Online Reviews:

The Consumer’s

Verdict

In today’s digital age, the Internet has evolved into the ultimate source of information,
and playing a crucial role are online review sites that strive to present the real picture.
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f you're planning a vacation and
naad to book a hotel, you will find

plenty of information on several
wehsites, but very few will show you
the real picture. That's when you go
to sites (ke Tripadvisor, where you will
find hoted reviews writien by the people
who've stayed thers. This information
15 Crucial as it comes straight from
the people who've stayed there and
wsed its faciiities, which may paint a
different picture than what you saw
on the hotel's website. Simlarly, if you
want 1o find a2 good restaurant, then
o can check out sites like Burrpl or
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a community. If one user was 10 upioss
a review for a restaurant, it will then =
rated by ather users for its usefulness
they have had similar experiences. the
would echo his/her sentiments, but #
they will volce their opinlons. Thus, y=
will be presented with both sides of

Zomanto. Sites llk
provide reviews across TerteserioT,

right from restaurants and hotels to
electronic appliances and movies.
These sites have pioneered the
concept of user reviews and perfected
It over the years. The phenomenon of
onling review sites is not new, but what
has changed now is the perception of
peaple; the consumers as well as the
brands and service providers. While
some may argue that these reviews are
often paid for by the brands themselys
that's not the case. These anline review
sites are an ecosystem that works like

Faisal Farooqui, founder of Mouthssus
which was amongst the first online

review sites to go live In India in 200
ot the opinion that real buying hasosss
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wnen people consult other people. and
not necessarily through the medium of
advertising. He says, "When | returned
from the US, | didn't see anything even
Lmilar to Mouthshut. There were no
independent review sites, so | went
ansad and bulit 8 platform, which siowly
started growing. Our goal was 1o provide
an opportunity for Internet users in (ndia
to share thetr opinions of products and
senices. It's a basic human need to talk
to someboady before they buy something.
espedally in India. We are a little averse
1o risk and not a very impulsive buying
society. We tend to do a 1ot of homework
and a lot of research befare buying

Even women, who may be impulsive
shoppers in India, haggle to try and get
the best deal. | think Indians spend theair
monay very consclously, and so sites like
Mouthshut play a crucial role in helping
them dacide "

Amtoine Lewls, Editor of Burrpl, feals
that people favor onling reviews, as
unlles print madia, they are a permanent
repasitony with fresh reviews added by
the minute. He says, “Whether it's for
a product of & business, I'd say people
take onling reviews a lot mare seriously
than ever before, particularly when it's
a non-malnstream media platform and
there are multiple opinions available
| think people are looking for honest,
unbiased reviews from people like
themsalves, who may not be experts on
the sublect (they actually don't value the
‘expert” anymore), but have exparienced
something special (be It good or bad)
and feei that It Is impartant encugh to
communicate to others. It's has a certain
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word-of-mouth appeal, with the mouths
now extending beyvond the immediate
circle of friends and acquaintances.
Alsg, the technology Is constantly being
updated, s0 UsSers can access reviews
from a variety of devices.”

How Effective Are They?

While one may think that most of the
reviews posted online must be negative,

the case. At Mouthshut. Tor Instarisg

Faisal says approximately 60 percent of

the reviews are pasitive. recommending
a product. When you have a bad

parience with a product or a service
Iits ral for you to alr your grie
but why do

(% OFFBEAT

Ranting about your boss or your job on
social networking sites is not a good
idea, instead, go to ‘rateyourjob-
rateyourboss.com’, and vent your
frustrations anonymously.

Professors and students often share a
love-hate relationship. You can now rate
your college professor on an egg scale at
‘myfaveteacher.com’

Not satisfied with the remuneration and
perks offered in your company? Log on
to talentequity.in’ to rate your company.

On ‘ratemds.com’, you can rate doctors
and medical professionals. It's also a
greal place to find out the best doctor in
town on the basis of the reviews
uploaded by other members,

good experience? The reason for this,
he says, |s that users realize that others
could benefit from their reviews. Antoine,
on the other hand, says that it's &8 mix of
vanity and ego. According to him, users
want thelr opinions to be heard, and the
Impact to be felt, even If they're hiding
behind a pseudonym. The Internet, he
feels, Is the warld's truly democratic
spapbax; almost everyone has the
opportunity to be heard.

Posting reviews is about more than
just helping others. The Internet today
Is a powerful medium and the brands
consclous of their Image can no longer
afford to Ignore It (nitlally, it was only
the big brands that were present on the
Intermet, but now almaost every brand, big
or small, Is exploring ways of engaging
people online. This also means that any
negative review posted about a brand
is immediately noticed and efforts are
taken to rectify It If you were o post a
negative review, be It about a restaurant
or a service or a brand, rest assured that
you will hear from them. You will often
be offered discount coupons or other
benefits If your claims are justified. in
fact, reviews offer valuable feedback to
the brands, as they can gauge what thes
customers think about them. Based on
this, they can Improve their services and
implement suggestions.

For people like you and me, these
reviews will help us to make an Informes
decision. Usually when you want to by
a new gadget, try a new restaurant or
book a hotel, you tend to ask your famiy
members and friends for thelr opinions
Online reviews take this a step further
and you can now benefit from the
experiences of the community at large
One may wonder how far the reviews ca-
be trusted. as they could be blased anc
ar written in the heat of the moment. 7o
address these issues, reviews on maost
of the popular sites are moderated and
other members are encouraged to rate
them for their usefulness. Higher ratings
would mean a high rate of accuracy,
which means that the review can be
trusted. Also, sophisticated algorithms
along with manual intervention, fork ous
blased reviews or reviews that seem 1o
have been uploaded by brands.

S0 go out there and voice your
apinion. Just as a review has helped you
your review can make a difference too =
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