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GOOGLE REVIEWS 101
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WHO IS KENECT?

Based in the Silicon Slopes of Utah we
are a Text Messaging Platform built for
Law Firms throughout North America.
We help you:

—Em—E
.........

1. Communicate More Efficiently s

2. Generate New Leads
Kenect

Website

3. Conduct Video Consultations

Directions Save

4. Drive Online Reviews 5.0 4 4 % % 701 Google reviews

Software company in Pleasant Grove, Utah

KeNECT
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“Kenect is integrated with the leading CMS systems in the Legal Industry”

“Kenect has over 5,000 clients and 50,000 users on its platform”

“Kenect has dozens of partners across every specialty in the legal industry from estate
planning to personal injury to family law”
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2-way Text Messaging for your law firm - stop giving
out your personal cell number!

Web Leads straight from your website

Collect Payments via Text Messaging

Video Chat for virtual consultations

Online Review Generation and Reputation Management




YOUR CUSTOMERS PREFER TEXT MESSAGING

89% of clients would prefer to interact with
businesses via Text Messaging rather than a
phone call.

1 It started as a program we used in

98% of all Text Messages are opened. 95% are read
within 3 minutes.

our intake department, but now

® @

we use it across our entire firm.
Kenect has solved many problems
for us, it's worth every dime! 5y

26% of clients find phone calls to be disruptive

Melissa Solevilla
Partner - Carey, Leisure & Neal

/8% of US clients say receiving a text message is the
fastest way to reach them for important service
updates and information regarding their case

KeNECT
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Toll Free 1(800) 565-5745 _all (780) 428-8222 Q Search camllp.com

ADD " TEXT US" 1O YOUR

OUR FIRM OUR LAWYERS INJURIES ACCIDENTS BLOG RESOURCES CONTACT

g TR S WEBSITE
. Senofsly Injured? = -
We Listen. We Care. We Get Results.™

KENECT

Website Widget

COVID-19 Notice for Clients ( ¥ Injury Law Handbook

What We are Doing to - ; = What to do if you are involved in an accident.
Help Contain the Virus

. . How can we help? ®)
DOWNLOAD
READ MORE

B TextUs!

KeNECT




TEAM INBOX

7 — — - =
I\:N :CT Inbox Reviews Contacts Payments o
Q Search Messages o © New To:  +18035550179 @
All Open Messages ( Unread ) ( Needs Response ) ( Closed > = Filters - Beginning of conversation -
Thanks for contacting SLC Jewelry! Sales - Hello, this is just a friendly reminder about your appointment
today at 11:30am. See you soon!
TH FEBRUARY 20, 202 Stephen Smith - 2/13 12:18 pm - Sent
Stevie Wonder 10:38am Cameron Jones
Here are our hours
Gerry Bertier 10:37am Unassigned
'll send those details over right away
(803) 555-0179 12:18pm Unassigned
Hello, this is just a friendly reminder about your appointment today at 11:30am. See you soon!
(803) 555-0141 12:18pm Unassigned
Hello, would you mind leaving us a review based on your experience today? https://app.kenect.com/s/kg5rSt
(803) 555-0145 12:17pm Unassigned
Hello, would you mind leaving us a review based on your experience today? https://app.kenect com/s/BYZ0sK
Stanley 12:03pm Unassigned
https.//app.kenect.com/admin/widgets What's your earliest availability to bring my boat in for service? Sales
Herb Brooks 11:59am Unassigned
https.//app.kenect.com/admin/widgets I'd like to come take a look at several different RVs today. What time should | come in? Sales - * D [+ S)
Mike Smith 11:57am Unassigned Type a message... (] Send
https://app.kenect.com/admin/widgets Hello, what time do you close today? Sales

KeNECT




Open Messages ~

MOBILE APP

Notification Settings

Lead Received

Get notified when leads are received by you or
your team.

e | | ]

Inbox & Notifications

Constance Sutton
Partner | Debbie Smith

That works! Talk to you then.

Justin Schmidt
Partner | Steve Barry

Thanks! Will you send me a link?

Deanna Chandler
Partner|Steve Barry

Good news, Your documents are ready...

GET IT ON

® Google Play

Erin McGee
Partner|Rosa Hernandez

We're open M-F from 8am-5pm an...

Angie Silva
Admin | Stephanie James

Download on the

@& App Store

Sounds great. Talk to you later today.

Tony Jensen
Partner | Steve Barry

KeNECT

LEAD REMINDERS
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My Leads

Reminder is sent after 2 minutes has passed On >
and will repeat 5 times.

Team Leads

Set a reminder to respond to leads assigned off >
to your team that haven't received a reply.

All Leads

Set a reminder to respond to all leads that off >
haven't received a reply.

Assignment Received

Get notified when conversations are assigned D
to you or your team.

My Messages

, ar
N x* o]
Inbox Reviews Settings
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< Darrel Robertson :

Hello Jeremy, we wanted to )
remind you of your court Thank you for getting back to

appearance on November 12t @ me so fast! Let me take a look at

o N 10:45am. You will appear at the my calendar and I'll find some
QU|C|< RepheS & Photos courthouse downtoa/pn 2t311 N time for us to chat later in the
Main Street, Salt Lake City, UT day. I'll get right back to you.

84124

Jeremy Fields

I'm available at 11:30 AM my
time today.

Thank you for the reminder.

Any chance you'd be available
at noon your time?
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Quick Reply

Request Review

GET IT ON

® Google Play

Photos

Camera Today at 8:17 AM
Request Payment
#_  Download on the

@& App Store

Schedule Message

Invite to Video Chat

<+ ( Message Darrel Robertson

e Message Jeremy Fields

KeNECT




Schedule Consultations and Send
Appointment Reminders

Streamline Intake Process and Validate

Cases More Efficiently e

Send Case Updates and Communicate
Faster with a 98% Open Rate

TOP 8 WAYS LAW

FIRMS USE
KENECT

Collect Fees & Send Invoices via
Text Messaging

Video Chat with Clients e

Send & Receive Photos, Videos, PDF'’s
and Attachments

Generate Online Reviews on
Google & Facebook

Capture More Leads from Facebook, e
Instagram, and Your Website

KeNECT




Google Reviews 101
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Foundational Information

* Primary method for clients to share feedback about businesses
« Clients (really anyone using Google) can review your business and leave a star rating
* These reviews can be just star ratings - they can be long or short

» (Google does not verify to ensure they are your actual client

Eric Slaugh
7 reviews - 4 photos
%% %k 3 months ago

We love working with Steve. His legal knowledge and expertise is extremely impressive, and we
thoroughly enjoyed our interactions as we worked with him. If you are in need of legal council, do
yourself a favor and hire Steve Sumsion!

KeNECT



About Google My Business

Google My Business (GMB) allows you to put basic and
verified information about your business on the
internet. It is used by Google as the central location for
verified information about your law firm. And can be
used for engaging with clients and attracting new
clients

Your GMB page typically received 5x+ more views than
your actual website.

It is the location where reviews are left and housed.

Allows your business to show up in Google results and
on Google Maps

According to Google, businesses with a verified GMB
listing are 2x more likely to be seen as reputable.

The Carolina Law Group & X

Website Directions Save call

4.9 % % %% 121 Google reviews
Law firm in New Bern, North Carolina

Address: 1723 S Glenburnie Rd, New Bern, NC 28562
Hours: Open - Closes 6PM v

Health & safety: Appointment required - More details
Phone: (252) 636-3737

Appointments: carolinalawgrp.com

Suggest an edit - Own this business?

Know this place? Share the latest info

Products View all

DWI/ DUI Family Law Personal Injury Crin
Attorney Attorney Attorney Attc

Questions & answers

Ask a question
See all auestions (2)

KeNECT



About Google Reviews

* Primary method for customers to share feedback about businesses
« Customers (really anyone using Google) can review your business and leave a star rating
* These reviews can be just star ratings - they can be long or short
» Google does not verify to ensure they are your actual customer
o Claire Griener
6 reviews

&4 %% amonth ago

They have the most AMAZING group of people there. They know what they
are doing if you need your trailer repaired. Wonderful place. HIGHLY
RECOMMEMDHI

KeNECT



Why Google Reviews Matter
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...because they matter to clients.
of clients of clients of clients
use reviews as the first step trust online reviews as much as personal won'’t consider a law firm

recommendations. Online reviews are
the new “word of mouth.”

in choosing a law firm. with low online ratings.

Eric Slaugh
7 reviews - 4 photos

%% %k 3 months ago

We love working with Steve. His legal knowledge and expertise is extremely impressive, and we
thoroughly enjoyed our interactions as we worked with him. If you are in need of legal council, do
yourself a favor and hire Steve Sumsion!

Brightlocal, 2020
HostingTribunal, 2021

KeNECT
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Clients care...

Review summary Write a review
5
| T = 4.9
* Most people will not take action until they ;
read reviews. They need validation for their 2 1*:*#*
[ | reviews

decision.

"The response was immediate and the outcome was exactly what
they promised.

* If alaw firm does not have reviews, they are KAk kK

seen as not unreliable.

"Took care of my speeding ticket quickly for a fair price.”
* %k

"Awesome company and amazing service.”
* %k

* C(Clients want to be heard. This is their chance.

Google reviews

G Baron Toler
Local Guide - 28 reviews - 4 photos

% % % %% 2months ago

One of the BEST law firms I've ever dealt with. Absolutely professional and
top notch legal advice and pre-court and in court representation. | can't
articulate how much | recommend this firm!

KeNECT



...because they
matter to Google.

o 97% of people go to Google when they want
to find a law firm.

* Google determines the order in which firms
are listed by ratings and reviews.

* |f youaren'tin the top 3 you won't get clicked
(98% of the clicks are in the top 3)

KeNECT
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Tempararily closed
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Rating~ Hours ~ Your past visits -

/\ Hours or services may differ

Goings Law Firm, LLC

5.0 %% %%k (167) - Personal injury attorney
Columbia, SC

Open - Closes 5:30PM - (803) 350-5230

Law Office of Kenneth E. Berger

5.0 %% (71) - Personal injury attorney
Columbia, SC

Open - Closes 5:30PM - (803) 790-2800

George Sink, PA. Injury Lawyers

4.6 i (434) - Personal injury attorney
Columbia, SC

Open 24 hours - (803) 999-2993

:= More places

FIVE POINTS W

Most Click

Here.

Sandwood

Law Office of
Kenneth E. Berger

Map data ©2020
WEBSITE DIRECTIONS
WEBSITE DIRECTIONS
WEBSITE DIRECTIONS




STAND OUT.
GET CLICKED.

* Your Online Listings, like the one above, now
get 500% more views than your law firm’s
website.

» According to Harvard, a 1-star increase in
your rating can mean a 5-9% increase in
revenue.

e 82% of consumers won't even look at a law
firm with less than 3 stars

KeNECT
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Goings Law Firm, LLC
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5.0 %% (71) - Personal injury attorney
Columbia, SC

Open - Closes 5:30PM - (803) 790-2800
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Why does Google care?

* They have one job: to produce the result the searcher WANTS to see.

= Google My Business Help Q  Describe your Issue

Distance

Just Hke it sounds-how far is each potential search result from the location term used in a search? If a user
doean't specify a location in thelr search, Google will calculate distance based on what's known about thelr
location

Prominence

Prominence refers to how wellknown a business is, Some places are more prominent in the offine world, and
search results try to reflect this in local ranking. For example, famous museums, landmark hotels, or well-known
store brands that are familiar to many people are also lkely 1o be prominent in local search results

C d 0 -

riicles. and directories). Google review count and scare are factored into local search ranking more reviews

ositive ratings will probably improve a business’s local ranking. Your position in web results is also a factor, so

D DDy 10 10 o' O

There's no way to request or pay for a better local ranking on Google. We do our best 10 keep the detalls of the
search algorithm confidential 10 make the ranking system as fair as poasible for everyone

m Gve Io0dback about Tvs antich
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What to Do When You Get a Negative Review
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What to Do When You Get a
Negative Review

« How common are bad reviews?
* Tips for avoiding bad reviews
 What NOT to do when you get a bad review
« What TO DO when you get a bad review
* Figure out what happened
* Respond respectfully

* The key is to bury bad reviews with good ones

KeNECT



Will Google Take Them Down?

If you have solid evidence that a review is fake, you can flag it to Google. This will alert Google to the

review and get them to consider removing it. In order for a review to be flagged, it should meet
Google's guidelines.

Google considers the following review characteristics to be "inappropriate’:

* Contains offensive language or profanity.

» Is written by someone with a conflict of interest, such as a current or previous

employer, friend or competitor.

* Is written by someone who has never experienced the service or product provided.

KeNECT



How to Get More Positive Reviews

KeNECT



WHAT POTENTIAL CLIENTS WANT TO SEE IN YOUR REVIEWS

According to Bright Local, the Top 4 things Clients look for are:

I_l °
0\/ (-]
(-]
Quality Recency
Star rating is the most important factor, /3% of clients disregard reviews older than 90
and 5-star reviews are preferred. days. Most don’t read old reviews.

0 P

Quantity Owner Response
A minimum of 50 reviews is necessary. 150+ Google says that after review ratings, Owner
is ideal. Quantity drives conversion rate. Responses are the first thing clients read.

KeNECT



How to Get More Positive Reviews

1. Build a process to ask for reviews
a) Who do you ask? Everyone or just those that like you?
b) How do you ask? (Texting, email, in-person, phone)
c) When do you ask? (after the case, during the case)
d) Who's in charge of asking?

2. Determine an owner for the process - compensate the process owner

3. Askin the right way

KeNECT
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Sanderson Law Firm
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LAW FIRM

STEP 1. S
Send the Text S
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‘ﬂ Messages o1l T 8:14 AM 7 3 100% -

#& app.kenect.com (o

IE)e

SANDERSON

LAW FIRM

STEP 2. : IClick elmy of the sites
elow to leave us a review

Select the

Review Site Google

facebook.

POWERED BY KENECT

\ ﬁ]m@y
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oil Verizon ¥ 8:18 AM

Q @& Sanderson Law Firm

Rate and review
Sanderson Law Firm

N Adam Cooney
» Posting publicly. Learn more

x *x *x X X%

STEP 3.
Post the
Review

\g U @y
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STEPS TO SUCCESS WITH ONLINE REVIEWS

O 1 Take Control. Don't let the angry clients determine your online
reputation. Get your great clients to leave reviews.

Build a Repeatable Process. Find a point in your process where
you can easily ask happy clients for reviews.

O 3 Use Kenect Text Messaging Not Email. Kenect is 35x more effective
than email at collecting reviews.

Respond and Start Marketing. Always respond to every review and use
your 5-star reviews on your website, in your ads and at your office.

KeNECT



Summary and Q&A

KeENECT
Call or Text us:

888-972-7422
mmelis@kenect.com



