
O n l i n e  R e p u t a t i o n  M a n a g e m e n t  P l a t f o r m



Online Reputation Management (ORM) is the process of managing and maintaining the public
perception of a brand or business online by responding to negative comments, gaining positive 
reviews, and monitoring brand mentions.

78% of buyers check reviews before making a purchase  - Gartner

75% of consumers trust 
a company more if it has 

positive reviews

92% of consumers read 
online reviews to learn 

about a business

67% of consumers will not 
buy from a business that 

has 1-3 bad reviews!

80% of consumers change 
their mind because of online 

reviews



Increase reviews to improve 
local search rankings

Show customers that their opinions are valued 
and that the business is  willing to address any 
issues that may arise

Ensure accurate business 
listings on review sites

Use review feedback and 
sentiment to improve the business

Demonstrate customer centricity by
• actively understanding & resolving persistent 

issues 
• effectively identifying & addressing customer 

needs and expectations

Market positive customer 
sentiment and appealing 

customer feedback

Online 
Reputation

Strategy



MANAGE CAPABILITIES
§ Multi-site review listings monitoring with 

sentiment analysis indicators

§ AI-based review response suggestions to 
professionally respond to ‘difficult’ 
reviews

§ Customizable response templates for 
positive & negative reviews

§ Ticket creation with escalations to ensure 
issue resolution

REQUEST METHODOLOGIES
§ Request satisfied customers to 

leave reviews via CSAT sensor

§ Regular email/SMS campaigns 
requesting reviews

ANALYZE ENABLERS
§ Roll-up analytics for review scores and trends
§ Drill-down analysis based on enterprise 

hierarchy or customer segmentations
§ Machine-learning driven review text 

categorizations with sentiment analysis



Your Picture Here

Email 
campaigns

Requesting from 
surveys (targeting 
satisfied customers) Campaign 

performance 
monitoring





AI-generated 
suggestions

Bulk response 
with rules and 
templates

Response template 
management



Site Response Posting Method

Google Direct from Emojot ORM

Facebook Direct from Emojot ORM

TripAdvisor Respond to the review via popup

Booking.com Respond via popup after searching for the review

Expedia Respond via popup after searching for the review

Agoda Respond via popup after searching for the review

Hotels.com Respond via popup after searching for the review



Resolution analytics

Follow-up 
ticket flow





Machine learning based 
review comment 
categorization

Sentiment 
analysis of 
review 
comments

Sentiment 
analysis of 

categorized 
comments



Customer lifecycle infinity loop:

1. Awareness – recognition of a need or 
problem

2. Consideration – research solutions to 
solve a need or problem

3. Purchase – decide on a product or 
service to solve a need or problem

4. Advocacy – spread the word about the 
greatness of a product or service

5. Loyalty – repurchase product or service 
because of initial satisfaction

Provide capabilities to place the customer at 
the center of the business throughout the 
customer journey.

Emojot platform philosophy:
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About Emojot



Automotive

EducationRetail Travel & Logistics

Partners

Manufacturing Healthcare Tech, Telco & BFSI

Other

About Emojot



§ Formerly held leadership positions 
at Hewlett Packard, ProStor 
Systems, ActiveScaler, Lavante, 
and FutureDial. 

§ B-EE with highest honors -
Georgia Institute of Technology; 
MBA with distinction - Carnegie 
Mellon University

Frank Harbist
President, CEO
& Board Member

Shahani Markus
Founder, CTO
& Chairperson 

§ Formerly at IBM TJ Watson, 
Prescient Markets, Virtusa, ICT 
Agency of Sri Lanka, and University 
of Moratuwa

§ BS (Computer Science & 
Mathematics); MS (Mathematics); MS
(Computer Science); PhD (Computer 
Science), Purdue University USA

Andun Gunawardene
Director, Engineering
BSEE First Class Honors
(University of Moratuwa)

Sach Ponnamperuma
Director, R&D
BSEE First Class Honors
(University of Moratuwa)

Manjula Dissanayake
Board Member
Ph.D. in Entrepreneurship
(University of Adelaide)

Headquartered 
in Silicon Valley, USA

Subsidiary in 
Colombo, Sri Lanka

9 US patent 
applications -
3 granted & 
6 pending 

About Emojot



www.emojot.com
info@emojot.com

Contact us for your 
customer centric 
transformation
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