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KEY INSIGHTS

87% of consumers trust reviews as much as word of mouth or
personal recommendations.

75% of consumers prefer to interact with local businesses rather
than brand head offices.

93% of consumers are unlikely to choose a business with less than

3 stars, and over 49% of consumers won't choose a business with
less than 4 stars.

92% of consumers will read 5+ reviews before considering a business
to be trustworthy.

46% of consumers will leave a review when prompted by a business.

93% of consumers have left a review, or plan to do so in future.

93% of consumers expect a response to their negative review,
and 74% expect a response within 24 hours.

78% of consumers expect a response to their positive review,
and 64% expect a response within 24 hours.

78% of consumers prefer to make a booking online vs on a telephone.



FINDINGS

Which of the following are your preferred platform(s)
to read online reviews?

6%

18% & J
\ TripAdvisor Zomato

@ Google

Facebook

70% /

Customers opted for Facebook & Google
as their preferred review platform.
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In the last year how may times have you used the internet
to search for a local business?

Statistics show that 55% of people make multiple
business searches weekly and 22% daily.
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Do you ever read online reviews for businesses?
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89% of consumers read
online reviews to make a
decision on a business.
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Which device do you usually use to read consumer reviews?

Mac or PC — i‘ Mobile App
28.8% 34.9%

Mobile Browser || | Tablet

80% - 13.8%
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What type of business are you more likely to search for online?

Restaurant/Bar Retail Accommodation Spa/Beauty Grocery Store
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69.7% 61.5% 56.4% 42.4% 34%
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What type of business are you most likely to read online
reviews for?

Restaurant/Bar Accommodation Retail Spa/Beauty Cinema
¢ v BETE)
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68.7%  58.5% 45.2% 39.4%

*Based on Social Places Local Online Review Landscape Survey 2020




What do you normally do after reading a positive review?

14.8%

78.6% would engage with the business.
Compared to 14.8% of consumers that would
continue to search for another business
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How do online reviews influence your decision to use a
local business?

29.1%
Reviews do not Only negative Decision making Reviews are more

influence decision reviews influence is based on other likely to influence
making decision making factors decision making

} Of consumers decisions on a local business

82% : . .
are influenced by online reviews. .J
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Do you trust online reviews as much as personal
recommendations or word of mouth?

Of consumers trust reviews as
— h as word of mouth or
o y, muc| )
. personal recommendation.
87.4% - | dat

d =#

585%  28.9% 12.1% 0.5%
| | | |

Yes, but only Yes, online reviews | am skeptical | do not read
if there are have a strong about online online reviews
multiple reviews influence reviews
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When judging a local business based on their reviews,
what do you pay attention to?

61.5% J

55.2% _—

Length & detail Amount of If the business How recent the Average rating
of reviews reviews has responded reviews are
to the review

Of consumers pay attention to average star
rating.

61.5%
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What is the preferred minimum star rating a business
must have for you to use them?

Of consumers are unlikely *——\ 93.8%

to choose a business with A . ’

less than 3 stars.

3.7%

2-6% ]

1 star 2 star 3 star 4 star 5 star

*Based on Social Places Local Online Review Landscape Survey 2020

How many reviews does a business need before
you believe it's average star rating?

¢ Ofconsumers believe a business
needs5 reviews or more to justify
97% the average star rating.

19.7%

e

1+ 5 10 20
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How many reviews do you read before you
consider a business to be trustworthy?

Of consumers will read 5+ reviews
before considering a business &————

to be trustworthy.

1.2% 6.7% 45% 47%
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How recent does an online review need to be to
impact your purchase decision?

Within Within \Wiidallg} Within Within Over 1year
2 weeks 1 month 2-3 months 4-6 months 7-12 months

Recent reviews are important for consumers with
64.2% preferring to read reviews that have been
left in the past month.
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When searching for a local business, do you read
a business’ response to their customers?
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92% of consumers expect a business to respond
to reviews.
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Have you ever left an online review for a local business?

"
4
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37.2% s NOZ but | may do
so in future.

No, but | don't plan
on it.
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Have you ever been asked (by a business or employee
of the business) to leave an online review?

46.8% — o
Yes and | did 7 14.7%

leave a review. Yes but did
not leave a

review.

e 38.4%

No, | have never
been asked to
leave a review.
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What is your preferred method of making a booking
or reservation?

70.9% 29.1%

70.9% of consumers prefer to make
reservations online.
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When leaving a negative review online, how soon do
you expect a response from the business?

Within Within Within Within More than | do not
4 hours 12 hours 24 hours 48 hours 48 hours expect a
response

90% of consumers expect a response to
their negative review.
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When leaving a positive review online, how soon do
you expect a response from the business?

Within Within Within Within More than | do not
4 hours 12 hours 24 hours 48 hours 48 hours expect a
response

78.4% of consumers expect a response to
their positive review.
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What is your preferred navigational app or device?

92.6% of consumers prefer Google Maps.
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Do you prefer to interact online with local businesses
or brand head offices?

75.4% of consumers
prefer to interact with
the local business.
%

75.4%
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