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More than ever, a brand’s reputation determines its success in

These trends will continue to guide marketing leaders’ decisions

today’s Feedback Economy. Feedback is everywhere and readily

in the coming year, but other emerging trends will put pressure on

available, and it’s the driving force behind all purchasing decisions.

businesses to adopt new strategies and technologies.

Now consumers have an active role in shaping a business’s
reputation — meaning reputation is more heavily influenced
by what’s happening outside the organization than what the
organization is telling the public to believe.
In this environment, it’s absolutely critical that businesses manage
their reputation — both online and onsite. As we predicted last year,
building trust with consumers requires brand transparency and
proactive engagement at the local level. Google is at the center of
this equation, and businesses cannot ignore its immense influence.
In 2019 we saw many ORM point solutions add on capabilities
to help provide a more complete picture of reputation — but it’s
the platform approach that provides true insight into customer
feedback across channels and enables businesses to take action
to improve CX. Also in 2019, AI gained momentum and is now
a driving force behind many business functions — according to
MarketAndMarkets, the market for AI in Marketing was valued at
$5 billion in 2017 and will reach $40 billion by 2025, a CAGR
of 29.79%.
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In this ebook, we’ll explore the five key trends we believe will have the biggest impact on your
business in 2020:
1. AI and IoT will enable extremely granular, accurate one-to-one
marketing strategies and personalization.
2. Messaging will beat out other channels for customer engagement.

4. The long-tail of review sites will shorten substantially as Google
continues to dominate the landscape.
5. Data in the wild will be tamed.

3. As the volume of no-click Google searches rises, businesses will
need to invest more heavily in Google property optimizations.
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1. A
 I and IoT will enable extremely granular, accurate one-to-one
marketing strategies and personalization.
The way in which marketers are using AI is evolving and expanding

AI and machine learning algorithms can be used to process

— moving beyond simple product recommendations and chatbots

data from a multitude of sources — including user-generated

to enable an extremely granular level of personalization. According

information like reviews and surveys, social commentary, form

to a 2019 CMO study conducted by Marketing Charts, CMOs

fills, CRM and marketing automation records, Google searches and

are prioritizing spending for AI on content personalization and

more — and act on it to refine and optimize content and messaging.

predictive analytics from customer insights, and eConsultancy

IoT will play a large part in helping marketers make use of AI, as

reports 81% of marketers are either planning to or are using AI in

these devices use sensors, cameras and other means to collect

audience targeting this year. At 62.2%, B2B services companies are

and feed increasingly granular data into AI and machine learning

the top user of AI for content personalization.

algorithms. Gartner predicts there will be 20.4 billion IoT devices

“

by 2020.

As AI and machine learning algorithms continue
to mature, they are churning out predictions that
are impressively — almost eerily — accurate.
And it’s a good thing, because to keep pace with
customer expectations for individualized service,
business owners will have to provide extremely
personalized, relevant experiences that unify
brand interactions across channels.
Michael Fertik
Founder, Reputation.com
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The use of AI in marketing will directly impact campaign optimization, content
development and marketing budget allocation. Knowing which messages, content
and delivery strategies work best will enable teams to optimize spend and avoid

Google’s Getting Smarter
Google’s complex, AI-powered

wasting dollars on tactics that fall flat with potential customers.

search algorithms are also having

Another important end result of this trend is a better customer experience. Brands

as they struggle to ensure their

can use the information and insights to optimize customer engagement at every

brands rank high and look good

touchpoint, while cutting through the noise with relevant messages and offers that

in local search. Using AI, mobile

more accurately and precisely meet customer needs.

and in-home digital assistants

significant impact on marketers

like Siri and Alexa can calculate
and produce accurate matches to
complex search queries based on
very specific, individual preferences
and behaviors.
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2. M
 essaging will beat out other channels
for customer engagement.
Most people — millennials especially — prefer to text friends and family than call them. This is a trend that business owners must pay
attention to, given that millennials make up the largest group of consumers today. If your customer would rather text than call her parent or
friend, why would they want to call a stranger at the end of a customer support number?

A recent study from Vanson Bourne and Twilio that
surveyed 6,000 consumers in Europe, Asia and
North America and found that nine out of ten would
like to be able to use a messaging platform to talk
to businesses. What’s more, 73% of customers
find live chat — another form of messaging — to
be the most satisfying way of communicating with
a business. No wonder messaging app usage is
skyrocketing — as of August, 2019, the top three
messaging apps (WhatsApp, Facebook Messenger
and WeChat) have more than 4 billion active
monthly users combined.
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Why do people prefer messaging over the phone or email these days? Messaging
apps simplify customer engagement with brands while enhancing the customer
experience in the following ways:
• Ubiquity of smartphones: Nearly everyone has a smartphone, and the majority of
smartphone users are comfortable using text messaging.
• Higher response rate: When a business texts a customer, their message shows up
among other priority text messages from family and friends, and is therefore more
likely to be seen.
• Mobile support: Customers can easily engage with a business via text wherever
they are and receive support or service on the go. They don’t need to find a quiet
place to talk.
• No waiting in queues: Messaging apps offer immediate engagement. And if the
business is slower to respond, the customer can set the phone down and do other
things while waiting for a response. There’s no extension shuffling between reps,
either, which can be aggravating and require customers to retell their issue or
story multiple times to different people.
For businesses, the benefits are equally compelling. Administering support through
text messaging is much more cost effective than managing large call centers. Texting
apps offer cost-effective global reach. Plus, businesses can use them to share
images, videos and emojis to add interest and a human element to their customer
interactions.
For all of these reasons, we believe text messaging will continue to gain traction
as a preferred method of communicating with businesses — replacing all other
communication channels.
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3. A
 s the volume of no-click Google searches rises, businesses will
need to invest more heavily in Google property optimizations.
No-click searches occur when someone searches for something but doesn’t click
on the results. If the information they find in Google’s search result provides all the
information they need — for example, on the Knowledge Panel, the featured snippet
or in the Q&A — clicking through to a website is unnecessary.
With the rise of no-click searches on Google, the search engine is in many ways

50.33%

TODAY, 50.33% OF GOOGLE SEARCHES
ARE NO-CLICK.

becoming the “front door” to your business. As this trend continues to gain traction,
businesses will need to rethink their website strategy — instead of using Google to try
to drive traffic to their websites, they’ll need
to use their websites to inform Google’s
various properties and start thinking of
Google as the primary way to interact
with customers and potential customers.

Google continues to battle

Google uses the information it pulls from

spammers manipulating local

a business’s website to determine how

business search results as well

that business should rank in search, what

as fake reviews on their GMB

it should rank for and what information is

products. A recent algorithm

displayed in results.

update wacked some spammy

Businesses who have structured data on
their website make it easier for Google to
get that information. Equally important is
reputation management as reviews and
business listings also play heavily into
where a business ranks in search.
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Be on the look out
for spammers and
fake reviews!

sites out of the map packs
but others were able to gain
prominence. It’s unlikely that
Google will make much headway
in 2020 based on the existing
algorithm signals it appears to be
favoring when returning results.
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4. T
 he long-tail of review sites will shorten substantially as Google
continues to dominate the landscape.
Google dominates the search engine market, with 92.78% of the market share (as of October 2019).
This number continues to increase, and has become the premier site for online reviews, according to
data from Vendasta.
Although sites like Yelp and Tripadvisor are still prominent review sites, that might change. Google My
Business pages rank #1 with Alexa as a source for answering search queries, and have an average of 158
million visitors every month. Yelp, by contrast, ranks 52 with Alexa and only receives 40 million visitors per
month. The gap will widen as no-click searches continue to increase, causing many third-party review sites

TRUST IN SOCIAL MEDIA
PLATFORMS IS DOWN TO

43%

to fade into obscurity.

Additionally, the impact of facebook ads will diminish as customer trust
wanes, prompting marketers to leverage other channels and tactics.
Facebook is under intense scrutiny for a variety of questionable practices,
which is causing consumers to lose trust in the social media giant. For
example, in 2018, user trust in Facebook dropped by 66% as a result of

Jeremiah’s
Restaurant • Open • Closes at 11 PM
4.6

the Cambridge Analytica scandal. This year, controversy over a lack of
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fact-checking of political ads may impact consumer trust further. Trust
DIRECTIONS
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in social media platforms is down to 43% overall, and in this era of fake
news, fixed elections and misleading advertisements, regaining public
trust will be an uphill battle.
Facebook is still a prominent channel for online reviews, ranking second
on Vendesta’s report and attracting over 85 million visitors every month,

Suggest and edit
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5. Data in the wild will be tamed.
NPS will become less influential as technology that collects and analyzes omnichannel customer
feedback becomes more exact. Businesses will leverage new ways to measure CX, such as Reputation
Score, to understand CX at a more granular level and take action to improve it.
Since the early 2000s, NPS has had a major influence on how businesses assess customer satisfaction
and potential for future growth. However, NPS is incomplete because it doesn’t provide enough
information to understand customer sentiment and loyalty, or provide any insight into what businesses
can improve on to perform better.
With the growing prevalence of online reviews and social media, NPS is no longer enough to
determine a business’s future success. However, combined with other survey, social and review data,
NPS can provide a more comprehensive picture of customer experience and enable businesses to
take immediate, targeted action. This ‘data in the wild’ — the unfiltered, uncensored comments of
consumers in reviews, social commentary and surveys, provide much more depth and insight. This data
is indispensable today for businesses looking to improve customer experience — but it also constitutes
a vast amount of data.

“Data in the wild” is the
uncensored, unfiltered
text found in customer
reviews, surveys and
social commentary.

To capitalize on the insights data in the wild enables, businesses must
adopt tools and technologies capable of collecting, storing, analyzing
and taking action on it — which will necessitate a comprehensive
online reputation management platform. With such technologies in
place, data in the wild will be tamed, rendering it accessible, usable
and extremely valuable for businesses across
every industry.
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Capitalize on the Trends
Although you can’t change what’s trending, you can make the most of ORM
and CX trends in 2020 by applying these strategies and best practices:
• Don’t be afraid to get personal. As AI continues to work its way into the
mainstream, people will become much more accepting of businesses
marketing to them with more personalized messaging and content. Look
for ways to apply AI-powered marketing strategies and use what you
learn about your customers to improve their experience and the quality
(and effectiveness) of your marketing outreach.
• Think out of the CX box. Stay open to adopting new forms of customer

675

engagement that may emerge as other consumer technologies
proliferate. Just a few short years ago, no one would have considered
texting a customer about a service issue — now it’s the norm. Customer
experience is a living, breathing thing and traditional, static methods
of managing it may fall to the wayside as newer, younger, digital savvy
consumers demand more immediate, more convenient methods of
engaging with businesses.
• Optimize your Google listings. Be prepared for the continued rise in no-click searches by having complete, accurate, rich
Google Listings that help you engage with consumers and tell your brand story. Actively request Google reviews to help
improve your rankings and convince customers your business is the best choice.
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• Tune into data in the wild. Neglecting to monitor your reviews and social media would be an enormous mistake — and
a missed opportunity to both demonstrate your commitment to your customers and their experience with your brand.
Plus, if you’re not part of the conversation, you won’t have a voice. Use available tools and technologies to help you
monitor and respond to digital conversations about your brand at scale, pinpoint problem areas as well as strengths
and take action to address customer concerns.
• Take the platform approach to ORM and CX management. Scalability will be critical as you develop and execute your
online reputation management strategy. Rather than cobbling together multiple point solutions over time, start with
a modular platform that has everything you’ll need and is built to scale — listings and directory management, reviews,
ticketing, surveys, social media, and analytics and reporting are essential capabilities.
Reputation.com is pleased to offer your team a complimentary diagnostic review of your Reputation Score and share
a deep-dive review of the nine components that comprise your brand's reputation score. To arrange a private
diagnostic review and learn how Reputation.com can help you make immediate improvements, schedule a demo at
www.reputation.com.
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Next Steps
Effective online reputation management can help you command higher sales, increase
conversion rates and reduce costs. Contact us to learn more.

How to Launch an Online Reputation Management Program

The Case for Integrated Online Reputation Management

in Your Organization.

About Reputation.com
Reputation.com delivers the category-leading Online Reputation Management platform for large,
multi-location enterprises. We help companies monitor and improve online ratings and reviews,
improve customer experience, and drive traffic, visits and revenue. To learn more contact us as
sales@reputation.com or visit us at www.reputation.com
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