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Online Reviews: How to Get Good 
Ones and Fix the Bad Ones

Welton Hong Founder & CEO,
Ring Ring Marketing

Agenda

• Why you need online reviews

• Which review sites you should focus on:

• Google

• Yelp

• Facebook

• How to remove negative reviews

• How to get more positive reviews

• Manual & Automation

FINALLY!!!!!!!!!!!!!!!!
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The FTC Just Banned Fake Reviews

• The Federal Trade Commission issued a new rule 

targeting fake reviews and testimonials

• Violations can lead to civil penalties up to $53,088 

per violation

• The rule targets deceptive practices such as fake 

reviews, undisclosed insider reviews, and review 

suppression

• The goal is to protect consumers and create fair 

competition

Practices That Are Now Explicitly Prohibited

• The FTC rule bans several deceptive review practices:

• Creating or buying fake reviews

• Paying for reviews without proper disclosure

• Employees or insiders posting reviews without disclosure

• Suppressing negative reviews

• Operating fake review websites that appear independent

• Using fake indicators of influence (fake followers, fake 

engagement)

Why This Matters for Home Care Agencies

• Common mistakes agencies make:

 Asking caregivers to leave Google reviews

 Having office staff post reviews to boost ratings

 Offering incentives only for positive reviews

• Why this is risky:

• Employees are considered “insiders”

• Reviews must disclose the relationship

• Otherwise it can be considered deceptive marketing

• This can trigger FTC penalties and platform violations.

4

5

6



3/30/2026

3

Google’s Review Policy: Conflict of Interest

• Google prohibits reviews from people affiliated with 

the business.

• This includes:

 Employees or caregivers ➔ (Go with Indeed & Glassdoor)

 Owners or managers

 Friends or family members of staff

 Anyone with a conflict of interest

• Even if the reviewer discloses the relationship, the 

review still violates Google’s policy.

• Google expects reviews to come from real customer 

experiences.

What This Means for Home Care Agencies

• Do NOT ask for reviews from:

 Caregivers (Indeed and Glassdoor are fine)

 Office staff

 Owners or managers

 Friends or family of staff

 Anyone paid or incentivized to leave a review

• Instead request reviews from:

 Client families

 Clients receiving care

 Former clients or families

 Referral partners who interacted with your agency

 Hospital discharge planners

 Case managers or social workers

How Google Is Using AI to Fight Fake Reviews

• Suspicious reviewer behavior

(example: accounts leaving many reviews across different 

cities quickly)

• Unusual review patterns

(example: sudden spikes of 5-star reviews)

• Spam or generic language

(example: identical or repetitive comments)

• Coordinated review activity

• Google’s AI systems automatically flag, filter, and remove 

suspicious reviews to keep business information 

trustworthy. 
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Importance of Reviews

The Importance of Reviews

• 80% of American consumers say they trust online 

reviews as much as personal recommendations*

• 80% already know they will do business with you 

when they contact you — if you have good reviews

  *BrightLocal survey

Consumers do most of their initial 

research online, even if a potential lead 

came from offline or a referral

Consumers do Google You
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Google Search

Reviews show up 

prominently on

search engines

Google your own 

business

AI Is Now Reading Reviews to 
Recommend Businesses

• Tools like ChatGPT, Gemini, and other AI assistants are 

increasingly helping families research services, including 

home care.

• When someone asks AI:

• “What is the best home care agency near me?”

• AI often looks at signals such as:

• Online reviews and ratings

• Review volume and sentiment

• What families say about their experience

• Consistency of positive feedback across platforms

• This means your online reputation is now training the AI 

that recommends you.

Beware

• Beware Reputation Management companies!

➢They can't literally "push down" or hide negative reviews 

on search engine results pages (SERPs)

➢They can't help to get negative reviews removed

➢They can't legitimately post positive fake reviews for you 

— that will only get you into serious trouble

Take matters into your
own hands!
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Top Review Sites

Drive Reviews & Monitor

• Google

• Facebook

• Yelp

• Caring.com, etc

Monitor

• BBB

• YP

• SuperPages

Why Is Yelp Getting Too Big To 
Be Ignored?

Google Organic

Yelp shows up

prominently

on Google 

Search
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Google Organic

Yelp reviews are highly 

ranked on Google = 

free leads

Yelp also indirectly gets

leads from Google

Bing/Yahoo

Local Search reviews 

are pulled directly from 

Yelp

If a business has both Facebook and Yelp 

reviews, Bing may choose the source with 

more reviews or higher engagement 

(e.g., frequent updates, user 

interactions).

Competition

Your competition is 

getting free leads from 

Yelp.com

The Yelp algorithm is mostly 

based on: 

1. Number of reviews

2. Distance from physical 

location

Get more reviews than your 

competition to be highly ranked 

on Yelp

19

20

21



3/30/2026

8

Review Distribution

Yelp Reviews

Yelp Reviews

Set up your

profile:

https://www.yelp.com/biz/agape-home-care-
irvine-2?osq=Home+Care+Services

22

23

24



3/30/2026

9

Yelp Filters

Scroll to bottom for "not currently recommended" reviews

Yelp Filters

➢The Yelp Filter 

catches both 

positive and 

negative reviews

➢Competitors have 

to deal with the 

same issue

➢Paying Yelp for 

advertising won't 

change this

Yelp Filters

Paying for Yelp 

advertising does 

not keep your 

reviews from 

being filtered out

https://www.youtube.com/watch?v=PniMEnM89iY
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How Does the Yelp Filter Work?

1. Filters out most reviews from people who are not active/regular 

Yelpers (Yelp puts far more trust in reviews by consistent Yelpers)

• Little to no history of using Yelp account to look up businesses

• Incomplete profile

• Few reviews and/or few friends

2. Filters out reviews that use profanity

3. Not permanent filter (Automated software)

4. Largely prevents business owners from leaving 5-star reviews for 

themselves or 1-star reviews for competitors

How To Prevent Yelp Filters

1. It's impossible to control who will be leaving you 

reviews

• Focus on quantity (simply accept that 25–30% will be filtered)

• Yelp Elite Member reviews will not be filtered

2. Don't use the same IP address you registered for 

Yelp Business Account

3. Don't have multiple reviews from same IP address 

(e.g., your dental office)

• Make sure customers use their own internet connection when 

they are at your location

4. Don't have lots of reviews arrive over a short time 

frame 

Reviews

MYTH: most Yelp reviews are 

negative

FACT: most Yelp reviews are positive 

(69% are either four or five stars)

It's normal to have negative reviews!

➢ They provide feedback for 

improvement

➢ It looks suspicious when

you don't have

negative reviews
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Login to Yelp

Biz.yelp.com

Login to Yelp

Biz.yelp.com

RingRingMarketing.com
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Positive Reviews

1. Respond privately to 
thank the reviewer

2. Share the review

Positive Reviews

Share the review:

Yelp Negative Review
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How to Handle Severely Negative Reviews

Severely negative (particularly one-star) reviews obviously 

are very harmful to your Home Care's reputation

1. If it's a legitimate criticism, fix the issue (if possible) that 

prompted the negative review and work with the reviewer to 

either get the review removed or at least get an updated 

review/improved rating

2. Get as many positive reviews as possible to mitigate the 

damage of negative reviews and improve your overall rating

Process Flow

Step 0: Cool Down

Step 1: Direct Message

• Reach out to the reviewer right away

• Call AND Email

Step 2: Public Comment

Step 3: Flag 

RingRingMarketing.com
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Step 1: Direct Message

Step 1: Respond Privately

The reviewer left the review for you!

1. Send a Private Message to document your communication

2. Call the reviewer immediately to try to repair the damage 

offline

Turn Negative Into Positive Reviews

Reviewers want to be heard!

These one-star reviews were updated into five-star 

reviews after the business owner reached out:
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Step 2: Public Comment

Step 2: Respond publicly to tell your side of the story

Remember, you're not only communicating with the 

reviewer; you're showing prospective clientele how you 
handle criticism

Turn Negative Reviews into Positive Reviews

When you respond publicly, be professional, polite 
and understanding — even if you feel you shouldn't 
"have to" be

• Always take the high road

• Be understanding

• Don't be abusive or angry 

Turn Negative Reviews into Positive Reviews

Tell the reviewer 
you're happy he or 
she pointed out the 

issue and that you're 
dedicated to 
resolving it:
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Step 3: Flag for Review

Step 3: If the review clearly is false/unfair/not 
legitimate and attempts to reach the review's 
author fail, you can flag it for review by Yelp:

Step 3: Flag for Review

Step 3: If the review clearly is false/unfair/not 
legitimate and attempts to reach the review's 
author fail, you can flag it for review by Yelp:

Process Flow

Step 0: Cool Down

Step 1: Direct Message

• Reach out to the reviewer right away

• Call AND Email

Step 2: Public Comment

Step 3: Flag 

RingRingMarketing.com
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Facebook Reviews

Facebook Reviews

Facebook Reviews

facebook.com/comfortkeeperscupertino/
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Google Reviews

Google Reviews

Knowledge Panel

Google Reviews

• Reviews show up on 
Google Search 

• More reviews ➔ Rank 

higher in Google Local 
Search

• Higher conversions

Which one would you call first?
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Google Business Profile

Your business name

Your business name     

How To Get More Reviews

Google Review Gating (April 2018)

As of this relatively recent 
Google policy update, 
you are not allowed to 

filter candidates before 
asking them to leave you 
a review
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Yelp Crackdown (October 2017)

• Yelp wants reviews to 
be unbiased

• Not allowed to “Ask” 
for reviews

How to Get More Reviews

• It's a numbers game: 1 out of 10 will leave a review

• Ask in person

• Call after service

• Send a thank-you email

• QR Codes

• Use automation: survey tools

Don't bribe or incentivize:
that violates terms & conditions

Monitor Reviews + Instant Email Alerts

Respond to any negative reviews right away
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Review Stream

Review Invite: Email or Text

Enter customers into the tool: Email, First Name, Last Name

Ring Ring Marketing TOP SECRET.  Do not distribute.

Review Invite: Email

Email automatically sent to “Thank” and “Ask for Reviews”

Ring Ring Marketing TOP SECRET.  Do not distribute.
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Review Invite

Ring Ring Marketing TOP SECRET.  Do not distribute.

HAPPY UNHAPPY

(Caregivers) Review Invite: Email

Enter Caregivers into the tool: Email, First Name, Last Name

Ring Ring Marketing TOP SECRET.  Do not distribute.

(Caregivers) Review Invite: Email

Email automatically sent to “Thank” and “Ask for Reviews”

Ring Ring Marketing TOP SECRET.  Do not distribute.
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(Caregivers) Review Invite

Ring Ring Marketing TOP SECRET.  Do not distribute.

HAPPY UNHAPPY

Summary

• Monitor all major review sites (Google, Yelp, Facebook)

• Create a system to:

• Respond to negative reviews right away

• Ask for reviews (appropriately)

• Reviews will continue to grow in importance as mobile 

technology grows

• Positive reviews drive social proof

• Positive reviews drive at-needs and preneeds 

Welton Hong
Ring Ring Marketing

(888) 383 – 2848

Welton@RingRingMarketing.com
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