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Build Trust
With Reviews

What we will be 
covering today

2 The role of genuine reviews 
in decision-making.

1 Why carehome.co.uk is the 
leading trusted platform.

3 Best practices for generating 
and responding to reviews.

4 Compliance and ethical review 
collection.



Insights from over 2.5 million data points about UK care homes
...Including data on bed capacity, facilities, care types, pricing and regulatory status.
...The largest publicly available dataset of its kind in the UK

10,500 older person care homes listed

carehome.co.uk is the leading 
website for helping people find 
older people care

Over 15 million visits a year

16,500 care homes listed



of older care seeker 
research takes place on 

carehome.co.uk & 
homecare.co.uk

Source: Aug 2025-May 2026

85%

carehome.co.uk is the leading 
website for helping care seekers 
find older people care



Introduction to your New Portal
A simpler way to manage your profile

Your Control Panel is now your new Dashboard Portal — redesigned to make information easier to find and understand.

What’s new:

-Improved Overview section
-Enhanced Verified Care Enquiries area
-Clearer performance insights
-Easier navigation

The new portal helps you to:

-Find key information quickly
-Track performance at a glance
-Identify ways to improve
-Get more value from your subscription

See important metrics instantly, including:

-Verified Care Enquiries
-Estimated Enquiry Value
-Review Score

-Profile Completeness
-Profile Ranking
-Jobs Posted



Introduction to your New Portal



Total number of older person care reviews on carehome.co.uk and Google as of 4 th May 2026

carehome.co.uk has 
more verified reviews 
than any other 
platform

433k reviews
on carehome.co.uk

Over



of care seekers 
consider reviews are 
‘extremely’ or ‘very’ 

important when 
searching for care

Data gathered from October 2025 - May 2026 across 1,594 care seekers

>76%

Care seekers see carehome.co.uk reviews
as critical information when choosing a care home 

Extremely 
importantVery 

important

Moderately 
important



Reviews are a core part of the user 
experience on carehome.co.uk



Reviews collected by carehome.co.uk are best in class



Care seekers want genuine reviews from residents 
and their families when choosing a care home

• Build trust and transparency
• Provide insight into everyday lived experience
• Hold care homes accountable and encourage improvement
• Shows a home is willing to be seen, judged and improved
• Reduce risk when making such a major life decision



Care seekers see reviews as critical 
information when choosing a care home 

71% of consumers read online reviews 
when researching businesses.

22% of consumers don’t trust 
businesses that don’t have any 
reviews.

Source: envisagedigital.co.uk



Effective ways to help you collect reviews

WhatsApp
Review Card
(Hold off for now!)

Email Footer

QR Code Poster

Email Newsletters

Revi ew U s
Please take a moment to leave 
us a  review

Email Invitation iPad in Reception

Social Media



Offline review tools

Review PDF Review Score Certificate



Online review tools

Horizontal Review Widget

Vertical Review Widget

Review Showcase

Reviews appear on your profile listing



Care homes receiving 
one or two new reviews 
per month experience 

better care seeker 
engagement

Collecting more reviews will help 
you generate more enquiries

0 Reviews

1-4 Reviews

5-9 Reviews

10-14 Reviews

15-19 Reviews

20+ Reviews

-40%
-15%

+2%
+13%

+17%
+24%

Profiles with 20+ 

reviews get 24% 
more enquiries 

than the site 
average

+24%



Our reviews score is based on 
both review volumes and ratings

The maximum score of 
10 is nice to have but 

be realistic, everyone’s 
experience and 
expectation is 

different!

5pts based on 
number of positive 

reviews in the last 24 
months

5pts based on 
average rating of 

reviews over last 24 
months

10 Points



Added benefits of collecting more reviews



Review Insights – Review Score Analysis

Review Score Analysis

Review/Reply Analysis

Review Rating Analysis



At carehome.co.uk we go to great lengths to ensure 
reviews are relevant, genuine and trusted

REVIEW RECEIVED

Reviews are submitted 
on Review Cards or 

online by residents and 
their family and friends

VERIFICATION

Review Team checks 
the review is compliant 
with our Review Policy

Compliant reviews moved 
to Pending Publication. 

You are notified by email 
and the review is shown in 

your Portal

COMPLIANT

Incomplete/Non compliant 
reviews are not published. 
You are notified by email 

and the review is shown in 
your Portal

NON COMPLIANT

The review will 
automatically be published 
after 7 days. Alternatively, 
you can choose to publish 

Immediately with or 
without a reply

PUBLISHED
The Review is live on 
carehome.co.uk and 
shown in your Portal

LIVE REVIEW



Residents/service users 
(excluding potential 

residents/service users)

Around 5% of all reviews

Family/friends of 
residents/service users

Around 95% of all reviews

Independent Case Manangers of 
residents/service users 

(guardians, power of attorneys, 
solicitors, independent 

advocates, case managers) 

Less than 1% of all reviews

Regular volunteers

Less than 1% of all reviews

Who can submit reviews..?

95%

5%

Family/friends

Residents/service users

<1%

Legal representatives

<1%

Regular volunteers



Anyone working for you: 

• Members of staff
• Ex-members of staff (within 

the last 12 months)
• Owners
• Students
• Work experience participants

+ immediate family of the above

Who can’t submit reviews..?

Anyone with a professional 
connection to the care provider 
or resident/service user e.g. 

• Doctor
• Nurse
• Carer
• Therapist
• Hairdresser
• Entertainer
• Social workers etc

Anyone working or associated 
with a direct competitor

• Owner 
• Member of staff



How else do we ensure reviews are unbiased?

Care providers are not permitted to offer incentives, selectively solicit reviews or 
pressure reviewers to submit a positive review or remove a negative review.

For reviews submitted on review cards, assistance can be given to service users by 
individuals with a valid connection e.g. their family/friends, their legal representatives 
or regular volunteers but not by staff members

For reviews submitted online, our general policy is not to permit assistance, and we 
require the named reviewer to directly submit the review.

We can’t accept reviews if they are submitted on behalf of a resident or their 
family/friends. This includes copying in-house comment cards, letters or reviews from 
other websites and submitting them as reviews.

No Incentives 

No Staff 
Assistance

Reviews must 
be submitted 

directly 



Coming Soon... a new look for carehome.co.uk

- New updated branded 
review cards

- New review business cards

- Instructional video on 
generating reviews



REVIEWS WEBINAR

2 More reviews means more 
care enquiries

1 Reviews really matter to care 
seekers 4 Reviews improve your profile 

and help care seekers choose 
you

3
Regularly ask for reviews - 
care seekers want to see recent 
reviews

Takeaways

5 Try to respond to all reviews (both 
positive and negative) 

6
It shows you are listening to 
service users and are constantly 
looking for ways to improve



Reach out to your Account Manager for additional help 
or further information on Reviews
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