
REVIEW MANAGEMENT 

Review management, also known as online reputation management (ORM), is the process of monitoring, 

influencing, and maintaining the online reviews and ratings of a business, product, service, or individual. It involves 

actively managing the online perception and reputation of an entity by engaging with customer reviews and 

feedback posted on various online platforms, such as review websites, social media, and other online forums.  

Key aspects of review management include: 

Monitoring: Regularly tracking and monitoring online reviews and ratings on platforms like Yelp, Google, 

TripAdvisor, Facebook, and industry-specific review sites. This involves keeping an eye on both positive and 

negative feedback. 

Responding: Engaging with customers who leave reviews, whether they are positive or negative. Responding 

to reviews demonstrates that the business values customer feedback and is committed to addressing concerns 

or acknowledging appreciation. 

Addressing Issues: For negative reviews, review management may involve addressing customer complaints, 

resolving issues, and finding solutions to improve customer satisfaction. This can help mitigate the impact of 

negative feedback. 

Encouraging Positive Reviews: Encouraging satisfied customers to leave positive reviews can help boost a 

business's overall rating and reputation. Some businesses use incentives or simply ask customers to share their 

experiences online. 

Reporting and Analysis: Gathering data and insights from online reviews to identify trends, common issues, 

and areas for improvement. This information can inform business strategies and help make necessary 

adjustments. 

Online Presence Enhancement: Review management also includes strategies to enhance the online presence 

and visibility of positive content related to the business. This may involve content marketing, search engine 

optimization (SEO), and social media engagement. 

Reputation Repair: In cases where a business or individual has a damaged online reputation due to negative 

reviews or other online content, reputation repair strategies may be employed to improve the overall image.  

Effective review management is important for businesses and individuals because online reviews and ratings can 

significantly impact their credibility, trustworthiness, and success. Positive reviews can attract new customers, 

while negative reviews can deter potential clients and harm existing relationships. Therefore, managing online 

reviews and maintaining a positive online reputation is a crucial aspect of digital marketing and brand 

management. 

 


