Tne Value of an

Online

Leview

HOW MUCH DO NEGATIVE ONLINE REVIEWS
IMPACT SMALL-TO-MEDIUM SIZED BUSINESSES?

Q

Yelp and other online review sites have changed

the playing field for small and medium

businesses. They increase exposure, reward good

work and aid in customer acquisition, but can

also introduce a variety of liabilities.

Many studies have been performed for general
SMBs, but as the leader in field service
automation, we saw the need to analyze key
trends and variables influencing customer
reviews specifically for the mobile trades
including plumbing, HVAC, electricians and

general contractors.

With a whopping 88% of consumers trusting
online reviews as much as personal
recommendations!, online reviews have the
power to dramatically impact a company’s

bottom line.

In fact, research has shown that 5-star
businesses earn up to 9% more revenue than 4-

star businesses2.

Further, services like Yelp, Google Places and
Angie’s List play a huge role in a business’
ability to be found by potential customers.
With 85% of consumers using sites like Yelp to
find local businesses?, the days of being “first in
the phonebook” are quickly becoming a thing

of the past.

Based on analysis of hundreds of Yelp reviews
across four verticals and five regions, we've
developed a series of key findings that promise
to help mobile business operators reach peak

performance.
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Visible 0.80%

99.2% OF BUSINESSES ARE
HIDDEN BY COMMONLY-
USED SEARCH FUNCTIONS
ON YELP.

99.2% of businesses are hidden

Hidden 99.20% ———

Perhaps one of the most surprising findings of our research was the fact that on
average, a whopping 99.2% of business are hidden from search results anytime a
Yelp user sorts results by "Highest Rated" or "Most Reviewed".

These frequently-used search options display
the top 40 highest-rated businesses in any
given category, or those that have received the

highest number of reviews by Yelp users,

KEY TAKEAWAY:

obscuring the remainder of businesses from
results.

For businesses in large cities and highly-
saturated categories, these search options -
which are commonly-used by the majority of
Yelpers - can make it incredibly difficult for

them to be discovered organically by potential

customers. The lower a business’ review count,
the more difficult it can be for them to be

found by browsing customers.
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43% OF COMPLAINTS DIRECTLY
RESULT IN LOST BUSINESS.

After having a negative interaction with a business, a hefty 43% of unhappy Yelpers decided
to hire the competition instead. For many businesses, this can result in a huge loss of

potential revenue.

e General contractors lost the most
business due to unresolved complaints,
with 50% of their unhappy customers
choosing to hire another contractor.

e HVAC and Electricians followed closely
behind, with 48% of complaints resulting

in lost business.

i 9
Plumbing HVAC Electrician Gen. Contractor * Plumbers fared the best, with only 28% of

unhappy customers switching to a

9% business lost competitor

KEY TAKEAWAY:
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SCHEDULING PROBLEMS ARE THE #1
CAUSE OF LOST BUSINESS IN THE U.S.

Poorly communicated schedule
Scheduling 78% . .
changes are costing small businesses
Customer Service big time. Scheduling problems are
the #1 driver of negative Yelp
Pricing
reviews, and 78% of scheduling

Expertise 5.5% problems result in lost business for

% business lost by complaint home repair professionals.

Plumbing 16.90%

¢ Solopreneurs + small businesses are most
affected by scheduling problems due to small
team size, lack of scheduling apps and tighter
schedules.

e LA + NYC have the highest number of negative eheduling ssues by Industy
Yelp reviews relating to scheduling problems.
Traffic delays* are likely a huge hindrance.

e Plumbers hold the best on-time record
compared to other industries surveyed - only 18%

of their negative reviews relate to scheduling Electrician 25.70%

en. Contractor 27.30%

problems.

KEY TAKEAWAY:
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13% OF PRICE COMPLAINTS LED TO
“SCAM” ALLEGATIONS

Being publicly accused of “scamming” customers can be detrimental to any home service
business’ reputation. Unfortunately, 13% of price-related misunderstandings led reviewers to
accuse the business in question of “scamming”. A whopping 57% of complaints regarding
pricing estimates resulted in lost business.

Plumbing 34.50%

e Plumbers account for 34.5% of price
complaints across all verticals - more than

any other industry.

Breakdown of Price Complaints e Large companies are most likely to be
accused of price gouging or “scams”.
Based on general sentiment, homeowners
appear to be less trusting of big
operations.

Electrician 24.10%
en. Contractor 15.50% e Southerners are most sensitive to high

prices. One-third of negative Yelp reviews in

the South stem from pricing issues.

Midwest 16.20% East Coast 13.70%

KEY TAKEAWAY:

Pacific NW 21.20%
Southwest 21.20%

Breakdown of Price Complaints by
Region
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Plumbing 25.80%,
L HVAC 23.00%

58% OF CUSTOMER
SERVICE ISSUES
RESULTED IN LOST CS Complaints by Industry
BUSINESS

Electrician 22.70%
Gen. Contractor 28.50%

Just over one-fifth of negative Yelp reviews stemmed from a bad customer
service experience, with the vast majority relating to negative interactions

with a service technician.

Perhaps unsurprisingly, 58% of reviewers KEY TAKEAWAY:
who complained of bad customer service

opted to take their business elsewhere.

Chicago and New York had the highest
number of customer service-related
negative reviews. Combined, both cities
account for a whopping 59% of all
customer service complaints included in

our study.
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20% OF NEGATIVE REVIEWS
RELATE TO WORK QUALITY

Surprisingly, only one in five negative Yelp reviews stemmed from poor quality

of work or perceived lack of expertise.

Plumbing 25.80“:«:}'

CS Complaints by Industry

Electrician 22.70%
Gen. Contractor 28.50%

e Pacific Northwest homeowners are

most critical of home repair business’
expertise, with 25% of all complaints in
this region relating to perceived poor
quality of work.

General Contractors account for 29% of
all negative reviews relating to quality -
likely due to the aesthetic nature of their
work.

Electricians account for 28% of negative
Yelp reviews relating to quality of work.
However, most reviews were primarily
focused on the aesthetics of their work:
holes in the wall left unpatched, failure

to replace outlets, etc.

KEY TAKEAWAY:
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YOUR BUSINESS' INVOICING
AND BILLING PROCESS CAN
HAVE A BIG IMPACT

Home repair professionals could nix nearly one in ten of their negative Yelp reviews
simply by improving their process for writing up estimates, providing bills and
processing payments. A whopping 55% of consumers think it's important to receive a

bill online>, and that number is poised to grow as Millennials become the majority.

The most commonly cited complaints relating

to invoicing and billing:

e Delays in receiving a written estimate
e Confusing payment process

¢ Lost payments

e |nability to provide a detailed

estimate or bill

Wish to receive their bill online 55%

KEY TAKEAWAY:
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BREAKDOWN OF
ALL NEGATIVE
REVIEWS
ANALYZED

Interestingly, while average
star rating remained fairly
consistent across all verticals,
it varied greatly when

calculated by region.

On average, Yelpers in the
South rate home service
businesses nearly one full star
lower than homeowners in

the Southwest.

.,Billing 8.3%

Scheduling 26.6%

_Quality 20.6%

Reasons for Megative Reviews

Pricing 23.2%

)
‘Customer Service 21.3%

AVG. STAR RATING BY INDUSTRY
kK *® »

ELECTRICIAN GEN. CONTRACTOR HVAC PLUMBER

AVG. STAR RATING BY REGION
47 45 43 4.1 3.8

@ southwest @ Midwest @@ EastCoast @@ Pacific NW @@ South
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NVethodology
Q

Insights were collected by reviewing and analyzing 600 negative Yelp reviews,
breaking down to 150 negative Yelp reviews analyzed per industry, and 120 per
region. While negative reviews were chosen at random, reviews lacking detail and
retaliation-style reviews that may have been written by former employees or

competitors were not included, nor were “gig economy” companies like Handy.
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