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In this module:

Review Management
and Customer Satisfaction
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Funnels

The purchase funnel, or purchasing funnel, is a
consumer focused marketing model which
illustrates the theoretical customer journey
towards the purchase of a product or service.
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Presenting Reviews

e Most important review sources:
facebook, Google My Business, Tripadvisor, Yelp
e Offline and Online solicitation is often forbidden
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Reviews and SEO
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Plano Air Conditioning and Heating
3.8 k- (19) - Ar Conditioning Contractor (&) v
6913 K Ave #306 - (972) 527-3840 Website Directions
Open 24 hours
Nick's Air

5.0 ¥ % % % (62) - HVAC Contractor
101 E Park Blvd #8600 - (214) 800-6096
Open until 11:30 PM

Cool Connections Air Conditioning and Heating
5.0 4 % & % % (18) - HVAC Contractor (&)

(469) 374-1919 Website
Open until 6:00 PM

= More places

Escape Room Live | The #1 Washington DC Escape Rooms
www.escaperoomlive.com/ »

Bringing you the most immersive experience in Escape Games!

Qur Rooms - BOOK NOW! - Promotions! - FAQ'S

Escape Room Live | Our Rooms

www.escaperoomlive.com/our-rooms »

GEORGETOWN, D.C. ROOMS. Escape Room Live is bringing Hollywood-Style sets and worldclass
game play to Washington, DC! ..

Escape The Room DC

www.escapetheroomdc.com/ v
Escape the Room is a fun, interactive game taking place in New York City. While it looks like any other

ordinary room, it's actually a mystery puzzle. Find.
Book Now - Contact Us - Gift Vouchers

The Top 5 Washington DC Room Escape Games - TripAdvisor
hitps:/iwww.tripadvisor.com » __. » District of Columbia (DC) » Washington DC

Top Washington DC Room Escape Games: See reviews and photos of room escape games in
Washington DC, District of Columbia on TripAdvisor.

Escape Room Live DC - Georgetown - 107 Photos & 184 Reviews ...
https:/www.yelp.com/biz/escape-room-live-dc-georgetown-washington-2 «

Y ddk Rating: 4.5 - 184 reviews

(800) 616-4880 - 3345 M St NW Washington, DC 20007 ... 184 reviews of Escape Room Live DC -
Georgetown "We had a blast in the escape room livel



What are Citations?

e Mentions of your business in online directories:

e Consistent NAP (Name Address Phone number)
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Responding to reviews

e Customer is always right
e Always offer a solution,

don’t be part of the problem
e Be friendly, stay positive

“Nightmare!!!!”
@OOO0) Reviewed 1 week ago

Stay clear of this hotel was the worst experience ever. Very poorly
managed extremely disappointed:( Was a nightmare from very
beginning as they double booked our room and continually lied to us
about the booking. Our friends came all the way from England and
were very disappointed as their booking was wrong also..... will stay
clear of this hotel and advise everyone else to!!!!

Stayed February 2014, travelled as a couple

@O000 value @0O000 Rooms
@O0O00 Location ®O0O00 Cleanliness
@0000 Sleep Quality ®O000 Service

Was this review helpful? IRCEE 9




The negative feedback



Email Marketing
and Newsletters

“How to write a good email: 1. Write your email 2. Delete
most of it 3. Send”

- Dan Munz




Essentials to Email Marketing

e Metrics to follow: subscribers, open rate, clickthrough rate

<

billion emails daily emails of all emails
are sent recieved by the received by
daily. average office desktop users

worker. are opened.




Designing Your Email

Creating an elegant email is simple

Now thal you've selected a template to work with, drag in conlent blocks to define
the structure of your message. Don't worry, you can always delete or rearrange
blocks as needed. Then dick "Design” 1o define fonts, colors, and styles

MNeed inspiration for your design?

A here Drog n
Your text caption goes here. You can Your lext caplion goes hera. You can
change the position and width of the change the position and width of the
caption from the block settings tab caption from the block setlings tab

Content

Text

Image

Image + Caption

k

Button

Booosd Text

Image Group

Social Share

Footer

Diasign

Divicer

image Card

Social Follow




Open

Agriculture and Food Services

Arts and Artists

Beauty and Personal Care
Business and Finance
Computers and Electronics
Entertainment and Events
Games

Government

Health and Fitness
Hobbies

Home and Garden
Manufacturing

Non-Profit

Recruitment and Staffing
Restaurant

Sports
Telecommunications
Travel and Transportation
Vitamin Supplements

Open rate
(%)
24.71%
27.23%
18.48%
20.97%
20.87%
21.21%
20.82%
26.33%
21.93%
28.46%
23.82%
21.74%
24.98%
20.73%
21.17%
25.41%
21.57%
20.69%
17.26%

Clickthrough
rate (%)

2.98%
2.85%
1.96%
2.73%
2.16%
2.33%
3.33%
3.62%
2.57%
5.13%
3.47%
2.33%
2.76%
2.18%
1.25%
3.19%
2.43%
2.17%
1.80%

Soft Bounce Hard Bounce Abuse

0.58%
0.61%
0.38%
0.66%
1.02%
0.49%
0.44%
0.48%
0.43%
0.31%
0.57%
1.41%
0.49%
0.53%
0.24%
0.46%
1.13%
0.65%
0.28%

0.43%
0.44%
0.38%
0.55%
0.70%
0.41%
0.50%
0.39%
0.44%
0.24%
0.40%
0.99%
0.40%
0.60%
0.22%
0.41%
0.92%
0.48%
0.22%

0.02%
0.02%
0.03%
0.02%
0.02%
0.02%
0.02%
0.01%
0.03%
0.02%
0.03%
0.03%
0.02%
0.02%
0.02%
0.02%
0.02%
0.02%
0.03%

Unsub
0.29%
0.29%
0.32%
0.23%
0.31%
0.28%
0.25%
0.13%
0.39%
0.23%
0.37%
0.36%
0.19%
0.32%
0.26%
0.29%
0.27%
0.24%
0.25%



Emails in a nutshell

Is it SPAM?

e Optinand Opt out

e Never use deceptive headers, From names, reply-to
addresses, or subject lines.

e The unsubscribe link must work for at least 30 days
after sending.

e You must include your physical mailing address.

Good usage

e Asking for reviews
e Be personal, thank the people for coming
e  Offer promotions, incentives, news, holiday opening

date info

W

LEAVE US A REVIEW

Hi %%first_name%%,

Thank you for supporting [YOUR BUSINESS HERE]! Your feedback is
important to us, so we'd like to ask you for a quick favor.

We would really appreciate it if you could take a few minutes to post a
positive review on our Google business page to help us spread the word
about our [ENTER BUSINESS FEATURES HERE].

If you've never posted a review on Google, no worries! Simply give us a star
rating and write a brief description of your experience with us.

Subscribe To Our Free Weekly Newsletter

- Enter your full name

- <




Press Releases
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Compile a press list =L OEE, m
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Doing a press release
wmmmmnmmw

e Remember the 5 Ws of journalism
(What happened? Who is involved, Where did it take place?
When did it happen? Why did it happen?)

e Be concise, short, editors don’t have time

e Try to catch attention, be personal, share a story

e Point out why would the readers like this news?



Workshop Summary

Digital Marketing Communication

Make yourself noticed! (attention)
Make people feel! (emotion)
Stay on message (positive and simple)
Share a piece of you (story)
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Google it.

how to..|

Google Search

I'm Feeling Lucky

L

Interested in learning more about
these topics?

Here are some important and relevant
keywords that will help you find useful
information.

citation management, e-mail marketing, newsletters,
reviews, mailchimp, press releases, SPAM filters

Recommended learning resources:

@ demy

lynda.com “academy of you”

coursera



