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Agenda

Communicating during COVID-19

How to build consumer trust 

The art of staying top of mind for consumers

Leveraging Yelp’s free tools

Claiming your Yelp page

Updating and optimizing
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Consumer behavior

Consumer trends

Purchase intentions

Yelp Connect 

Take advantage of paid features like Yelp Connect to help 

you express what’s most important for your business



Consumer behavior
The way consumers search for products, services and experiences 
changes as technology evolves.
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DRIVER 
REVIEWS
DRIVER

REVIEWS
PRODUCT 
REVIEWS
PRODUCT
REVIEWS

MOVIE 
REVIEWS

MOVIE
REVIEWS

RECIPE
REVIEWS

RECIPE
REVIEWS

Reviews 
influence 
decisions

Consumer behavior



97%

85%

73%

How do 
people make 
buying 
decisions?

Read online reviews for businesses

Trust online reviews as much as 
personal recommendations

Say positive reviews make them trust 
an online business more

Consumer behavior



I want to Connect

I want to Engage

I want to Learn

I want to Buy

Online 
intentions
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Consumer behavior



Leveraging Yelp’s free tools
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Claim 
your
business



Update your business information

10

Business pages with complete profiles see 4X more user views and 5X more 
customer leads per month.



Yelp Tools



BIZ.YELP.COM

R E F R E S H   Y O U R   B A S I C    I N F O /

N A M E A D D R E S S P H O N E C A T E G O R I E S A T T R I B U T E SW E B S I T E

Yelp Tools



H O U R S /

O P E N / C L O S E D T E M P   C L O S E D P E R M   C L O S E D S P E C I A L   H O U R S

Yelp Tools



F U R T H E R   I N F O /

S P E C I A L T I E S H I S T O R Y M E E T   T H E   O W N E R

Yelp Tools



Upload photos
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Business pages with 10 or more photos see 12X more customer leads per 
month.



P H O T O S /
Yelp Tools



E X T E R I O R S E R V I C E

S P E C I A L T I E S D E T A I L S O W N E R

T E A M

Yelp Tools



Reviews
53% of consumers expect to receive a review response and 
businesses that respond see a 10% upgrade in star rating on Yelp.
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Almost 80% of 
Yelp reviews 
are neutral to 
positive.

There are more 5 star reviews on 

Yelp than 1, 2 and 3 star reviews 

combined together. 

This shows us that people want to 

have a positive experience.
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Reviews



Respond to 
positive reviews.

DEVELOP A STRATEGY FOR DEALING WITH 
CUSTOMER FEEDBACK

01

Something to add

02

Nothing to add

Direct Message 
or 

“Thank” Button
Public Comment



Respond to 
critical reviews.

DEVELOP A STRATEGY FOR DEALING 
WITH CUSTOMER FEEDBACK

02

Inaccurate

01

Legitimate

03

Rant

Direct MessagePublic CommentPublic Comment



Amplify the 
positivity.



TAKE THE HIGH ROAD TAKE COMFORTT A K E   A   M I N U T ETAKE A MINUTE



The do’s and don’ts of 
responding to reviews

The following guidelines can help you 
get into the right state-of-mind and 
craft a wise response for any review. 

● Do read the review, re-read it, and reflect before responding

● Do start with a “Thank you” for their business and feedback 

● Do think of critical feedback as insight into how you can improve 

● Do politely correct any inaccurate information within a review

Do’s

● Don’t use the same template for every response

● Don’t respond to minor criticism in an otherwise positive review 

● Don’t forget to click “Thanks” if you’re too busy to write a response 

● Don’t use Direct Message to ask a customer to change their review

Don’ts
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B U S I N E S S   O W N E R S   A P P
Yelp for Business Owners in the palm of your hand.

C O M P L E T E
P R O F I L E

T R A C K
E N G A G E M E N T

R E Q U E S T  A  Q U O T E
M E S S A G E S

R E V I E W S

M A N A G E
R E P U T A T I O N



Communicate during COVID-19
Build trust with customers by communicating your current operations 
and safety measures
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Create a clear, 
concise and 
consistent 
message

Educate consumers on your 
business updates

● Hours

● Offerings

● Cleanliness

● Special safety measures

● Virtual services

● Best way to make contact

● How to make a purchase
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Communicate



COVID-19 banner 
update

COVID-19 Update Banner

During these challenging times, 
businesses are adapting and making 
rapid changes. To help businesses easily 
communicate with their customers, a 
COVID-19 update banner is being 
displayed at the top of all Yelp Business 
Pages. You can edit this alert to 
communicate specific updates about 
your business’s response to COVID-19. 

Communicate



COVID-19-related
Service Offerings

Virtual Service Offerings

● Virtual classes
● Virtual consultations
● Virtual tasting sessions
● Virtual tours
● Virtual experiences
● Virtual performances

Communicate



Health and Safety 
Measures

Indicate the safety measures 
your business is taking to keep 
your staff and customers safe. 

Some of these safety 
measures will be the 
differentiating factor for a 
consumer.

Communicate



Communicate



Communicate



New features and tools 
+ Yelp COnnect
New things we rolled out in 2020-2021 to help you communicate 
what’s most important to you, and increase visibility online
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Services 
Offered



Black, 
LatinX 
and 
Women 
Owned 
Attribute 
(searchable!)



Request a 
Quote / 
Message the 
Business



1. Visit biz.yelp.com 
2. Go to the ‘lnbox’ section
3. Go to ‘Settings’ 
4. Select ‘Enabled’
5. Respond within a day to get 4X more 

leads

SET UP REQUEST A QUOTE /
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Yelp 
Connect

● Paid product 

● Allows you to post updates 

and information for your 

followers to see

● Displays on your Yelp listing

● Is sent directly to consumers 

nearby who are connected 

to you

● View metrics and reach



Yelp 
Connect



Yelp 
Connect



Logo

● Paid product 

● Proudly and prominently 

display your logo on your 

business page and in search 

results



Business 
Highlights

● Paid product 

● Choose up to 6 highlights 

(from 30 available) 

● Top 2 highlights you select 

appear in search results

● Make your business stand 

out



Verified 
License

● Paid product 

● Give customers peace of 

mind

● Yelp verifies that the 

business has an active 

license

● Sets you apart



Portfolios

● Paid product 

● Bring your designs to life

● Consumers can request a 

quote directly

● Project length and pricing 

range help set the right 

expectation
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Skincare Body Shop/ Auto Dealer
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Enable 
businesses to 
showcase 
businesses 
what they do 
best



Fresh New 
Look to the 
Ads 
Dashboard, 
More 
Campaign 
Control, 
Heat Map to 
Track 
Metrics



Resources

blog.yelp.com







Summary

Communicating during COVID-19

How to build consumer trust 

The art of staying top of mind for consumers

Leveraging Yelp’s free tools

Claiming your Yelp page

Updating and optimizing
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Consumer behavior

Consumer trends

Purchase intentions

New features and tools

Take advantage of the free and paid features to 

help you express what’s most important for your 

business



Questions?
emilyrw@yelp.com



Appendix Slides



Pricing and value

Food and beverage

Service

Facilities and amenities

General experience

Takeout and delivery

Analyze and 
identify any 
themes or 
trends, then 
strategize a 
response plan

Reviews
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5656

89% of consumers read 
businesses’ responses 
to reviews

Reviews



Businesses who have responded to 
reviews average a .5 higher rating 
compared to businesses with no 
review responses

Businesses who respond to their 
reviews, have received more reviews 
on average this year than those who 
have not

Businesses who have more reviews 
have higher user views and customer 
leads

Respond to 
reviews on 
every platform 
because that’s 
what your 
customers 
want
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Reviews



“Answer every 
complaint, in 
every channel, 
every time.”

5858

Reviews



I N A C C U R A T EL E G I T I M A T E R A N T

D I R E C T  M E S S A G E P U B L I C   C O M M E N TP U B L I C   C O M M E N T

Responding 
to critical 
reviews

Reviews

Public comment

Direct message



Responding 
to positive 
reviews

Reviews

Public comment

S O M E T H I N G
T O   A D D

N O T H I N G
T O   A D D

P U B L I C   C O M M E N T D I R E C T  M E S S A G E 

Direct message



Amplify the 
positivity

Reviews
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Don’t interfere 
with the natural 
flow of reviews. 
Inspire great 
reviews 
organically.

Reviews



Reviews



T A K E   A   M I N U T E

T A K E   T H E   H I G H   R O A DT A K E   T H E   H I G H   R O A D

T A K E   C O M F O R T

T A K E   A   M I N U T ET A K E   A   M I N U T E

T A K E   C O M F O R T

Action items

Reminder: Create a 
strategy for managing 
and responding to 
reviews
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Reviews



What is Yelp 
doing to 
communicate?

Communicate



What is Yelp 
doing to 
communicate?

Communicate



What is Yelp 
doing to 
communicate?

Communicate



What is Yelp 
doing to 
communicate?

Communicate



Consumers 
turn to Yelp 
Amy wants to find a restaurant 

with a great wine list for her 

sister’s birthday dinner.



Note: If an icon you need does not exist in this bank, please provide an example icon and 
request for one to be made by the creative team..
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ILLUSTRATIONS
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7373



7474



7575



7676
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