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Introduction

Why are Customer Reviews Important?

Good Practice for Using Customer Reviews

A positive reputation is one of the most 
powerful marketing tools a business has 
to convince prospective customers to 
interact with them. Whether a business 
is selling a product or service, there is 
little debate that online customer reviews 
and star ratings are important in helping 
consumers short cut their research and 
make decisions faster and with greater 
confidence than ever before.  

Holidaymakers peruse review sites like 
TripAdvisor when looking for a hotel, 
Amazon.com customers refer to star ratings 
and reviews when deciding on a book 
and restaurant goers check out ratings on 
Facebook before making a reservation. These 
are just a few of a growing list of review sites 
covering more industries and services which 
provide substantial benefit to both consumers 
and the businesses that embrace reputation 
marketing.

Case Study -  Using Online Reviews to Win New Customers

Nearly 70% of consumers in the US rely on online reviews before making a purchase. According to a 
survey of 2,000 U.S. adults for the American Lifestyles 2015 report from global marketing firm Mintel, 
online reviews are now an integral part of how consumers make purchases.

“In a never-ending quest to buy the ‘best,’ consumers are looking to others, peers and strangers alike, 
to glean from their opinions and experiences in order to validate their choices and to avoid feelings of 
buyer’s remorse,” Fiona O’Donnell, Lifestyles Category Manager at Mintel.

More consumers are reading reviews and on a more frequent basis which ties in with the increase in 
consumers searching online for businesses. Reading a good review builds trust with the consumer 
about the quality and credibility of your product or service. In fact, positive reviews can help you 
make people understand how your product can add value to their lives. Plus, your chance of drawing 
in more visitors to your website increases when customers write good reviews about your brand 
online. 

The increasing habit among consumers to proactively look for reviews is encouraging for businesses 
who have a positive online reputation. While some businesses consider monitoring their reputation 
as a scary chore or a daunting task, instant feedback is something most business owners are 
constantly searching for. Responding effectively to negative reviews and publicising positive 
feedback is essential for success.

Here are a few ideas about how to successfully use and manage customer reviews to enhance the 
reputation of your golf club and improve the customer experience.

1. Make it easy for members and visitors to review your club 
Facebook provides an easy to use platform for members and visitors to provide a star rating and 
write a review for your club. What’s more, engaged followers of your Facebook page like your 
members and regular visitors, are more likely to write quality reviews. 
 
One of the most popular review websites for both domestic and international travellers is 
TripAdvisor (www.tripadvisor.co.nz). Many golf clubs in New Zealand already have a free listing 
set up on the TripAdvisor website. Claiming this listing will allow a club to optimise the listing 

http://www.jeffbullas.com/2015/10/15/increase-website-traffic-quizzes-50-ideas-viral-quizzes/
http://www.tripadvisor.co.nz


Simply marketing your club as the 
best in the area won’t necessarily 
encourage visitors to come for round 
or prospective members to join. But 
hearing this message from other 
customers might compel them to 
do so. Golf clubs can use customer 
reviews strategically to build trust and 
reinforce a positive reputation with 
current and prospective customers. 
Online reviews will also help clubs 

with a description and attractive images, manage reviews and also track performance on 
TripAdvisor. Adding a TripAdvisor widget to your club website will display your latest TripAdvisor 
reviews and provide a link to the club’s TripAdvisor listing encouraging more visitors to write a 
review. 

2. Responding to reviews 
Show your customers that you care; this applies for both positive and negative reviews. Providing 
a response to any negative reviews is especially important as it is a good opportunity to respond 
in a positive and transparent manner. Handled correctly, a response to a negative comment can 
framed in a way that ensures the customer feels heard and acknowledged while also drawing 
attention to your club’s many positive qualities. Responding to a negative review is not just about 
retaining a customer but also enhancing a positive profile with consumers.  
 
Some tips for responding to a negative review are: 

- Provide a timely and considered response. 

- Be polite and genuine remembering that while you are responding to one individual, the  
 audience is potentially much larger. 

- Be specific in addressing the concerns outlined in the review. 

- Offer to take the conversation offline by publically asking the customer to contact the  
 Manager or Club Secretary directly so the issue can be discussed and resolved.  

- Remember that a genuine reviewer has taken the time to provide valuable feedback and this 

- feedback should therefore be a catalyst for internal conversation and actions for improvement.  

3. Share reviews with your stakeholders 
It is important to share customer reviews with both staff and members to give them an 
appreciation of the positive experiences of members and visitors at the club. Compliments often 
reflect the great service and product offered by a club as a whole from the efforts of the golf shop 
staff to the green keeping team to the members of the club present on the day. Sharing positive 
customer reviews will instil a sense of pride within the club and help reinforce the positive 
behaviours that contribute to improved levels of customer satisfaction.

4. The story a business tells must be consistent with what a customer experiences 
Inconsistencies cause negative reviews; if a golf club promises a speedy pace of play and a new 
member consistently experiences four and a half hour rounds, a negative review will likely be 
on the horizon. The marketing and communication needs to be consistent with the actual offer 
because customers have a shared space to rave about a business or let everyone know they had a 
terrible experience.

engage with their customer base and 
understand customer concerns while 
improving their service. Take this 
opportunity now to leverage the power 
of customer reviews to raise the profile 
of your club.

For more information on the benefits 
of using customer reviews, you can 
contact the Community Golf team at 
NZ Golf on 09 485 3230.

Conclusion


