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What is a review?

• Good and bad (not a testimonial)

• First-hand experience

• Not edited or curated

• Ratings and comments



The science bit…Social Proof

• Uncertainty

• Multiple Source Effect

• Similarity



What is a review?



Ratings and Reviews



Why should we care?

“As a brand owner, you are no longer in control. 

Your customers now own your brand and they can 

make or break it by how you react to their 

feedback.”

Travel Weekly, October 2014



How people respond to reviews

• “online shoppers put 12 times more trust in peers’ opinions 

than in marketer-initiated sources.” e-marketer 2010

• 92% of online customers read and use verbatim review 

comments in their purchase decisions Channel advisor 2010

• 70 percent of global consumers indicate they trust online 

reviews, an increase of 15 percent in four years Nielsen Global Trust in 

Advertising report 2013



What does it mean for your business?

• “Roku attribute a 20% lift in conversion rates to the 

appearance of 17,000 customer reviews (positive and 

negative) on it’s website.” Bronto.com, 2011

• 68% of consumers trust reviews more when they see both 

good and bad scores e-consultancy, 2012

• 30% suspect censorship or faked reviews when they don’t 

see anything negative Journal of Marketing 2013



More reviews = more students! 
Journal of Marketing

http://unbounce.com/conversion-rate-optimization/customer-reviews-conversion-rates/


Reviews in the Travel Industry

“Reports indicate that each year hundreds of 

millions of potential hotel visitors consult such 

review sites. Of these visitors, 88% have their hotel 

choices affected by what they see”

(Tripadvisor.com; European Travel Commission 2009)



Reviews and Travel Agents

Two key findings were an increase in the use of 

review sites by travellers who use agents and the 

growing importance of sites such as TripAdvisor in 

travellers' decision-making.

Consumer trends survey 2014 – Travel Weekly



Reviews and Travel Agents

The number of respondents who used an agent in 

the past year and said review sites were influential 

jumped from 59% to 72%.

That jump comes largely from younger travelers 

(age 21 to 34)

Travel Weekly - Consumer Trends 2014



Reviews in Education







Building TRUST

Timely - not older than 12 months

Relevant - cultural peers

Unbiased – genuine students, not all 100%

Standardised - easily able to compare

Transparent - no anonymous reviews



Best Practices

1. Let students write in own language and style

2. Don’t censor reviews, but reply/comment to them

3. Encourage reviewers to be honest

4. Asking for reviews should be a constant process

5. Get a diverse range of reviews

6. Show as much info about reviewers as possible, including a photo 
of the face



CourseFinders 

• Reviews of language 

programs

• Reviewers verified by 

schools

• Not testimonials!



CourseFinders Review 

Tool
• Free

• Always most recent 

reviews

• Always most relevant 

reviews

• Keeps traffic on your 

site









Questions?

Ross Holmes       rholmes@icef.com

mailto:rholmes@icef.com


“The only thing worse 

than being talked about; 

is not being talked about”

Oscar Wilde


