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Leading Brands Need
a New Way to Shape
Discovery, Trust & Growth

Today, we stand at the edge of a paradigm shift in how businesses connect
with consumers. While the world is rapidly adopting Al into their business
operations, consumers are growing increasingly wary. In fact, consumer
trustis atan all-time low-75% of people surveyed say they trust the internet
less than ever before.

Yet reliance on Al search engines is growing rapidly, which means the real
challenge for businessesis not simply adopting new technology, but striking
the right balance between preserving human connection and embracing
the digital world.

Buyer behavior is now shaped by Al, algorithms, and aggregators. A
business’s reputation is constantly training those systems, as Al-driven
search engines increasingly rely on reputation data to answer consumer

queries. That makes it harder than ever for brands to control their own

narrative. Increasingly, that narrative is in the hands of customers.
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With this in mind, we created this guide to explain why a built-for-Al solution consu mer trUSt Is

is essential. Only with an Al-ready approach to reputation management can

businesses keep pace with innovation, drive growth, and restore connection at a n a I I -ti me Iow

and trust with their customers.

75% of people surveyed
say they trust the internet
less than ever before.




Why Built for Al is the Only Way to See Value

Reputation management isn't new, but the digital world has changed the rules. To keep up, businesses must go beyond traditional
brand management and unify every customer signal-public and private-into a single hub of actionable intelligence.

The challenge is twofold:

Feedback signals are multiplying across platforms Most of that data still lives in siloed systems designed
and channels at unprecedented speed. decades ago, never built for the demands of today.

Those legacy approaches can’t provide the context or accessibility that Al requires.

Legacy systems were designed to store and process structured, transactional data (e.g., star ratings, survey tallies). They aren’t built
to handle the unstructured, high-volume, real-time signals (reviews, social posts, sentiment cues) that modern Al depends on. They
can't:

- Unify feedback scattered across dozens of platforms,
Enrich that data with contextual layers like sentiment, urgency, or emotion
Make insights accessible across departments without heavy manual reporting.

A healthcare system relying on an old survey tool might show that patient satisfaction dropped by 10%, but it can’t tell you why. Did
complaints come from ER wait times, billing errors, or poor bedside mannere An Al-ready platform can pull in surveys, reviews, and
social chatter, tag it by topic and sentiment, and immediately show that ER wait times are the root cause.

In the era of Al, value only comes from clean, unified data that’s enriched with context-tagged by emotion, urgency, topic, and
more—and made accessible to every stakeholder across the organization.

Because Al only produces useful insights if the data feeding it is complete, contextual, and available to everyone who needs it. Clean,
unified data eliminates blind spots, while tagging by emotion, urgency, or topic gives the intelligence real meaning.

Think of a retail chain launching a new product. If feedback is siloed, marketing might only see positive Instagram comments while
operations sees shipping complaints. Unified, enriched data would instantly show that customers love the product concept but
are frustrated by slow delivery times. With that context, the company knows it doesn't need to rework its marketing-it needs to fix
logistics to win customers back.
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Why Reputation
Management
Matters More

than Ever in the
Era of Al

A built-for-Al foundation is the essential starting
point, but its true value comes from what businesses
can do with it. It empowers organizations to move
beyond passive observation and actively shape

their brand narrative in a complex, algorithm-driven
landscape.

This approach unifies feedback signals, manages
messaging, and delivers actionable insights within a
strategic cycle we call the Reputation Flywheel—a
continuous, self-reinforcing process where every
customer interaction is captured, analyzed for CONSUMERS BUSINESS

sentiment, and translated into action.

By consistently listening to feedback and acting on

insights, businesses improve customer experiences,
strengthen their brand across the digital ecosystem,
and build the loyalty and growth that set them apart.

e

Your Reputation. Our Platform. Both Rewritten for the Era of Al
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Orchestrate the Al-Powered Customer Journey

Al now sits at the starting line of the customer journey, deciding how brands are discovered, compared, and remembered. The
Reputation Flywheel is purpose-built for this new reality, giving you the tools to influence every stage.

DISCOVER

EVALUATE POST-PURCHASE EXPERIENCE

DISCOVER

Win the Al Search Reset

Al-driven search is the new front door to your brand. Al
platforms like Google Gemini and ChatGPT now interpret and
summarize your brand’s sentiment in real time.

This requires a new approach: Al Engine Optimization (AEO).
AEO reveals how Al platforms perceive your brand and gives
you the insight to act on it—so you can shape the narrative
algorithms deliver to your next customer.

EVALUATE

Stand Out Where Customers (and Al) Compare

After discovery, both customers and Al platforms rely on
reviews, responses, and accurate and thorough business
listings to decide which brands deserve their trust. Algorithms
aggregate signals from hundreds of sources, rewarding brands
that are present, active and responsive.

To win, you must ensure your presence is consistent everywhere,
and that your engagement is thoughtful, on-brand, and
satisfying to both human customers and Al gatekeepers.

POST-PURCHASE EXPERIENCE

Optimize the Experience, Fuel the Next Cycle

The customer journey doesn't end at purchase. That's where
the opportunity for lasting loyalty and continuous
improvement begins.

By unifying every public, private, solicited, and unsolicited
signal, businesses gain the clarity to optimize operations,
elevate experiences, and drive growth at every touchpoint. This
is how the Reputation Flywheel powers the next cycle, turning
everyday interactions into lasting advocacy and growth.



Listening & Meaning:
The Foundation for
Reputation Intelligence

The old playbook is obsolete. Today's consumers are sharing their experiences,
and Al is amplifying their narratives. This requires a modern approach where every
touchpoint not only reflects your brand but also retrains the Al platforms that
shape the customer journey.

To get ahead, you must move beyond simple observation. Your mission is to
"Always Know" and "Always Act." This means deeply understanding every
consumer through Al-powered contextual analysis and then responding with
wisdom, humanity, and perfect brand alignment in every interaction. By unifying
every voice, you transform everyday moments into lasting competitive advantage.

>

Your mission is to

W EVEL G
& "Always Act."”
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Start with a Baseline:

Setting the Foundation for Reputation Excellence

Every successful journey begins with a clear, data-driven snapshot of where you stand today. Building that baseline
requires a thorough process to measure your current reputation and guide progress over time.Key elements include:
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Listings & SEO Analysis

Audit the accuracy and completeness of your business
listings, with attention to SEO performance for each location.
Visibility isn't enough. Listings must be empowered to drive
measurable customer action.
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Brand Messaging Alighment

Evaluate how teams and locations adhere to approved

standards. Analyze every response to ensure every
interaction reflects your core values and when relevant,
meets requlatory requirements.
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Al Engine Optimization Audit
Assess how Al platforms perceive and present your brand,

uncovering strengths and weaknesses in zero-click and
conversational discovery.
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Review Ratings & Sentiment Analysis
Star ratings and written feedback are critical signals for
customers and Al. But you need to go beyond star ratings.
Analyze review volume, velocity, sentiment, and recurring
themes to surface the true story behind your reputation.
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Competitive Benchmarking
Reputation is relative. Compare performance across

locations, channels, and competitors to identify
opportunities and set targeted goals.
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Measuring Progress
and Sustaining Your
Al Advantage

Reputation is a journey. To lead, you must operationalize insights and
maintain momentum. Establish a reqular cadence to run baseline metrics
every quarter or two. By comparing new results to your baseline, you can
see how your completeness, SEO, Al search visibility, and competitive
positioning are improving.

This ongoing process helps you stay ahead of the competition. It transforms
the data from your initial audits into a powerful tool for strategic planning,
allowing you to:

01. Set Actionable Goals

02. Track Meaningful KPls

03. Align Your Teams

04. Drive Continuous Improvement

By embedding this disciplined approach into your business, you don't just
react to market changes, you proactively shape them.

tation. Our Platform. Both Rewritten for the Era of Al.
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Set Actionable Goals

Use your baseline to define ambitious but
achievable goals for improving your reputation.

Track Meaningful KPIs

Move beyond vanity metrics to measure real changes
in public sentiment, industry influence, and trust.

Align Your Teams

Ensure marketing, customer experience, and opera
working from the same data to drive consistent img
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Drive Continuous Improve

Use real-time feedback to refine strategies__
on emerging opportunities before they impac
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Your Reputation. Our Platform. Both Rewritten for the Era of Al

The Reputation Advantage

Our competitors are scrambling to add a layer of "Al" to their old tech. We have
fundamentally rebuilt our platform around it.

« More accurate at detecting consumer sentiment & intent
 Fully integrated across all customer touchpoints
« Continuously learning and updating across all datasets

Because the platform is built for Al, these capabilities translate into faster
detection of shifts in sentiment, smarter insights that quide confident decisions,
and more human-centric experiences that build lasting trust.

Reputation enables companies to fulfill their brand promise by measuring,
managing, and scalingreputation performance everywhere. Actingasabusiness’s
eyes and ears across reviews, social channels, surveys, and listings, the platform
analyzes vast amounts of public and private feedback data to uncover insights
businesses can act on immediately.

Reputation | 9



What Reputation Offers

Core Capabillities

Reputation’s platform is purpose-built to help businesses consolidate,
understand, and act on the signals customers are sending every day.

Review Management

Monitor, respond to, and request reviews across Google, AllAgents,

and more-all from a single dashboard. Automate responses with
Al-powered templates that maintain brand voice, reduce staff workload,
and keep responses consistent across platforms.

Business Listings Management

Update and manage all business listings at once—-ensuring accurate
hours, contact info, and locations across all properties. This improves Al
visibility and ensures accuracy in generative search.

Social Media & Surveys

Track brand mentions, sentiment, and engagement across platforms.
Use surveys to close gaps between reviews and gain full visibility into
the resident experience. Surveys can also be used to prompt satisfied
customers to leave reviews, helping increase review volume.

Your Reputation. Our Platform. Both Rewritten for the Era of Al

New Al-Powered Innovatic

These innovations are not just features; they're the foundation fog
influencing discovery, trust, and growth'in an Al-driven market.

Competitive Insights

Smarter Market Intelligence at Scale, reimagined with industry-specific tens
intelligence within existing workflows. It goes beyond benchmarking to highli
weaknesses, track changes in customer expeetations and sentiment, and rol
reports that link competitive dynamics to strategy, product development, ang

Voice of Brand

Ensure every message refiects your values, tone, and priorities by embedding ye€
into the platform. Al-powered guidance instantly scores content for brand align
governance before it’s published, and offers dashboards that track consistency an
improvement.

Al Reputation Manager ﬂ

Gain a proactive, real-time view of how your brand appears in Al search engines. T
misinformation, monitors shifts in sentiment, and ensures location listings remain
platforms, helping you safeqguard trust at every digital touchpoint.

Reputation®IQ
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Instantly transform millions of customer comments into plain-English answers: This intuitive capability surfaces
hidden themes and root causes, uncovers patterns across feedback channels, and empowers every team to
self-serve insights for smarter, faster decisions that improve the customer experience..
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Your Reputation. Our Platform. Both Rewritten for the Era of Al

Key Takeaways

In an age where Al dictates discovery and shapes brand perception, taking control of your
online reputation is essential. Reputation’s platform innovations make insights instant and
actionable, empowering brands to influence every stage of the customer journey.

By setting clear baselines, unifying feedback, and managing responses intelligently,
businesses can turn everyday interactions into strateqgic assets, and leverage new
Al-powered capabilities to instantly surface insights, uncover hidden themes and root
causes, and empower every team to make faster, smarter decisions.

The result is consistent brand representation, higher search visibility, stronger trust with
both customers and Al, and intelligence delivered at speed to thrive in alandscape shaped
by algorithms, sentiment, and discovery.

The firms that win are those that don't just monitor their reputation. They own it. They
don't just follow the customer journey. They shape it.

With reputation intelligence,
you don't just navigate the Al-driven era.

You lead it.
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About Reputation

Reputation is the only platform that empowers companies to fulfill their brand promise by measuring, managing, and scaling their
reputation peformance in real-time, everywhere. Functioning as a business’ eyes and ears in the spaces where customers talk, post,
review, and recommend, Reputation Al-powered product stack analyzes vast amounts of public and private feedback data to uncover
predictive insights for companies to act on, and improve their online reputations. Visit reputation.com to learn more.




