
MASTERING ONLINE 
REPUTATION:
A FLOORING BUSINESS 
OWNER’S BLUEPRINT
FOR WINNING MORE 
APPOINTMENTS
& SALES

WELTON HONG
FOUNDER/CEO,
RRM@home



RRM@home
7318 West Post Rd #210

Las Vegas, NV 89113
(888) 383-2848 or (408) 982-6096 

info@ringringmarketing.com

ABOUT RRM@home
RRM@home is a major division of Ring Ring Marketing, which has provided 
advanced digital marketing techniques to help small businesses succeed for over 
a decade. 

RRM founder and CEO Welton Hong created RRM@home to deliver the same 
market growth and revenue generation for home improvement and home repair 
�rms.  

Mr. Hong and his team at RRM have a proven record of helping business owners 
generate more leads, convert those leads into clientele, and expand their local 
market share. 

Unlike other local marketing �rms, RRM@home is founded on high-level 
technological pro�ciency. Before founding RRM, Hong was a senior technologist 
at R&D facilities for Intel, Sun Microsystems, and Oracle. 
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INTRODUCTION1

Importance of Online Reputation

In today's digital age, your �ooring business's online reputation can make or break your success. Potential customers 
often rely on online reviews and ratings to decide which �ooring company to hire. A strong online presence can 
differentiate your business from competitors and attract more customers.

How Online Reputation Affects Flooring Businesses

For �ooring businesses, online reputation is crucial because:

It builds trust with potential customers.

Positive reviews highlight your professionalism and quality of work.

It enhances your visibility in local search results.

Negative reviews, if not addressed properly, can deter potential customers.



UNDERSTANDING ONLINE REVIEWS2

Why Reviews Matter

Online reviews serve as modern-day word-of-mouth recommendations. They provide social proof, in�uence 
purchasing decisions, and can signi�cantly impact your business's credibility.

Impact of Positive and Negative Reviews

BUILDING A STELLAR ONLINE
REPUTATION
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Positive Reviews: Boost customer con�dence, improve search engine rankings, and lead to higher 
conversion rates.

Negative Reviews: Provide opportunities to address issues, improve services, and show customers 
that you care about their experiences.

Best Practices for Encouraging Positive Reviews

Ask for Reviews: Encourage satis�ed 
customers to leave reviews on popular 
platforms. For example, after completing an 
installation, you can send a follow-up email 
thanking them for their business and asking 
them to share their experience.

Make It Easy: Provide direct links to your 
review pro�les. Including a link to your Google 
My Business page or Yelp pro�le in your email 
signature or on your website can make it easier 
for customers to leave reviews.

Incentivize Reviews: Offer small incentives like 
discounts or giveaways. For example, a monthly 
drawing for a gift card among those who leave 
a review can motivate customers to share their 
positive experiences.



Strategies for Handling Negative Reviews

Respond Promptly: Address the customer's concerns quickly and professionally. A timely response 
shows that you care about customer satisfaction. For example, if a customer complains about a 
delayed installation, acknowledge their frustration and provide a solution or compensation if 
applicable.

Take Responsibility: Apologize if necessary and offer solutions. For example, if a customer is unhappy 
with the quality of the �ooring, apologize and offer to inspect the issue and make any necessary 
corrections.

Follow Up: Ensure the issue is resolved and ask if they would update their review. A satis�ed customer 
might be willing to revise their negative review to re�ect the positive resolution.

Engaging with Customers Online

Regularly engage with your customers by responding to their reviews, thanking them for positive feedback, and 
addressing any concerns they may have. This engagement not only improves your online reputation but also builds 
customer loyalty.

TOOLS AND PLATFORMS FOR
REPUTATION MANAGEMENT
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Review Management Tools

Key Online Platforms

Utilize tools like Google My Business, Yelp for Business Owners, and reputation management software like Birdeye or 
Podium to monitor and respond to reviews e�ciently. 

Google My Business: Essential for local SEO and customer reviews. Ensure your business pro�le is 
complete with up-to-date information, high-quality photos, and regular updates.

Yelp: Popular for local services and customer feedback. Encourage customers to leave reviews and 
respond to them promptly.

Facebook: Engage with your community and showcase customer satisfaction. Use Facebook to share 
photos of completed projects, customer testimonials, and special promotions.

Industry-Speci�c Sites: Ensure your business is listed and reviewed on relevant platforms like Angie's 
List or HomeAdvisor, which are trusted by homeowners looking for service providers.



COMMON MISTAKES TO AVOID5

Ignoring Negative Reviews
One of the biggest mistakes is to ignore negative reviews. Unaddressed negative feedback can damage your 
reputation and drive potential customers away. Always respond to negative reviews promptly and professionally.

Not Asking for Reviews
Many satis�ed customers won't leave a review unless prompted. Failing to ask for reviews means missing out on 
positive feedback that could enhance your reputation. Always encourage happy customers to share their 
experiences.

Using Automated Responses
While it may be tempting to use automated responses for reviews, this can come off as insincere. Personalized 
responses show that you value each customer's feedback and are willing to address their speci�c concerns.

Focusing Only on One Platform
Relying solely on one review platform can limit your reach. Diversify your presence across multiple platforms like 
Google, Yelp, Facebook, and industry-speci�c sites to maximize your visibility and credibility.



BEST PRACTICES IN ACTION6

Consistent Monitoring and
Response
Regularly monitor all review platforms and respond to 
reviews in a timely manner. This shows customers that 
you are attentive and care about their feedback. For 
example, set a goal to check for new reviews daily and 
respond within 24 hours.

Highlighting Positive Reviews
Share positive reviews on your website and social 
media channels. Highlighting customer testimonials 
can build trust with potential clients. Create a 
dedicated section on your website for customer 
reviews and update it regularly.

Implementing Feedback
Use customer feedback to improve your services. For 
example, if multiple reviews mention a delay in 
installation, investigate the issue and streamline your 
processes. Showing customers that you take their 
feedback seriously can turn a negative experience into 
a positive one.

Providing Excellent Customer 
Service
Excellent customer service is the foundation of a good 
reputation. Ensure your team is trained to provide 
top-notch service from the �rst point of contact to the 
completion of the job. Happy customers are more likely 
to leave positive reviews and refer your business to 
others.



BENEFITS OF A STRONG
ONLINE REPUTATION
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Increased Customer Trust: Builds credibility and attracts new customers. When potential clients see a 
pattern of positive feedback, they are more likely to trust your business.

Higher Conversion Rates: Positive reviews can convert potential customers into actual clients. 
Reviews serve as endorsements from real people, making it easier for prospects to choose your 
services.

Improved Search Engine Rankings: Boosts your visibility in local search results. Search engines 
prioritize businesses with higher ratings and more reviews, making it easier for potential customers to 
�nd you.

IMPLEMENTING A REPUTATION
MANAGEMENT STRATEGY
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Step-by-Step Guide

Set Up Review Pro�les: Ensure your business is listed on major review platforms like 
Google My Business, Yelp, and Facebook. Complete your pro�les with accurate 
information and high-quality images.

Monitor Reviews: Regularly check for new reviews and respond promptly. Use tools to 
alert you when new reviews are posted.

Engage with Customers: Actively interact with customers online by responding to 
reviews, both positive and negative. Show appreciation for positive feedback and 
address any issues raised in negative reviews.

Solicit Feedback: Encourage satis�ed customers to leave positive reviews. Consider 
setting up automated follow-up emails requesting reviews after a service is completed.

Address Negative Feedback: Handle negative reviews with care and professionalism. 
Apologize, provide solutions, and follow up to ensure the issue is resolved.

1.

2.

3.

4.

5.



Long-Term Maintenance Tips

Continuously monitor your online presence. Regularly check all review platforms and respond to new 
reviews. 

Keep improving your services based on customer feedback. Use reviews as a source of constructive 
criticism to enhance your business operations.

Regularly update your online pro�les with fresh content and new reviews. Post photos of recent 
projects, share customer testimonials, and keep your business information current.

A strong online reputation is essential for the success of your �ooring business. By following the strategies outlined 
in this guide, you can build and maintain a stellar online reputation, attract more customers, and grow your business. 
Start managing your online reputation today and see the positive impact it can have on your business.

Ready to take your online reputation to the next level? Contact us to learn more about how we can help you enhance 
your online presence and grow your �ooring business.

CONCLUSION9

https://www.rrmathome.com/contact-us/?utm_source=guide&utm_medium=pdf&utm_content=mastering-online-reputation
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