
ALEX JONES

HOW TO EFFECTIVELY 
MANAGE REVIEWS



1. Why reviews are so important to your brand and care seekers

2. Review calculation and process

3. The easiest and most effective ways to generate reviews

4. Review generation - best practice 

IN THIS WEBINAR



Over 15 million visits a year

WEB 



Number 1 care home review 
site with 340,000+ reviews

REVIEWS



REVIEWS & ENQUIRIES

In the last 12 months…

Reviews Service
77,000+ reviews submitted by service users & friends/family
37,000+ responses from care home providers

Care Home Enquiries
400,000 phone calls
1,000,000 website referrals
100,000 emails, tour bookings and brochure requests



REVIEWS
Overall Experience

Facilities 
Care / Support 

Cleanliness 
Treated with Dignity 

Food & Drink 
Staff 

Activities 
Management 

Safety / Security 
Rooms 

Value for Money 



WHY ARE REVIEWS

Friends & family Internet

Independent reviews

Care seekers research…



WHY ARE REVIEWS

Reviews build trust, displays confidence in your care home and shows transparency



WHY ARE REVIEWS

Reviews are the driving force of carehome.co.uk and the 
best way for you to increase your visibility and chances of 
receiving care enquiries. 

• Your review score impacts your visibility
• Care homes receiving one or more new reviews per 

month experience better care seeker engagement



CALCULATING 
 

The maximum review score is 10, which is made up of the number of positive reviews in the last 24 
months (5 points) and average rating of reviews (5 points)

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

The maximum score of 10 is nice to have but be realistic, everyone’s experience and 
expectation is different! 



THE REVIEWS

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 Control Panel

Incomplete/Non compliant 
reviews are not published. 
You are notified by email 
and the review is shown in 
your Control Panel 

COMPLIANT

NON COMPLIANT

The review will 
automatically be 
published after 7 days. 
Alternatively you can 
choose to publish 
Immediately with or 
without a response

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

LIVE REVIEW



BUT BE 

Top reasons reviews don’t get published….

1. Review could not be authenticated – we must be able to contact the reviewer to verify

2. Incomplete review – the review must be filled out completely including comments section and contact details

3. When writing a review, the resident must not be assisted by a member of staff



ACCEPTED 

Residents Friends of Residents Family of Residents



Members of staff and 
ex-members of staff 

(includes staff working 
within the wider 

organisation)

Ad-hoc visitors (e.g. 
attending an open day, 

Mayor, MP’s etc.)

Anyone with a professional 
connection to the care home   
(e.g. entertainer, therapist, 

hairdresser etc.)

Students or Work Experience Potential service users and their 
family or friends

Reviews written on behalf 
of someone else

cannot be accepted

DECLINED 



TOOLS TO 

Review cards | Invite to review links | QR posters | Submit a review



REVIEW 



INVITE TO 



QR CODE 



Your Profile | Review Widget

DISPLAYING REVIEWS



DISPLAYING REVIEWS

Review score certificate

Review PDF



• Helps build relationships with reviewers
• Shows that you have taken onboard and value their feedback
• Creates a positive impression for care seekers looking for a care 

home who not only read reviews but like to see how the care 
home respond

• Always ensure that you make your response relevant, personal 
and most importantly it is not generic

• No one expects a care home to receive 100% positive feedback
• A negative review with a good response can lend more 

authenticity and credibility to your other reviews

RESPONDING



NEGATIVE REVIEWS

• Negative reviews can often add credibility to your review portfolio
• We have a Review Compliance Team specifically to assist with negative reviews
• Our support centre has lots of information to help you deal with a negative review
• Don’t delay in adding a response



SUMMARY
• Review generation is one of THE most powerful tools

• Reviews backup the information on your profile and inform care seeker decision making

• They build trust, display confidence and show transparency

• More reviews means care seekers spend longer on your profile

• More reviews means better visibility and more care enquiries

• Regularly ask for reviews. New reviews show an ongoing commitment to 
customer service… care seekers want to see recent reviews!

• Try to respond to all reviews (both positive and negative)… it shows you are listening to service 
users and are constantly looking for ways to improve your service



Eligibility Criteria

• Being listed on carehome.co.uk 
means you are eligible to be 
considered for an award

• First and foremost, having a Review 
Score putting you in the Top 20 in 
your region as well as having at least 
5 reviews published in the year 
running up to the cut off date.

• Plus, compliance is required with the 
relevant regulatory body (different 
bodies for England, Scotland and 
Wales).

Benefits

• Winners receive an award logo on 
their profile page to encourage more 
engagement

• Additional digital assets for care 
home/group' external marketing 

• Winners receive a framed award 
winner certificate

• PR opportunities for winners

AWARDS

Cut-off date for awards - 31st January 2025



• Log into your Control Panel to find your Account Manager
• Click on their image to find telephone number, email address and a ‘Request a Call Back’ button
• Your Account Manager is happy to provide a full walkthrough of how to use the Control Panel and can offer 

guidance on your profile.

YOUR ACCOUNT 
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