationship and a way to extract valuable insights from the
experience.

To effectively fuel growth through this approach, businesses need to
leverage relevant channels and tools. In this guide, we will share 9 critical
strategies your marketing team can leverage to delight your customers,
amplify brand messages, and attract new leads.
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Business listings management

Local listings or online mentions about your business on sites like Google
Maps, Facebook, and Bing are the key to getting new business. You make
it easier for prospective customers to find you when you have current and
consistent listings. This is especially important for consumers discovering
your business for the first time.

At the heart of all of this is your company’s contact information - Name,
Address, Phone Number, or NAP. Ensuring this information is consistently
accurate across all your listings for each location is imperative to rank
higher on Google and provide a quality experience that attracts customers.

The average number of business listing sites companies are listed on can
vary depending on the industry, location, and business size. However, on
average, businesses are typically listed on around 50 to 70 business listing
sites. Managing and keeping these sites updated at all times manually is
time-consuming, and ultimately, the task may fall through the cracks.

71% of consumers reported having a negative experience because of
incorrect local business information found online. This can easily cause you
to lose leads, as 80% of consumers lose trust in local businesses if they see
incorrect or inconsistent contact details or business names online.
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Business listings management

Centralizing listings management by leveraging technology helps
businesses overcome this challenge.

Business listings have also long been a core part of local SEO. From their
early dominance of local search rankings to today, where appearing on
the core business directories is considered table stakes—the very least a
business needs to do to rank.

Ensuring you have an accurate presence wherever potential customers are

online can be key to winning new business.

Birdeye brings the cacophony of 50+ location
directory listing and reputation management
down to a harmonious blend through a
single, intuitive platform. Birdeye’s solution
has given me the perspective | need to
effectively manage our expansive footprint.

Ken Norquist

Axia Women'’s Health
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Online reviews

Few people want to spend their hard-earned money on a business they
know nothing about. This is why 82% of consumers read reviews for local
businesses. Reviews can either attract new customers or send them
searching for a competitor.

The experiences of your past and present customers play a pivotal role
in influencing the purchasing decisions of your prospective customers.
In a recent consumer survey conducted by Birdeye, 92% of respondents
claimed to read at least 2 reviews before forming an opinion, and a
whopping 50% read 5 or more reviews! This is why it’s vital to regularly
generate new reviews and manage them as they scale.

Here is how you can make the review collection
process easier for your business and get more
responses.

« Make the process as easy as possible

At the end of the day, customers are doing you a favor when they leave
a review online. They are taking time out of their busy schedule in order
to help your business’s reputation. Because of this, make sure the review

process is as straightforward as possible. Include the appropriate link within
the review request so that your customers don’t need to do anything more

than click and respond.

« Automate review requests

When it comes to collecting reviews, you want to strike while the iron is
hot. The longer you wait to ask a customer for feedback, the less likely
they will give it. Automate your review requests to trigger a review request

immediately after a product or service is delivered to increase the chances

of a response. With an automated system, you can send timely review
requests without overwhelming your staff.

There's strong evidence to suggest that responding to reviews — both
good and bad — can significantly increase your chances of winning new
business. More review responses mean more reviews to manage. It's
essential to monitor your reviews so you can respond to them accordingly
and have the best picture possible of your customer experience.
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Online reviews

Reputation Management software can help you
streamline this process by:

- Triggering automatic review requests right after a customer
interaction.

« Tracking your reviews over time and identifying trends to know what
your business is doing well and where you need to improve.

« Notifying you of negative reviews so that you can respond quickly
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I'm new in town and reached out to The Animal Doctors after doing some research and reading reviews. They were super fast to
respond, extremely friendly, and very helpful. | brought my pup in a day later for a checkup and everything went great.

Michael Glenn replied to this on Jul 30, 2020 11:15 AM

Thank you, Mike! We are very glad you had a positive experience with us. Welcome to the neighborhood.

Acuons v ‘@ Reply

Regularly requesting and responding to reviews means your business can
show positive, recent reviews that prove to consumers that your business
delivers a superior experience. Another benefit of reviews is that they help
identify happy customers, creating the opportunity to ask them for referrals.
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Online reviews

Our online reviews have increased
exponentially! As a result, we're getting more
business because we know our potential
customers make buying decisions based on
current customer reviews. It's a cycle — and
it works!

Gina Svendsen
Director of Marketing, Affordable Family Storage

e

Next: Google Seller Ratings

7



€ AOI1VYlLS -

Google Seller Ratings

STRATEGY 3

JON3I¥IdXT YINOLSND ¥ NOILVLINdId INITNO JAOUINI OL SAVM 6



* STRATEGY 3

9 WAYS TO IMPROVE ONLINE REPUTATION & CUSTOMER EXPERIENCE

Google Seller Ratings

In today’s digital world, standing out from the crowd can be challenging for
businesses of every size. To stand out competitively, local businesses and
national chains rely on Google advertising to outshine competitors online
and generate more leads.

But even after writing a compelling ad copy and connecting your ad to an
optimized landing page, your Google Ads might not perform as well as you
expected. That's where Google Seller Ratings comes in.

Google Seller Ratings is an ad extension that allows you to display your
customer reviews on your Google Ads. Your ads will show the collective
number of reviews your business has and an average rating out of five
stars from those reviews.

Pet care near me

About 97,600 results (0.42 seconds)

Family Pet Hospital

1. 0.0.0. .6 ¢ Rating for Family Pet Hospital: 4.8 « 845 reviews

Family Pet Hospital

Benefits of Google Seller Ratings

» Google Seller Ratings convert more customers

Potential customers want to know they'll be treated right when patronizing

your business. Reviews work because they're the unbiased opinions of your

products and services from past customers, which provide this assurance.

When your star ratings appear within the Google Ad, that assurance can
encourage leads to click on your ad and land on your website. The data
backs this up. According to Google, using Google Seller Ratings leads to a
17% increase in click-through rate on paid ads.
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Google Seller Ratings

« Google Seller Ratings improve your ad quality score

Not only do Seller Ratings convert more customers, but they also help you
improve your ad quality score and, over time, reduce your cost-per-click on
your Google Ads.

Sign up with a platform that allows you to collect authentic online reviews
from your customers and is also a certified Google Seller Ratings partner.
By growing your online reputation and leveraging reviews to enable Google
Seller Ratings on your ads, you'll increase visibility, improve conversion
rates, and build trust with potential customers. This is a powerful way to
take your business to the next level and establish credibility in the digital
marketplace.

10
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Google Seller Ratings

We saw a 2.7% improvement in CTR, a
conversion rate that is 48.4% higher, and a
CPA that is 19% cheaper than ads that did

not include a seller rating. That's better click-
through, higher conversion, and a lower CPA,
and Birdeye makes it simple to set up. A busy
digital marketer’'s dream!

Justin Shook

Southern Careers Institute

e

Next: Centralized customer interactions

n



7 AO3LVYlS -

Centralized customer interactions

STRATEGY 4

JON3I¥IdXT YINOLSND ¥ NOILVLINdId INITNO JAOUINI OL SAVM 6

12



* STRATEGY 4

9 WAYS TO IMPROVE ONLINE REPUTATION & CUSTOMER EXPERIENCE

Centralized customer interactions

Research has found that:

GOOGLE

20 - 500

Range of online
customer touchpoints
for consumers when
navigating the
customer journey

SALESFORCE

75%

of consumers
expect consistent
experiences across
multiple channels

SALESFORCE

73%

of consumers are
likely to switch
brands if they don’t
get high-quality
experiences

Staying on top of customer interactions across multiple channels can be

overwhelming, especially since each interaction happens in silos. It can

be challenging to consolidate the data from all conversations for a single

customer.

Yet, as society has become more dependent on digital communication,

engagement on such channels has skyrocketed.

* Phone calls - 61% of local mobile searches end with a phone call

+ Email - 78% of marketers have seen an increase in engagements

(including click-throughs) in the last 12 months

* Social Media - More than 20 billion messages are exchanged
between businesses and users monthly on Facebook Messenger

alone

« Texts (SMS) - SMS open rates are as high as 98%

* Webchat - Live chat has the highest consumer satisfaction rate

at 92%

¢ Video Chat - Nearly 1in 3 U.S. citizens use live video to
communicate with businesses
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Centralized customer interactions

Managing multi-channel customer interactions

In order to manage customer interactions that delight
your customers effectively, you need to evaluate the
following core areas.

+ Interactions across multiple channels

Today’s digital customers interact with a brand through various channels
like phone, email, social, webchat, messaging, etc., at their convenience.
Even if they swap between channels, they view their conversations across
these mediums as one single interaction. For customers, your brand is a
single entity, and changing the mode of communication should not result
in losing the context of previous interactions. Thus, your business needs
to be present across all relevant channels and should be able to manage
interactions in a seamless, omnichannel manner.

« Maintaining cross-functional data synchronization

Whether it is sales, customer support, or account management, how
businesses manage their customer interactions across departments is
key to retaining and increasing your customer base. Consumers typically
interact with different departments as they navigate the buyer’s journey.
It is your responsibility to ensure that all the information regarding their
queries and feedback is visible to respective teams in a cohesive manner.
Ensuring data transparency gives better insights to help relevant teams
deliver personalized service and identify upselling and cross-selling
opportunities.

« Empowering your team to deliver better interactions

Managing multiple inboxes has become a harrowing task for even the most
robust teams. Toggling between multiple channels hampers productivity
and deteriorates the quality of customer interactions. Your team should

be equipped with the right tools that reduce the complexity of accessing
customer interactions and delivering better customer experiences.

Customer Experience software centralizes all of these channels into one
Inbox, enabling your team to craft the perfect response for every customer
interaction, centralize customer communications, and engage teams
across the company to deliver a winning customer experience consistently.

14
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Centralized customer interactions

Personalized interactions are paramount to providing high-quality
customer experiences as more consumers engage on digital channels.
Centralizing customer interactions breaks down internal data silos and
allows your teams to create consistent, personalized experiences at every
touchpoint.

The right integrated customer communication tool enables:

+ Increased automation

« Better up-selling and cross-selling opportunities

+ Seamlessly audit all present and past customer conversations
+  Optimize customer service

+ Quickly identify and resolve customer issues
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Centralized customer interactions

Birdeye’s Unified Inbox allows us to easily
respond to every customer interaction —
even from online reviews — and have the
correct team member respond. It's helped
us increase our customer engagement and
satisfaction, and ensures we never miss a
thing. Total game-changer.

Marisa Endy-Vanchieri

Director of Social Marketing, Sunburst Shutters

e

Next: Social media management
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Social media management

Social media has emerged as a prominent channel for customer
engagement, referrals, and brand discovery. It enables businesses to
connect and engage with prospects and customers across different
geographies while maintaining a unified brand image.

Even multi-location businesses with little or no local presence can leverage
local social media marketing to establish a cohesive reputation in their
local markets. While this is true, managing social media for multiple
locations poses significant challenges. On the one hand, you want to
maintain a cohesive brand identity across your locations. And on the other
hand, you want to reach out to each location’s customer base and connect
with them on a personal level.

Key challenges faced by multi-location businesses when
managing social media channels

« Bulk social media content creation
« Maintaining a consistent brand voice and messaging
« Posting personalized content on multiple locations efficiently

« Managing engagement and feedback for multiple locations

These challenges can be easily overcome by investing in
a social media software designed specifically for multi-
location businesses.

» Publish everywhere all at once

Turn one post into
hundreds. From a single
dashboard, create,
publish, and manage
business posts for each
and every location and
channel — Facebook,
Instagram, Twitter,
Google, LinkedIn, and
more.
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Social media management

Social built for local

Personalize your posts with relevant and unique details for each
business location, such as address or phone humber

Create and post engaging content in bulk

Create engaging content complete with images, emojis, hashtags,
and links. Accessing a built-in visual editor to customize your design
with ease.

Schedule posts in advance

Schedule posts well in advance of a desired date and time in your
local time zone to maintain a steady stream of quality content.

Engage with followers with ease

Track and view all likes, comments, shares, and reactions in one place
and respond immediately from a centralized dashboard.
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Social media management

« Track performance across channels and locations

Create custom reports that compare social performance across
locations and regions — uncovering insights to optimize social
strategy. Measure social reach and audience engagement

by channel and location over time to uncover trends and
opportunities for improvement.

The fact that | can plan social media posts
months in advance, get all of my messages
from different sites all in one place, as well
as survey employees and clients, is reason
enough to use them. | would just go with
them for that alone!

Laura Cousins
Spa Atlantis

g

Next: Surveys
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surveys

Surveys allow businesses across all industries to efficiently collect honest
feedback, opinions, and responses from customers and employees.

You can then use that information to improve operations and make

any necessary adjustments to your processes. Actionable insights from
surveys help businesses increase sales, reduce costs, improve onboarding
processes, and uncover product development opportunities.

Depending on the stage in the buyer’s lifecycle, companies use different
types of surveys to capture different types of feedback. The most common
types of Surveys companies use are CX surveys (CSAT, NPS, CES); Product
surveys; and Brand and Marketing surveys.

When deciding on a survey software, here are some
essential things to consider:

« Custom-built surveys

You should be able to create, test, and modify surveys in just a few clicks.
And once you have tailored the surveys to your business goals, you should
be able to save the templates and repurpose them when required.

» Send survey requests on autopilot

The survey platform should be able to automate survey campaigns,
reach your audience anywhere and boost response rates with
automated text and email to continuously get feedback.

22
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surveys

Use insights to improve customer experience

The platform should provide robust analytics and reporting to help
you make data-driven business decisions. Ability to filter and compare
survey data by business location and employee to identify top
performers and opportunities for improvement can help you make
hyper-local improvements.

Uncover trends with Al

Ability to analyze sentiments
from short answer questions in
a scalable way with a reliable
Natural Language Processing
(NLP) engine.

Ask for reviews and
referrals

Adding review or referral
requests to the end of your
surveys will help you get more
reviews and generate more
leads.

“Customer experience is paramount for all
our employees. These surveys help us tweak
our strategic plan. Without Birdeye, there was
no way to act on feedback.

Ericka Smith
Vice President-Marketing, Waterstone Mortgage

e

Next: Actionable insights from customer feedback
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Actionable insights from customer feedback

Delighting your customers start by listening to the voice of your audience
and then turning that voice into insights. Surveys and online reviews can
give you a direct look into what customers appreciate about your business
and what needs to be improved.

However, gleaning any sort of real insights from CSAT surveys and
customer reviews consumes considerable effort: producing multiple reports
from various channels; then manually analyzing them to decipher patterns.
Consider this: only 23% of executives are confident in the speed at which
they gain accurate insights.

Action needed

67 reviews and 24 surveys mention
poor parking in Mountain View, CA.

NPS

Assign to: L New York, NY

[ Jennifer } [ CS Team } Q

Waiting Room describes as

Clean D Boring D
Nice D Empty @

To simplify things, you'll want to leverage technology with Al-powered
Insights that combines feedback and sentiment from every channel into a
single Experience Score™, giving you both a high-level view of your overall
performance and in-depth looks at where you can improve.

25
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Actionable insights from customer feedback

With all this data at your fingertips, fixing and optimizing broken experiences is
far easier, ensuring your next lead becomes your next customer.

We increased the price of our kid’'s meals from
$0.99 to $1.99 and customer response was very
negative. We lost sales as customers would
typically buy the $0.99 kids meal and an adult
entree for $10. We lost those $10 purchases

due to the price change. NLP powered analysis
of our online reviews brought the negative
feedback to our attention, so we quickly
reverted the price and the sales returned.

Amy Dickey
Director of Marketing - The Saxton Group

g

Next: Automated ticketing
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Automated ticketing

Another core component of delivering quality customer experiences that
cultivate loyalty is customer service. According to Microsoft’s State of
Global Customer Service Report, 95% of customers say customer service
plays a significant role in determining their loyalty to a brand.

The challenge is that customers needing support often don’t reach out
directly and make their needs known in reviews, on social, and elsewhere.
That's why it's important to address customer issues proactively through
ticketing. Leveraging automated ticketing can improve customer
satisfaction, reduce churn, convert detractors, and decrease call center
load.

Streamline the process by:

< Automatically creating tickets based on custom criteria like review
rating or keyword, then auto-assigning these tickets to specific
employees.

« Automatically converting texts and Webchat messages into support
tickets

< Tracking response rates and resolution times and monitoring all open
tickets by owner and status

28
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Automated ticketing

The rising demand for timely customer service puts customer service
teams under increasing pressure. 90% of consumers expect service queries
to be resolved within 24 hours. Automated ticketing will keep your team
organized, productive, and capable of handling any volume of customer
service cases. As a result, you'llimprove/strengthen customer relationships
and drive brand loyalty.

Our main goal with Birdeye is to increase our
brand reputation as we expand and grow
throughout the United States. We also utilize
Birdeye's ticketing tool to make sure we
resolve problems that arise through reviews/
NPS feedback at our clinics.

Karlee Robertson
AllerVie Health

g

Next: Referrals
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Referrals

By providing a high-quality customer experience that generates positive
feedback and reviews, you're in a prime position to boost your referral
business. Only customers who are truly satisfied with your business and
have had a great experience will refer your business to friends and family.

Referrals lead to better ROl and provide a path of minimal resistance to
generating leads; 83% of people trust referrals or recommendations from
friends or family members more than any other marketing channel.

Efficient deployment, tracking, and progress monitoring are key to any
referral program'’s success.

The right technology should equip your business with
some key features:

« Automation

Invest in a solution that can automate referral requests. This way, you
can get new leads without manually requesting each customer to give
your business a referral.

 Integration

The right software should let your customers refer your business
through multiple platforms like email, SMS text, and social media.

31
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Referrals

Customizable templates

Does the software have customizable referral request templates?

It's important that your requests look and sound like your brand, or
customers may think that they are in the wrong place. Make sure that
the solution you pick lets you customize your referral requests to deliver
an omnichannel customer experience.

Notifications

The tool you use should send you notifications whenever you get a new
referral so that you can engage with the prospect right away.

Referrals can boost your marketing ROI and drive conversions, not to
mention build up your social proof, helping you develop an engaging
way to communicate with customers in multiple channels and hit your
target market.

Referrals are really important. Not every self-
storage facility is run well. So when someone is
looking for a facility to store their belongings, it
can be really helpful to the customer if someone
they know had a good experience with us.

Brandon Wipperfurth
Director of Marketing Superior Storage

32
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Summary

Equipping yourself with the essential marketing tools we've mentioned in
this guide can help you stand out from the competition and drive more
leads. Tools like reviews, surveys, centralized customer interactions, Google
Seller Ratings, automated ticketing, referrals, and social media make it
easier than ever to create an engaging digital presence that drives sales.
By leveraging these powerful tools via Birdeye, you can improve sales and
marketing initiatives while increasing brand loyalty through improved
customer relationships. Ultimately, this will lead to increased revenue
growth over time.

Birdeye: The only reputation and
customer experience platform
you need

Birdeye is the highest-rated all-in-one reputation and
customer experience platform for local businesses and brands.
Over 100,000 businesses use Birdeye's all-in-one platform to
manage online reputation effortlessly, connect with prospects
through digital channels, and gain customer experience
insights to grow sales and thrive. Combining Birdeye with your
marketing efforts will give you an edge over the competition
and help you drive more customers to your business.

33
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Want to know more about how Birdeye can
help your business?

© =

Visit us at Give us a call at Send us an email at
birdeye.com 1-800-561-3357 sales@birdeye.com
to schedule a demo Ext.1

4 I

Send us an email at sales@birdeye.com, call us at 1-800-561-3357 or visit us on
birdeye.com. We are located at 2479 Bayshore Rd Suite #175, Palo Alto, CA 94303.
This document is provided for information purposes only, and the contents hereof
are subject to change without notice. © 2023 Birdeye, Inc. All rights reserved.
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