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ABOUT RING RING MARKETING

Ring Ring Marketing is the deathcare industry’s premier provider of marketing
solutions for funeral homes, cemeteries, and affiliated industry partners.

RRM founder and CEO Welton Hong is one of the top educators in the industry.
Among numerous other credits, he is:

* Anin-demand speaker at national conferences, including NFDA and ICCFA;
state associations, and mortuary schools

e Aregular contributor to numerous industry publications, including NFDA's
The Director, Kates-Boylston's American Funeral Director, and ICCFA's
Memento Mori

e Author of the celebrated book Making Your Phone Ring with Internet
Marketing for Funeral Homes, Third Edition

Mr. Hong and his team at RRM have a proven record of helping funeral home
owners generate more at-need calls, grow their preneed contracts, improve
website conversions, brand their businesses with social media, dominate local
competitors in search results, protect their market share and much more.
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INTRODUCTION:

Welcome, funeral home directors and owners. Guarding your legacy means taking care
of your reputation. While you may have established your name in your community, it’s
shaped not only by the families you serve in person, but also by what people say about
you online.

If you're holding this guide, you've likely recognized a growing concern: online reviews
are influencing how families choose a funeral provider. You may already be known in
your community for providing compassionate, dignified care, but a single overlooked
review or a weak online presence can shift perception and impact whether someone
reaches out to you.

That’s where this guide comes in. Its purpose is simple: to help you take control of your
funeral home’s online reputation and ensure that it accurately reflects the professional-
ism, warmth, and care you deliver every day.

Families read reviews closely. They want reassurance. They want to know they're
choosing a provider who treats their loved ones with respect. Whether that trust is
earned or lost often comes down to what others have shared publicly.

Inside this guide, you'll find step-by-step strategies to help you:

e Understand how online reviews shape perception

e Respond to negative feedback with empathy and professionalism
e Encourage more families to share positive experiences

e Strengthen your presence on review platforms and search engines
e Use tools to simplify ongoing reputation management

e Highlight testimonials across your website and social media

e Build long-term trust through transparency and consistency

There’s no need to overhaul everything overnight, but with the right steps, you can
shape an online presence that supports the legacy you've built—one that honors the

trust families place in you.

Let's begin.
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CHAPTERT:

UNDERSTANDING THE DIGITAL LANDSCAPE

Today, a funeral home’s reputation isn't shaped solely by word of mouth. Families turn
to online reviews as part of their decision-making process, often before making contact.
What they find can either support or weaken their trust in your services.

1.1 The Role of Online Reviews in
Funeral Homes

Online reviews directly influence how
your funeral home is perceived. Posi-
tive feedback builds credibility and
helps families feel reassured about
choosing your services. On the other
hand, negative comments, especially
if left unaddressed, can lead to hesita-
tion and lost inquiries.

Even critical feedback can be con-
structive. When handled thoughtfully,
negative reviews show that your team
is responsive, professional, and will-
ing to improve.

Key impacts of online reviews include:

e Trust Building: Reviews serve
as social proof that others have
had positive experiences with
your services.

¢ Visibility: More reviews often
mean higher visibility in search
results.

e Perception Control: Respons-
es to both praise and criticism
demonstrate your values and
professionalism.

1.2 How Families Use Reviews to
Make Decisions

Families researching funeral homes often
read multiple reviews before making a
choice. They want insight into how others
were treated and what they can expect.

This audience is diverse: immediate
family, extended relatives, or even
friends helping with arrangements. They
want consistent, honest feedback that
helps them feel confident about their
decision.

What families look for:

e Consistency: Patterns in reviews
that confirm reliability and com-
passion.

e Transparency: Honest responses
to concerns, not just automated
replies.

e Peace of Mind: Stories that show
loved ones were cared for with
dignity.



Your online reviews shape first impres-
sions and influence whether families
reach out for your services. Understand-
ing their impact is the first step toward
managing your digital presence with
care and intention.
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DECODING THE ANATOMY OF REVIEWS

Online reviews don't just influence perception—they provide insight into what families
value most. Knowing what makes a review effective can help you encourage the right
kind of feedback and respond in a way that builds trust.

2.1 What Makes a Positive Review
Stand Out

The strongest reviews do more than
praise your service; they share mean-
ingful stories that resonate with
others who are seeking reassurance.

Elements of impactful positive reviews
include:

e Personal Experience: Families
describing how they were
treated help new clients envi-
sion similar care.

e Specific Details: Mentions of
staff names, accommodations
made, or thoughtful gestures
make reviews more credible.

e Emotional Connection: When
families express comfort or grati-
tude, it reinforces the compassion-
ate nature of your service.

Encouraging these types of reviews high-
lights your strengths and helps others
feel more confident in reaching out.

2.2 Understanding Negative
Reviews Constructively

Negative feedback can be difficult to
read, but it often reveals areas where
expectations were misaligned. When ap-
proached constructively, these reviews
can lead to valuable improvements.
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Common traits of negative reviews include:

e Expectation Gaps: Misunderstandings about services, timelines, or commu-
nication can lead to dissatisfaction.

e Emotional Frustration: Families may express grief, stress, or disappoint-
ment. Acknowledging these emotions is key to responding well.

e Actionable Criticism: Even harsh comments can include suggestions or pat-
terns that highlight service issues worth addressing.

Taking time to understand the underlying concerns allows you to respond thought-
fully and make necessary adjustments.

Every review offers insight. Positive testimonials showcase what you’re doing well,
while negative ones present an opportunity to grow. When you know what to look
for and how to respond, you can use feedback to strengthen your services and
deepen trust with future families.

CHAPTER 3: ONLINE REPUTATION -
THE LIFELINE OF YOUR FUNERAL HOME

A funeral home’s online reputation plays a defining role in whether families choose to
reach out or move on. What people say about your services, both on review platforms
and across the web, forms the foundation of public trust.

3.1 The Direct Impact of Online

Reviews on Business

CUSTOMER
REVIEW

f) Great Customer Services

Your reputation is often the first
impression you make. For many fami-
lies, it's the deciding factor. Reviews
influence not only how your funeral
home is perceived but also how easily
it's found online.




Ways online reviews impact your business:

e Trust and Decision-Making: Families rely on reviews to evaluate your pro-
fessionalism and care before making contact.

e Visibility in Search Results: Google’s algorithms prioritize businesses with a
high volume of recent, quality reviews.

e Client Insight: Reviews reveal what matters most to your clients—compas-
sion, responsiveness, attention to detail.

A strong online presence helps you stand out in a competitive field and ensures
you're considered by families during their time of need.

3.2 Building Credibility Through Testimonials

Testimonials are more than compliments. They are proof of the comfort and care
you've provided. Sharing these stories helps future clients understand the level of
service they can expect.

Benefits of using testimonials include:

e Emotional Connection: Real stories build trust and humanize your brand.

e Clear Value: Clients highlight specific strengths you might overlook, such as
flexible arrangements or clear communication.

e Guidance for Improvement: Patterns in feedback can validate what’s work-
ing and highlight areas to enhance.

Posting testimonials on your website, social channels, or printed materials allows
you to reinforce your reputation using the words of those you've already served.

Your online reputation is more than a reflection of your past—it’s a driver of future
growth. Reviews and testimonials help shape perceptions, establish trust, and
increase your visibility. Investing in reputation management means investing in
long-term credibility and connection with the families you serve.
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CHAPTER 4: APROACTIVE STANCE

ON NEGATIVE REVIEWS

Negative reviews are never easy to deal with, but how you respond to them can either
reinforce your professionalism or raise further concerns. A thoughtful, timely approach
can help protect your reputation and even turn unhappy clients into long-term

advocates.
4.1 How to Respond to Criticism Responding promptly and respectfully
Effectively doesn’t just serve the reviewer. It signals
to everyone watching that your business
Every negative review is a chance to values client relationships.

show families that your funeral home
takes feedback seriously and remains

committed to excellence. A meas- 4.2 Turning Negative Feedback into

_ Growth
ured, empathetic response can help
restore trust and demonstrate your  Not all criticism is unjustified. Often, it
integrity. points to gaps in service, communication,
or expectations. Use this feedback to
Key steps to take: make meaningful improvements.

* Acknowledge the Concern: Ways to create positive outcomes:

Show the reviewer that you've
read and understood their

feedback. e Encourage Dialogue: Reach out
directly to discuss the issue and
e Express Empathy: Recognize listen carefully.
their experience, even if you
disagree with the details. e Correct the Issue: Address any
shortcomings and make adjust-
e Offer Resolution: When ap- ments if necessary.
propriate, invite the client to
speak with youprivately to e Follow Up: When clients see
resolve the issue. action taken, they may revise their

review or post a follow-up.
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Over time, this practice not only resolves concerns but also strengthens the systems
behind your service delivery.

4.3 The Role of a Sincere Apology

A genuine apology when appropriate can ease tension and show that you're com-
mitted to making things right. You don’t need to accept fault for something that
wasn’t your responsibility, but acknowledging someone’s experience goes a long
way in maintaining goodwill.

What a sincere apology communicates:

e Respect: You value the person’s perspective.

e Accountability: You are willing to take responsibility when something goes
wrong.

e Commitment: You are focused on improvement and client satisfaction.

Negative reviews may feel discouraging, but they are also opportunities to show
your character. By responding with empathy, learning from feedback, and taking
corrective action, you build credibility and demonstrate that your commitment to
care extends beyond services—it includes the way you listen and improve.
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CHAPTER 5:

HARNESSING POSITIVE REVIEWS

Positive reviews do more than reflect appreciation—they influence decisions and help
build the kind of trust that encourages families to reach out. Collecting and sharing
these reviews is essential to strengthening your online presence.

5.1 Encouraging Families to Share
Their Experience

Most satisfied clients won't leave a
review unless asked. Reaching out at
the right time and with the right mes-
sage can make a significant differ-
ence.

Best practices for requesting reviews:

e Ask When the Moment Is
Right: Follow up after services
are completed and the family
expresses satisfaction.

e Simplify the Process: Share
direct links to your Google,
Facebook, or Yelp review pages
in follow-up emails or
thank-you notes.

e Personalize Your Request:
Reference specific details from
their experience to make the
message more thoughtful and
genuine.

Being proactive and considerate in your
request increases the likelihood of
receiving detailed, heartfelt testimonials.

5.2 Displaying Reviews for Greater
Impact

Once you've gathered positive reviews,
it's important to put them to work. High-
lighting them in visible places reinforces
your funeral home’s strengths.

Ways to feature your best testimonials:

e On Your Website: Create a dedi-
cated testimonials page or rotate
quotes on your homepage.

e Across Social Media: Share
reviews in posts with a respectful
and professional design.

¢ In Printed Materials: Include select
quotes in brochures or service fold-
ers to support in-person impres-
sions.

RING RING
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Prioritize reviews that highlight your compassion, responsiveness, or attention to
detail—qualities families often value most.

5.3 Leveraging Testimonials to Strengthen Your Reputation

Reviews shouldn’t sit idle. With the proper approach, they can become a key part
of your marketing and trust-building strategy.

Tips to make the most of your reviews:
e Ask Consistently: Make review requests part of your follow-up routine.

e Avoid Incentives: Never offer rewards for reviews, as this can violate plat-
form policies and affect your credibility.

e Repurpose Strategically: Use positive feedback in ads, newsletters, or email
campaigns to reinforce your message.

The more consistently you collect and share genuine reviews, the stronger your
online reputation becomes.

Positive reviews are one of your most valuable assets. When requested thoughtfully
and shared strategically, they offer powerful validation of your funeral home’s care
and professionalism. They not only reassure families you've served but also influence
those still deciding who to trust.

CHAPTER 6:
THE POWER OF LOCAL SEO AND REVIEWS

For families searching for funeral services,
proximity often matters just as much as
trust. Local SEO ensures your funeral

home appears in search results when
families in your area are looking for help.
Online reviews play a critical role in this
visibility.
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6.1 How Local SEO Supports
Funeral Home Visibility

Local SEO focuses on improving your
visibility for searches in your  geo-
graphic area. It connects you with
families nearby who are actively seek-
ing funeral services.

Key benefits of local SEO include:

e Targeted Reach: Helps local
families find your business
quickly when they search for
“funeral homes near me” or
similar terms.

e Community Presence: Rein-
forces your role as a trusted
provider within the community.

e Higher Engagement: Increases
phone calls, website visits, and
directions requests from local
prospects.

6.2 The Role of Reviews in Local
Search Rankings

Search engines assess your reviews to
determine how relevant and trustwor-
thy your business appears. A strong
review profile contributes to both your
ranking and your credibility.

RING RING

Ways reviews support local SEO:

e Trust Signals: Google prioritizes
businesses with consistent,
high-quality reviews.

e Keyword Relevance: When
clients mention your services like

“cremation,” “memorial service,”
or “compassionate staff,” those
keywords improve your relevance

in searches.

e Recency and Frequency: Ongoing
review activity signals that your
business is active and engaging
with clients.

6.3 Best Practices for Maximizing
SEO Impact

Improving your SEO isn’t just about key-
words—it’s about consistency, engage-
ment, and ease of discovery.

Actionable steps include:

e Encouraging Detailed Reviews:
Ask clients to describe their expe-
rience and mention the services
they used.




e Responding Thoughtfully: Reply to reviews and naturally include key
phrases such as “thank you for choosing our chapel” or “we’re honored to
provide compassionate care.”

¢ Maintaining NAP Consistency: Ensure your name, address, and phone
number are the same across all directories and platforms.

¢ Using Google Business Profile: Regularly update your listing, add photos,
respond to questions, and invite reviews.

Local SEO and online reviews work hand in hand to increase your visibility and credibility.
When your business is easy to find and backed by meaningful testimonials, families are
more likely to choose your services with confidence. An optimized local presence ensures
you're seen by the people who need you most, right when they’re looking.

CHAPTER 7: SOCIAL MEDIA AND

REVIEWS - ADYNAMIC DUO

Social media has become an essential part of how families discover, evaluate, and engage
with funeral homes. When combined with positive reviews, these platforms can extend
your reach and reinforce your reputation across your local community and beyond.

7.1 Sharing Reviews on Social Platforms

Posting positive reviews on social media helps prospective clients see what real families
say about your service. It brings your care and professionalism into public view.

Effective ways to showcase reviews:

e Create Visual Posts: Turn e Tell the Story: Share a brief back-
reviews into graphics or images ground (with permission) to make the
with respectful branding and testimonial more relatable.
layout.
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e Use Multiple Platforms: High- ¢ Incorporate Video: When appropri-
light reviews across Facebook, ate, use short client video testimoni-
Instagram, and LinkedIn to als to deepen emotional impact.
meet audiences where they
are.

Highlighting kind words from real families builds credibility and reminds your audience
of the compassion you provide.

7.2 Managing Social Media Feedback Responsively
Reviews and comments on social media can move quickly, especially the negative ones.
Proactive monitoring and thoughtful responses are essential to protecting your reputa-

tion.

Best practices for engagement:

e Respond Promptly: Acknowl- e Use Social Listening Tools:
edge both praise and concerns Tools like Mention or Hootsuite
without delay. can help you stay informed of

brand mentions across plat-

e Stay Professional: Always forms.
reply with calm, respectful
language—even when criticism e Encourage Reviews: Share
is unfair. links and reminders to make it

easy for satisfied clients to
leave a review.

Remaining engaged shows that you're attentive, responsive, and committed to main-
taining strong relationships both online and in person.

7.3 Extending Review Impact Through Ads
Reviews can strengthen your marketing efforts, especially when integrated into social

media advertising. They lend third-party credibility that builds trust with new
audiences.
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Smart ways to use reviews in ads: ¢ Reinforce Local Trust: Emphasize

] reviews from local families to build
e Add Snippets to Ad Text:

Include short quotes that high-
light emotional benefits or

community connection.

Incorporating real experiences into ad
service quality. content helps you stand out in a sea of

generic messaging.
e Feature a Family Story: With

permission, craft ads around a
family’s testimonial for a more
personal feel.

When used together, social media and online reviews help humanize your brand, reinforce
community trust, and draw in new families. Every post, response, and shared testimonial
gives others a clearer picture of your care and professionalism right where they're already
spending time online.

CHAPTER 8: ADVANCED TOOLS AND
STRATEGIES FOR REPUTATION MANAGEMENT

Managing your online reputation becomes more efficient and more effective when you
incorporate the right tools and long-term strategies. These resources help you stay ahead
of feedback, monitor public perception, and continually strengthen your visibility and trust.

8.1 Tools to Monitor and Improve Your Online Reputation

Technology can help you track conversations, respond quickly, and understand how
your funeral home is perceived across multiple platforms.

Recommended tools:

e Review Management Plat- e Social Listening Software: Brand24,
forms: Tools like Birdeye, Mention, or Hootsuite allow you to
Podium, or ReviewTrackers monitor your name or keywords
centralize reviews from various across social media, blogs, and
platforms and offer features forums in real time.

like alerts, response templates,
and analytics.
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e Google Alerts: A simple, free e SEO Platforms: SEMrush and Moz

tool to receive email notifica- help monitor local search perfor-
tions when your business is mance, keyword rankings, and techni-
mentioned online. cal site improvements.

Using these tools regularly gives you the data you need to stay informed and
responsive.

8.2 Ongoing Strategies to Strengthen Your Reputation

Beyond responding to reviews, proactive reputation management means establishing
your voice online, building credibility, and maintaining consistency.

Best practices to implement:

e Content Marketing: Share ¢ Influencer Collaboration: Partner
educational, compassionate with trusted voices in your community
content through blogs, videos, who can vouch for your professional-
or infographics that answer ism and compassion.
families’ questions and high-
light your care. e Business Directory Accuracy: Claim

and update your listings on platforms

e Community Engagement: Join like Google Business Profile, Yelp,
conversations in local Facebook Yellow Pages, and funeral-specific
groups or industry forums. directories. Ensure your name, ad-
Offer thoughtful input, not dress, and phone number are consist-
sales messages. ent everywhere.

These ongoing efforts build visibility while reinforcing your commitment to transparency
and service.

Advanced tools and proactive strategies allow you to manage your reputation with inten-
tion. Rather than reacting to feedback, you’ll shape how families find and view your funeral
home, creating a presence that reflects your care, reliability, and leadership in the commu-
nity.
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You've now completed this comprehensive guide on managing and strengthening your
funeral home's online reputation. By implementing the strategies outlined in each chapter,
you're taking meaningful steps toward building a trusted, visible, and compassionate pres-
ence that families can rely on.

Recap of Key Strategies

e Understanding the Role of Reviews: Recognize how online feedback shapes
perceptions and drives decision-making.

¢ |dentifying What Makes Reviews Effective: Learn what separates helpful,
trust-building testimonials from vague or emotional criticism.

¢ Responding to Negative Feedback: Use empathy and professionalism to
resolve concerns and turn negative experiences into opportunities.

e Encouraging and Showcasing Positive Reviews: Ask for testimonials at the
right time, and highlight them on your website, social media, and printed
materials.

e Strengthening Local SEO with Reviews: Improve your visibility in search
results by leveraging detailed, consistent client reviews and optimizing your
business listings.

e Maximizing Social Media and Review Integration: Share positive feedback
across social platforms and respond publicly to both praise and concerns to
build community trust.

e Using Tools and Strategies for Ongoing Management: Adopt review plat-
forms, SEO tools, and social monitoring systems to manage your reputation
more efficiently and strategically.
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Creating Your Action Plan

Now is the time to put these strategies into motion. Review each section, decide
where to start, and outline a simple plan. Whether you're updating your Google Busi-
ness Profile, responding to recent reviews, or requesting new testimonials from fami-
lies, take one step at a time—and track your progress along the way.

Final Tips for Success

e Stay Consistent: Maintain a regu- e Monitor and Improve: Track results
lar schedule for monitoring over time and adjust your approach
reviews, posting updates, and based on what resonates with fami-
asking for feedback. lies.

e Engage with Empathy: Your By following these steps, your funeral
responses should reflect the same home can stand out online for the right
care and understanding you show reasons—honoring both your values and
in person. the families you serve.

Get in Touch with Us

Take the first step in taking control of your online reputation. Allow us to conduct a com-
prehensive audit of your online reputation free of charge. This audit will provide valuable
insights into your current reputation, identify areas for improvement and suggest actiona-
ble strategies tailored to your funeral home's unique needs.

Don't leave your online reputation to
chance. Let us help you shape it, manage
it and turn it into your most valuable
marketing asset.

RING RING

To schedule your free online reputation ’ MARKETING
audit, call us at (888) 383-2848 or email

us at info@ringringmarketing.com. Take

the reins of your online reputation today

and let us help you transform it into a

beacon that draws potential clients to your

outstanding funeral home.

RING RING



https://www.ringringmarketing.com/contact-us/?utm_source=guide&utm_medium=pdf&utm_content=guarding-your-legacy-navigating-online-reputation-for-funeral-homes
tel:8883832848
mailto:info@ringringmarketing.com

because distance means SO

little when you are connected
and able to stay in touch with
everyone everywhere

WELTON HONG

FOUNDER & CEO
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You can reach us at info@ringringmarketing.com
or toll-free at (888) 383-2848
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