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3%
of consumers never 
do online research

It takes 20 years to build a reputation 
and five minutes to ruin it. If you 
think about that, you’ll do things 
differently

-Warren Buffett”
“

Market research tells us this trend is here to stay. The number of 

consumers who use and trust the internet has been steadily gaining 

ground since 2008. This is evident by the huge number of online 

searches with engines like Google, the growth of online retailers such 

as Amazon, but also the emergence of local business based websites 

and applications.

In the old model, local business could rely on newspaper advertising, 

outdoor signs and coupons to drive business. The development 

of Yelp.com, Google + Local and Foursquare have made this no 

longer possible. These local “citation sites” now provide information 

about your business to thousands of online consumers each month, 

whether you like it or not, and, it effects your reputation.

Citation sites are there to provide information about your business 

to online consumers. They offer hours of operation, goods and 

services, location, contact information and most importantly 

customer reviews.  These citation websites are extremely powerful in 

influencing which local business consumers will choose.

In 2012, consumers used the internet like never before. The year saw a significant jump in the number 
of consumers searching online to find local businesses. Not only did more Internet users search, but the 
regularity of their searches skyrocketed.  
 
This change has created an environment where local business can no longer afford the luxury of ignoring 
the internet. To remain relevant, local business must embrace this growing demographic, or be left behind.

There’s Been a Significant Shift in Local Marketing

85%
Of consumers used 
the internet to find a 

local business in 2012

In this new environment, there is no more important factor in achieving success than a company’s 

reputation. A bad customer review can stain the reputation of your business for years to come, where as 

positive customer accolades can boost your company to new heights.
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2 MILLION
Listings on Google + Local 
have been claimed by 
business owners.

73%
of activity online is in one 
way or another related to 
local content.

80%
of an individual’s budget is 
spent within 50 miles of their 
home.

82%
of local online searches result 
in a offline visit, phone call or 
purchase at a brick and mortar 
store.

100 MILLION
Unique vistors to Yelp.com in 
January 2013 that searched for 
local businesses

DATA ANALYSIS
Recent market research has shown a rapid increase in consumers using online resources in 
finding local businesses they can trust. The substantial growth seen in such a short time is a 
strong indicator of things to come. We as a society are truely in the midst of the information 
age. As you can see in the graph below, the largest jump is growth in consumers that now use 
the Internet weekly to find local businesses.
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Internet Searches to Find a Local Business

600 MILLION
Daily searches on Google.com

Local Business Search Statistics 
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“Consumers are using the Internet to find local 
businesses now more than ever.  The growth of local 

platforms are a natural evolution”



HARRIS REPUTATION QUOTIENT
 
Harris Interactive is a leading global independent research organization focused on providing public 
opinion research on issues facing society and business. Harris Interactive has used the Harris Reputation 
Quotient (RQ) to measure the reputations of the most visible companies in the U.S. since 1999. 

SOCIAL 
RESPONSIBILITY 
• Enviromental Responsibility 
• Supports Good Causes 
• Involved in Community

EMOTIONAL 
APPEAL
• Trust 
• Good Will 
• Admire & Respect

PERFORMANCE
• Outperforms Competitors 
• Strong Record 
• Continued Growth

PRODUCTS & 
SERVICES
• High Quality 
• Innovative 
• Value for Money 

LEADERSHIP
• Clear Vision for Future 
• Industry Leader 
• Role Model

ENVIRONMENT
• Great Employee Service 
• Rewards Employees Fairly 
• Organization 

The 2013 RQ Study represents the 14th 

consecutive year of measuring corporate 

reputation in the U.S. The most recent study 

released in February 2013, offers some important 

information about the role of reputation in 

successful businesses.

Reputation can be used as an asset to drive the 

most appropriate and desired business outcomes 

among a myriad of stakeholders. Reputation is not 

always based on informed knowledge, but can be 

held, communicated, transmitted and transferred 

by those who are outside the company’s control 

or knowledge. This can be considered as a 

major factor in the importance of managing 

your business’s presence and reputation through 

popular online platforms.

This year Harris ranked Amazon.com as the 

company with the highest reputation, edging out 

last year’s leader Apple. Amazon’s success comes 

from broad measures and consistent, sustained 

efforts to maintain reputation. Amazon received 

nearly 100% ratings on all measurements related 

to Trust, Advocacy and Word of Mouth. They lead 

the survey in 5 of the 6 dimensions of reputation 

analyzed by Harris Interactive, only slightly 

behind the social responsibility category.

“Consumers want to do businesses with reputable 
companies.”
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Participated in a conversation with others about 

how a company conducts itself

Decided not to do business with a company 

because of something you learned about how 

the company conducts itself

Proactively tried to influence friends’ or family’s 

perceptions about a company because of 

something you learned about how the company 

conducts itself

Shared any information about a company 

through social media or email

44% BYSTANDERS

49% BYSTANDERS

Strongly Agree Somewhat Agree Neither Agree or Disagee Somewhat Disagree Strongly Disagree

SEEKERS VS BYSTANDERS

Seekers are extremely important because they demand facts and information, act on their findings, and 
tend to be highly exertive in influencing the people around them. This market segment grew by 6% in just 
a one year period, demonstrating that local consumers are taking a more proactive role in examining the 
reputations of companies with which they choose to do business.

Actions of the seeker consumer class

According to Harris Interactive, more Americans are actively seeking information on the companies they may 
do business with than last year. Harris asked consumers to respond to the following statement:  “More so 
than in the past, I pro-actively try to learn more about the companies I hear about or do business with.” The 
table below are the results of this survey.

73%
60%

61%

25%

26%

47%

41%

40%

2013

2012

50% SEEKER

56% SEEKER

“Online Consumers are seeking and demanding 
information from your customers to learn more about 

your reputation.”
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TRUST IN ONLINE REVIEWS
We’ve seen that consumers have embraced Internet search when seeking out a local business; but, how 
much do they really trust what they are reading about you? For many decades, marketers have known 
the most powerful form of promotion is word of mouth. In this new digital era, the voices have only 
grown louder with a greater audience.

The Number of people that trust online reviews as much as offline 
personal recommendations from Friends

72%

“Consumers are overwhelmingly trusting of the reviews 
they read online. The more they read, the more they 

trust.”
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“to be selected above your competitors, you need a high quantity of 
accurate and descriptive customer reviews located across a wide 

spectrum on the internet.”

Statistics clearly show that as consumer trust 

in online reviews rise, their opinions are being 

developed based on less information. The “sweet 

spot” in the quantity consumers require is between 

2-10 online reviews; 65% of consumers stated this 

as their comfort level, which is an increase of 7% 

over the 2 year period since the previous 2010 

study.  

 

The increase comes from the group of consumers 

that required a larger quantity of reviews to feel 

comfortable making their purchase in 2010. Those 

requiring 11-20 reviews dropped by 2%, and 

those requiring over 21 reviews dropped by 5%. 

Whereas those needing to read just one review to 

be confident in their decision remained unchanged. 

This demonstrates that having recent, accurate, 

and precise positive reviews is more critical than 

ever to ensure consumers do not dismiss you as an 

unreputable company. 

 

Additionally, the total number of reviews a 

business has remains important. Having a high 

number of reviews gives consumers confidence 

that your average star rating is legitimate, and not 

skewed due to having low representation. This 

allows local consumers to feel an added level of 

confidence in the reviews they read.

A positive trend has emerged in the most recent Local Consumer Review Survey. This study demonstrates a 
continued shift toward trust and appreciation of online reviews. The value of online reviews is clearly on the 
way up! 
 
As local consumers become more familiar with online reviews, higher levels of trust and reliance are being 
placed upon them. The availability of easy to consume review content and rating systems is only becoming 
more important to local consumers. This makes embracing the platform a necessity, as an invaluable resource 
to business owners.

2012 LOCAL CONSUMER REVIEW SURVEY

Quantity of Online Reviews to feel comfortable with purchase

65% of Consumers read between 
2 to 10 online reviews before 
they are comfortable making a 
purchase decision ”

“



“google, facebook and bing have invested heavily in 
providing customer reviews about your business to 

benefit their users.....your potential customers.”

Google Acquires Zagat Ratings

Google’s $150 Million purchase of Zagat announced a clear intention to integrate consumer reviews 

into their local search function. This move emphasizes the fact that good consumer reviews are now 

critical part of every business. This new Google Local+ integrations means any Google search of 

“keyword + location” instantly reveals a business’ reputation.

Facebook integrates Bing Local into Search

Since the summer of 2012, Bing Local has been expanding the role that local customer reviews play on 

their platform.  This expansion included adding “Powered by Yelp.com” to their local business search 

results.  Yelp content including, consumer reviews, photos, and business attributes are now prominently 

displayed to Bing users. Microsoft has also launched the ‘Bing Business Portal’ which is another step 

toward this goal.

This local search achievement has not gone unnoticed. Facebook has traditionally used Bing to perform 

online search functions for their users. Facebook’s newest development places Bing Local at the center 

of their highly touted “Graph Search” function, connecting Facebook users with online reviews of local 

businesses.

WORLD’S MOST POWERFUL WEBSITES 
FOCUS ON REVIEWS IN LOCAL SEARCH
Alexa is the leading provider of global web metrics, using analytics to rank over 30 Million websites worldwide. 

Alexa’s #1 site in the world is Google, and #2 is Facebook. Ranking among the world’s top websites is no small task. 

Both businesses have exhibited the highest levels of performance for an extended period of time, while acting as 

industry leaders that demonstrate great vision for the future. Google and Facebook have recently made definitive 

moves to solidify themselves as leaders in the local search marketplace.

What does this mean?

Every time a Google user searches for a local business, that business’ Zagat score is displayed.  For 

example, a search for “Dentist, New York” will return a list of websites; listed beneath each entry is 

a Zagat score of how the business is viewed by its customers, with a link to that company’s customer 

reviews.  When a business has no reviews or even worse bad reviews, consumers are immediately 

apprehensive about doing business with them.

8



“the mobile marketplace is now adding to the speed at 
which your customers can learn as well as tell others 

about you”

of smartphone users 
search for local infor-

mation on their phones

94%50%

90%13.5

of mobile search carry 
local intent

of these searches 
resulted in action

Average number of 
local searches per 

smartphone each week

LOCAL SEARCH GOES MOBILE
People search the Internet on their smartphones for information about your business, not just products to buy. They 

search for directions, hours of operation, menus, prices, store locations, phone number and contact information, and 

information provided by customers about quality.

If you’ve always done marketing the traditional 

way, you might not realize how much people are 

looking for your business online — either through a 

generic search or through a specific search for your 

business name. 

The use of smartphones has literally exploded, 

with over 1 Billion current users worldwide and is 

expected to grow by 1 Billion more before the year 

2015. These people are the most avid users of local 

search platforms.

A 2012 search study revealed 40% of smartphone 

owners used local search daily, and 70% of them 

use location aware mobile apps. You can do 

the math....the market of potential customers is 

enormous!



“review leap is watching over your business’s 
reputation 24/7”

THE REVIEW LEAP ADVANTAGE

REVIEW 
MONITORING

Stay on top of new content 
being created and know what 
your customers are saying. Alerts 
and reports keep you up to date 
with all online activity.

• Review Alerts

• Review Reporting

• Phone Tracking

REVIEW 
FACILITATION

Develop a strong reputation 
marketing strategy by enabling 
customer reviews. Capture 
positive sentiment and take a 
proactive role in generating a 5 
star reputation. 

• Website Integration

• Custom SmartPhone & 
Tablet Apps

• Staff Training

REVIEW 
ASSETS

Templates help you streamline 
review marketing methods, 
while giving you the tools to 
deal with both positive and 
negative reviews.

• Profile Creation

• Crisis & Evangelist 
Templates

• Review Templates

REVIEW LEAP SERVICES

You’ve now seen the facts. Consumers are using the Internet to find local businesses now more than 

ever. We know this trend will continue to rise with the growing mobile market. We know the major 

online platforms have invested hundreds of millions of dollars to provide great local results. We know 

these search providers want to include as much information about your business as possible. We know 

they plan to make user generated content in the form of online reviews the focus of search results. 

The time is now! You have to get on board, take control of your online presence and guarantee your 

business’s 5 star reputation. You don’t want to be left behind while your competition captures these hot 

leads.

Review Leap is here to increase your business. We want you to capitalize on these local searches, make 

your business more visible to local consumers online and generate the leads you need to help your 

business grow. Take advantage of Review Leap services and get started optimizing your customer review 

strategy.
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you can’t build a reputation 
on what you are going to do

-Henry Ford ”
“

4111 Marathon, Suite 250-A 

Austin, Texas USA

Ph. (512) 553-5782

Fax (512) 777-4512 

Toll 1-877-743-7376

email: info@reviewleap.com 

www.reviewleap.com

CHECK OUT OUR SERVICES ONLINE

Scan the QR Code on the left to go directly to our website. Learn 
more about how we can provide you reputation and review 
management.
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