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Reputation Management & Marketing Checklist

Reputation Marketing is no longer a nice-to-have option. It is a pre-
requisite for any business, regardless of your business size, industry
sector, location, product or service.

Itis a fact that poor reviews, negative comments, dislikes, derogatory posts and material have a
considerable impact on the potential client perception of your brand. Most importantly,
negativity can impact any future client contact or lead-generation opportunities.

In this guide, we explain the difference between reputation management and marketing and
identify key steps in undertaking a reputation audit so you can begin to understand how you,
your business and your brand are viewed by your customers and your competitor’s customers.

WHAT IS REPUTATION MANAGEMENT?

These are often reactive campaigns that take place after an event that negatively impacts your
brand, such as poor reviews, comments or social posts.

Reputation Management campaigns are designed to improve your status, increase your positive
visibility and counter any negativity.

Reputation Management is all about accentuating the positive — and the need to act quickly, where
a positive and professional brand content response is paramount.

WHAT IS REPUTATION MARKETING?

Reputation Marketing is all about a sustained strategy of positive content, images, videos,
comments, reviews, likes, shares, mentions and testimonials.

YOUR REPUTATION MARKETING REVIEW
What do your customers REALLY think about you? Do you listen to the conversation?

What do they say about you, your brand and/or your products, and where do discuss or write their
comments and thoughts?



Do you respond to positive or negative comments as clearly, quickly and professionally as
possible?

Do you review WHY they have said it?

Remember: A poor reputation can lead to the exclusion of future sales opportunities from the
client you did not even know existed. They are already with your competitors!

UNDERTAKE A REPUTATION AUDIT
You need to begin by conducting a reputation audit.

Consider search optimisation/search engines, social media channels and review sites. What
keywords or phrases would your potential clients use to find your product or services?

Search Google to check if your business is visible. Are your competitors more visible than you?

RECOMMENDED AUDIT PROCESS

Search for your brand name and your main product or service keyword.

Search for your brand name and a wide range of product and service keywords.

Search brand name with location.

Search again using 2, 3, and 4 WITHOUT your brand name.

Repeat the above using your main competitor’'s brand name.

Collate the good and bad for all of the above.

Review your website and audit all marketing content you both own and control.

Review your social profiles: Do you deliver a concise and consistent brand and message?

Review all your content and images for quality and pre-post moderation processes.

10. Review your content creation, calendars, messaging and tone of voice/brand persona.

11. Do you have an on-site Frequently Asked Questions section delivering comprehensive answers
to commonplace feedback posts or complaints?

12. Review and align your marketing, reputation and SEO strategies.

13. Create a crisis plan/team for Reputation Management responses.

14. Are your staff trained, up-to-date or informed of brand campaigns?

15. Do you have a process for addressing issues that require legal intervention?

16. Do you have the right resources, tools, software or systems to identify and monitor your brand

performance?
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SUMMARY

Developing a positive brand reputation takes work. Countering negative perceptions takes even
more work.

Undertake a comprehensive audit of your digital authority.
Include your brand, keywords and competitors.
Assess negative and positive sentiments.

Own the perception of your digital assets and be part of the conversation.



Develop a strategy that includes your website, new quality content, video, social media, email, PR
and search.

REQUIRE REPUTATION MANAGEMENT AND MARKETING ASSISTANCE?

Looking for help? The IHS Marketing Team can provide support for all your marketing needs,
including reputation management and marketing support, video development, website and social
media audits, research and analysis, actions and activity.

Visit the www.insidehs.com/dailyupdate page for more information. Follow Inside Hospitality
Solutions on LinkedIn and subscribe to our monthly newsletter.
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