The Marketing Leader's Guide

to Reputation Management

Discover five powerful ways top marketing executives are using
reputation management as a strategic growth engine.
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Marketing Leaders

During a recent conversation with one of our healthcare customers,
we learned something extraordinary:

“Over the course of 2023, Intermountain Health's reputation strategy led
to a significant boost in traffic, generating three times more organic leads
than all other marketing channels combined—including paid search, direct
mail, social media, billboards, radio, email, TV, and digital ads.”

This revelation was a game-changer. While we've always recognized the
immense value our reputation management platform provides, we hadn’t
fully grasped its potential to outperform every single marketing channel
combined. When customers share such profound insights, it’s hard not to
sit up and take notice.

The quote above highlights one key metric—|lead generation. But a
reputation management platform goes far beyond leads. It touches
every facet of a marketing strateqgy, from strengthening customer trust
to sharpening competitive positioning and aligning brand perception with
market needs.

With this in mind, my team and | set out to create a guide for marketing
leaders. We wanted to articulate how the right solution can reduce
operational overhead, boost ROl across campaigns, and provide strateqic
insights across the consumer journey.

Whether you’re new to reputation management or a seasoned pro, this
guide will help elevate your entire marketing function.

Let’s divein.
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“Intermountain Health's
reputation strategy led
to a significant boost in

traffic, generating three
times more organic leads
than all other marketing
channels combined..."



https://reputation.com/wp-content/uploads/2024/08/Intermountain-case-study.pdf
https://reputation.com/resources/articles/better-together-how-pairing-reviews-listings-combine-to-become-a-lead-gen-machine/

Reputation Management Is a Strateqic
Imperative for Marketing Executives

Reputation management has evolved beyond reviews and listings. With 80% of consumers researching online before purchasing, businesses that fail to manage
their reputation lose to competitors who do.

This guide outlines five ways today’s marketing executives leverage reputation management to support their marketing efforts. These include:

. Driving »
& Protection & Digital Efficienc Consumer Sentime

Maintain brand consistency, protect Leverage reviews and search Analyze feedback to refine
against misinformation, and boost visibility. rankings to improve conversions. messaging and predict trends.

Engaging with Const Competitive Intelligence
Use reviews, surveys, and social engage Gain insights to differentiate and
to increase loyalty. outperform competitors.

Finally, we'll explore how marketing serves as a strategic data hub, using reputation insights to drive organization-wide strategies.


https://resources.reputation.com/insights-nlrd/definitive-report-modern-online-consumer-behavior
https://reputation.com/products/competitive-intelligence/

Monitor and Protect Your Brand Image

A reputation management platform serves as an early warning
system, detecting issues before they spiral. Tracking reviews,
ratings, and mentions proactively manages risk, amplifies
positive sentiment, and maintains consistent brand presence.

Respond Quickly to Drive Trust
Engaging with reviews—whether resolving concerns or thanking

customers—demonstrates commitment to satisfaction and
reinforces brand credibility.

Leverage Reputation Insights for Growth

Analyzing customer feedback helps refine messaging, improve
products, and uncover new opportunities, ensuring your brand
remains agile and competitive.

Use Reputation Management
to Strengthen and Safequard

Your Brand Image P Pro Tip 2

Focus on Real-Time Measure Risk by Rep Score
A strong brand fosters trust, onalty, and differentiation. The gap Traditional CX metrics like NPS and CSAT create More CEOs, boards, and analysts now ask about
S . delays by collecting data periodically, slowing Reputation Risk. The most mature brands track a
between w‘m and customer perception must be response times. Reputation management works in Reputation Score, benchmarking performance by
continuously managed to maintain credibility. real time, allowing businesses to immediately respond, location, region, and brand. You can’t protect what
escalate issues, and resolve consumer concerns. you aren’t measuring.
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https://reputation.com/resources/articles/improve-reputation-performance/
https://reputation.com/resources/reports-research/reputation-score-guide/

Use Reputation Data Management
to Optimize Lead Gen, Digital
Channel Efficiency

93% of consumers say reviews influence their purchasing decisions. Marketing teams
leverage reputation management platforms to optimize lead generation and maximize
digital marketing performance.

Monitor and Analyze Customer Feedback

Tracking and analyzing online reviews, social mentions, and customer
feedback reveals consumer preferences and pain points, enabling you to
refine messaging and enhance user experiences across digital channels.

Integrate Insights into Marketing Strategies

Reputation management data fuels more targeted, high-impact campaigns.
Understanding what drives positive reviews helps optimize content, improve
ad targeting, and increase conversion rates while maximizing ROI.

Drive Sustainable Growth Pro Tip:
Place Reputation at the Core of SEO

Whether users rely on Al-generated answers or
traditional Google search rankings, reputation
remains the key to driving discoverability by
generating authentic, high-quality content—reviews,
ratings, and feedback—that Al models and search
engines prioritize for rankings and visibility.

A proactive reputation management strateqgy attracts higher-quality leads

and improves marketing efficiency, ensuring long-term digital success and
a competitive advantage.
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https://resources.reputation.com/insights-nlrd/definitive-report-modern-online-consumer-behavior
https://reputation.com/products/reviews-review-booster/
https://reputation.com/resources/articles/8-strategies-to-dominate-googles-new-ai-driven-search/

Understanding Consumer Sentiment

Use Reputation Insights to
Understand Consumer Sentiment

Consumer sentiment shapes brand perception. Reputation management platforms
analyze vast amounts of online data, offering real-time insights into customer
emotions and expectations.

Identify Patterns in
Customer Feedback

Advanced analytics reveal trends in satisfaction,
frustration, and enthusiasm. These insights inform
product development, service enhancements, and

personalized engagement strategies.

Pro Tip:

Track Sentiment
Over Time

Monitoring sentiment shifts helps measure the impact

of marketing initiatives. A continuous feedback loop
enables data-driven adjustments, keeping businesses
aligned with evolving consumer expectations.

Capture the Full Sentiment Spectrum

We were getting outperformed by smaller,
more digitally savvy competitors—until we
prioritized reviews and responses.

Now, we rank higher in search,
drive more engagement, and

have raised our average rating
from 3.7 to 4.8—well above the
consumer trust threshold."

Andy Miller, Digital Marketing Director,
Intermountain Health

Strengthen Brand Trust
and Responsiveness

Understanding consumer sentiment, marketing teams
can proactively address concerns, amplify positive
experiences, and refine messaging—ensuring sustained
loyalty and relevance.

Traditional tools rely on periodic surveys and outdated feedback, missing real-time shifts in sentiment. Reputation
management solutions provide continuous, Al-driven analysis, helping businesses react instantly and refine
ThelEetine Lessrs Eufo i Gy strategies before trends impact revenue.
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https://reputation.com/products/insights/
https://reputation.com/products/insights/
https://reputation.com/resources/articles/understanding-consumer-sentiment-a-modern-marketers-guide-to-online-reputation-management/

We utilize insights from the Reputation platform
on a daily basis to find opportunities and
to ensure we're focusing on what our
customers are telling us will provide a
better experience."

Whitney Likehart, Customer Experience Manager,
Mitsubishi Motors North America

Monitor and Respond to
Customer Feedback

Close the Loop to
Build Trust

Encourage Engagement
to Drive Advocacy

Consistently interacting with customers

Tracking and engaging with online reviews and Acknowledging customer input, acting

on feedback, and communicating those
improvements enhance customer satisfaction
and foster long-term loyalty.

strengthens relationships and turns satisfied
customers into vocal brand advocates,
amplifying positive sentiment and increasing
online visibility.

social mentions in real time ensures customers
feel heard while shaping brand perception.

Engaging with Consumers
Pro Tip:

Use RePUtation Engagemen:t TOOI_S to Elevate Engagement into a Growth Driver
St rengt hen CUStomer RelatlonSh | ps Customer service tools solve problems—reputation management builds

relationships. By engaging publicly and proactively, businesses shape brand
perception, strengthen loyalty, and turn everyday interactions into opportunities

Active engagement is a cornerstone of reputation management. Responding to for long-term advocacy and growth

customer feedback resolves individual concerns, demonstrates transparency,
and reinforces trust.
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https://reputation.com/products/reviews-review-booster/
https://reputation.com/products/reviews-review-booster/
https://reputation.com/products/reviews-review-booster/

Competitive Intelligence

Use Reputation Competitive
Intelligence to Strengthen
Your Market Position

You must understand how your brand compares to competitors.
Reputation management solutions provide competitive benchmarking,
helping businesses analyze industry trends and customer sentiment.

Pro Tip:

See Competitors Through the Eyes of Their Customers
Traditional competitive intelligence tools focus on internal metrics and
historical data. Reputation management solutions analyze real-time

customer feedback on competitors, revealing service gaps, emerging
trends, and opportunities to differentiate in the market.

Benchmark Against

Industry Peers

Comparing ratings, reviews, and

feedback across competitors identifies
areas of strength and opportunities

for improvement, ensuring informed
strategic decisions.

Leverage Insights
to Differentiate

Analyzing competitor performance
reveals gaps in service, unmet
customer needs, and areas where your
brand can stand out.

Stay Ahead of
Market Trends

Tracking reputational shifts in your
industry helps businesses anticipate
challenges, refine strateqgies, and
maintain a competitive advantage.



https://reputation.com/products/competitive-intelligence/
https://reputation.com/products/competitive-intelligence/
https://reputation.com/products/insights/

Marketing as the Strategic Hub for Business Intelligence

Marketing has evolved beyond brand promotion—it now serves as the
central intelligence hub for business strategy.

While data on consumer sentiment is abundant, the real challenge lies
in where it resides, how to unify it, and who takes action on the insights
it provides. Reputation management platforms uniquely solve this by
aggregating vast amounts of public online data alongside traditional private
CX data, for a complete and actionable view of brand health.

By integrating reputation insights with existing analytics, marketing teams
can refine messaqging, predict shifts in customer behavior, and proactively
address emerging challenges. These insights fuel smarter campaigns,
stronger market positioning, and more effective engagement strategies—
all critical to sustaining growth in a competitive landscape.

Often, data is scattered across multiple systems, owned by different teams
with varying objectives. Acomprehensive reputation management platform
centralizes this information, breaking down silos and ensuring insights are
accessible to those who need them most.

By bridging the gap between disparate data sources, marketing leaders can
provide executive teams with a clear, data-driven roadmap for improving
brand perception, customer experience, and market competitiveness.

| | |
A unified reputation management platform brings together review See Repu.tatlon In aCtlon_

management, social engagement, business listings, and surveys into a
single solution, offering intelligence traditional tools cannot match. By I

leveraging these capabilities, marketing teams can drive organization- W to Iearn
wide impact, ensuring reputation is not just protected, but actively fueling
business success.

how our platform helps marketing

teams leverage reputation insights
across the department and the

organization.



https://reputation.com/products/reviews-review-booster/
https://reputation.com/products/reviews-review-booster/
https://reputation.com/products/social-suite/
https://reputation.com/products/business-listings/
https://reputation.com/products/surveys/
https://reputation.com/platform/

About Reputation

Reputation is the only platform that empowers companies to fulfill their brand promise by measuring, managing, and scaling their
reputation peformance in real-time, everywhere. Functioning as a business’ eyes and ears in the spaces where customers talk, post,
review, and recommend, Reputation Al-powered product stack analyzes vast amounts of public and private feedback data to uncover
predictive insights for companies to act on, and improve their online reputations. Visit to learn more.



https://reputation.com/

