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Reach for the stars
The rising power of reviews and their impact on student decision-making





Today’s workshop in 3 points

• Understand why reviews 
matter and how you can 
build closer relationships 
with customers – Michel

• A view from our sector –
Neil

• Now you’ve got reviews, 
how to amplify them –
Gemma



Who are we?

Michel Hogan

Brand Counsel 
helping 
organisations 
make promises 
they can keep. 
Often asks 
inconvenient 
questions.

Neil Pearson

Leading IDP’s 
digital 
transformation, 
innovator and 
disruptor, 
customer focused, 
sometimes late to 
meetings.

Gemma Langdale

Data-driven 
marketer, 
passionate about 
digital 
experiences, 
works best after 
she has had a 
morning coffee.

Gracie Daniel

Communications 
expert, loves 
sharing stories of 
customer 
experiences and 
stories in 
general... 
sometimes too 
much.



The number one point today. Support our customers. 

Here is what not to do…



Turn to the person behind 

you. 

Share a review of your trip 

here or something you ate 

today.

• What did you notice? 

• How did it make you feel?



MICHEL HOGAN



I like to listen. I have 
learned a great deal 
by listening carefully. 
Most people never 

listen.
Ernest Hemingway



No fear.



Hardwired for negative



Things can get prickly



Keep your promises



More loyal and happy customers



Sometimes, customers just need support



NEIL PEARSON



Our experience of reviews 
Hotcourses.com 

Notes 

• Reviews in 2007 

• Story about being threatened to be 

sued by institution 

• Within 6 months the institution was 

actively contributing 

Lessons from 2006 

1. Sued
2. Engagement 
3. Post-moderation 
4. Notification / ability to respond 
5. Widgets / API
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From the 
Fans
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36,400
Reviews collected 

148
Institutions featured  



Our experience of reviews 
Whatuni 

Notes - Lessons learned from 

the Whatuni UK HE review 

collection 

Lessons from 2011-18 

1. Sued
2. Control of content 
3. Engagement 
4. Timing 
5. Can we be honest?  
6. Distrust of internal
7. Loving the words 
8. Student trust / Client Promotion 
9. Student Union use 
10.When? 1st / 2nd Year & quick win
11.Fraud 
12. Sample size



Value for Institutions

• Insights 

• Benchmark 

• Segmentation 

• Breadth 

• Trends







vcxvxcvcxvA broad picture 

1. Overall experience 
2. Teaching quality 
3. Affordability 
4. Safety 
5. Student support 
6. Campus environment 
7. Career prospects  
8. City Life 

Eye Candy? 
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1%

14%

26% 25%

16%

18%

One 2-3 4-5 6-10 11-20 21 or more

85% read a minimum of 4 reviews





GEMMA LANGDALE



Case study: IDP IELTS Sydney

Problem

IDP IELTS Sydney had a 

small number of reviews. 

Reviews didn’t reflect their 

excellent customer 

experience.

Objective

To boost their star rating 

and number of reviews, to 

engage with customers 

online and to identify areas 

to improve their business.



Case study: IDP IELTS Sydney

Action

We asked

Valued responses

Made it easy

Got competitive

Acknowledged the review

Result

160 reviews

 4.7 average star rating 

Highest conversion rate



What others are saying about us…



Spreading the (good!) news

Identified opportunities to amplify 
customer reviews on our owned-
assets:

1. Websites

2. SEM and SEO opportunities

3. Social media

4. Promotional emails and 
campaign assets

5. Point of sale



Google Business Reviews online



The impact?

What happened?

↑ Website conversions

↑ Lead generation

↑ Test bookings 



SEM, SEO and social opportunities

Google reviews will assist in 

organic rankings 

Google review schema mark-up 

Reviews in Google ad 

extensions

Reviews in lead generation 

forms 



Campaigns and point-of-sale



So many questions…



Wrapping up

1. My review strategy is...

2. Advice for my team is...

3. One example I want to remember...

It’s the end of a long conference and our 

brains are full.

Use the paper in front of you to write a note 

to your future self. Take a photo of your note 

and add it to your calendar for review in next 

month.


