
Standard Operating Procedure (SOP) for 
Implementing Google Reviews Strategy 

Purpose: 
To guide business owners in effectively utilizing Google Reviews to enhance their online 
presence, build customer trust, and improve SEO. 

Scope: 
This SOP is applicable for all businesses seeking to leverage Google Reviews for 
business growth and reputation management. 

Responsibilities: 
●​ Business Owner/Manager: Oversee the implementation and compliance of the 

SOP. 
●​ Employees: Execute the review request process and respond to reviews. 

Procedure: 

1. Understanding the Importance of Google ReviewsTask 1.1: 

Educate the team on the impact of Google Reviews on customer decisions and SEO. 

●​ Task 1.2: Share statistics (e.g., "93% of consumers say online reviews impact 
purchasing decisions") in team meetings to emphasize the importance. 

2. Requesting Google Reviews (Continuous) 

●​ Task 2.1: Identify the optimal moment for review requests, ideally when 
customers express satisfaction. 

●​ Task 2.2: Train staff on how to ask for reviews authentically, using a script if 
necessary. 



3. Crafting the Review Request 

●​ Task 3.1: Develop a simple, sincere script for review requests. 
●​ Task 3.2: Personalize the message to the customer, mentioning specific aspects 

of their experience. 

Example Review Request: “Hey Customer - Just wanted to say thank you again for having 
us work on your vehicle. Super glad you’re happy. If I had one request, beyond any referrals 
you might send our way - it would be to please leave us a detailed Google review. They 
mean a lot to me personally and they make a world of difference for us as a business. 
They go a long way to helping us be the best we can be here.” Then I hand them their keys 
and they jump in the car and drive away. The key is to NOT say anything else.  

4. Automating the Review Process 

●​ Task 4.1: Choose and implement a software solution (e.g., Grit Suite, Urable, 
TintWiz) for automating review requests. 

●​ Task 4.2: Configure the software to send a review request message post-service 
completion. 

●​ Task 4.3: Generate Google Review Link 

5. Responding to Reviews (Daily) 

●​ Task 5.1: Assign a team member to monitor and respond to reviews. 
●​ Task 5.2: Craft personalized responses to each review, mentioning service details 

and location. 

6. Handling Negative Reviews (As Needed) 

●​ Task 6.1: Respond professionally to negative reviews, offering solutions. 
●​ Task 6.2: Avoid defensive or negative responses. 

7. Utilizing Reviews in Marketing (Weekly) 

●​ Task 7.1: Convert positive reviews into marketing materials (e.g., social media 
posts, email content). 

●​ Task 7.2: Share reviews on the website and in lead follow-up campaigns. 

https://arrivala.com/google-review-link-generator/


8. Tracking and Analysis  

●​ Task 8.1: Monitor the number of reviews received and response rates. 
●​ Task 8.2: Analyze the impact of reviews on website traffic and customer 

engagement. 

9. Continuous Improvement 

●​ Task 9.1: Gather feedback from staff and customers on the review process. 
●​ Task 9.2: Make adjustments based on feedback and performance data. 

Monitoring and Review: 
●​ Regularly (at least quarterly) review the effectiveness of the SOP. 
●​ Adjust the strategy based on customer trends, feedback, and technological 

advancements. 

Documentation: 
●​ Keep records of customer interactions related to reviews. 
●​ Document any changes or updates to the SOP. 

Resources Required: 
●​ Software for automating review requests. 
●​ Training materials for staff. 
●​ Marketing tools to share reviews (e.g., Canva for graphics). 

Approval: 
●​ Approved by: [Business Owner/Manager Name] 
●​ Date: [Date of Approval] 

Revision History: 
●​ Version: 1.0 
●​ Date of Issue: [Date] 
●​ Next Review Date: [Date] 



 
Note: This SOP is a dynamic document and should be updated regularly to reflect 
changes in business strategies and market trends. 
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