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Sources: 
FTC Marketer Guidelines (Near Media)
Solicitng Reviews (FTC)

The new FTC 
business marketer 
guidance

NO review gating

NO selective review display

Positive & negative reviews

TREATED EQUALLY

Incentives made explicit

Connections between reviewer & business
disclosed

https://www.nearmedia.co/ftcs-business-marketer-guidelines/
https://www.ftc.gov/tips-advice/business-center/guidance/soliciting-paying-online-reviews-guide-marketers-0
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“My review platform 
made me do it”

Fashion Nova to the FTC:

The FTC to Fashion Nova:
“Yeah…. right”

Source: The FTC Gets Serious

https://www.digitalcommerce360.com/2022/02/03/the-ftc-gets-serious-about-policing-online-reviews/
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High profile announcement

New guidance

Letters to 10 (+700) platforms

FTC wanted your 
attention



© 2022 Near Media, LLC

@mblumenthal

Working with other 
companies:
• Know what the review platform does

• Your business is responsible for SEO 
and reputation management firm’s 
behaviors

• Don’t misuse platform review flagging 
options

• No pay to play on comparison review sites

The business is 
responsible.

Sources:
FTC Marketer Guidelines (Near Media)
Solicitng & Paying for Reviews (FTC)

https://www.nearmedia.co/ftcs-business-marketer-guidelines/
https://www.ftc.gov/tips-advice/business-center/guidance/soliciting-paying-online-reviews-guide-marketers-0
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Are platforms & 
agencies off the 
hook?

“Yeah…. right”
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Yotpo’s star-rating 
and sentiment filter:

• Provided the means to easily & 
deceptively suppress negative reviews

• Mislead consumers that reviews 
displayed reflected the views of all 
purchasers who submitted reviews.

FTC staff has 
determined not to 
enforce at this time
due to changes & co-
operation .

Sources:
Staff Closing Letter to Yotpo, Ltd. 
FTC Kills 'Review Gating

https://www.ftc.gov/system/files/documents/closing_letters/nid/202_3039_yotpo_closing_letter.pdf
https://www.nearmedia.co/ftc-drops-a-4-2-review-abuse-fine/
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The new platform 
(agency) guidance

Sources:
FTC Platform Guidelines (Near Media)
Featuring Online Reviews

Review Collection

Review Moderation

Review Publication

https://www.nearmedia.co/ftc-review-platform-guidelines/
https://www.ftc.gov/tips-advice/business-center/guidance/featuring-online-customer-reviews-guide-platforms
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Review Collection

● Don’t ask for reviews only from 
people you think will leave 
positive feedback.

● If you offer a review incentive don’t 
condition it, explicitly or implicitly, on 
being positive.

● Don’t prevent or discourage 
people from submitting negative 
reviews.

The new platform 
(agency) guidance

Sources:
FTC Platform Guidelines (Near Media)
Featuring Online Reviews

https://www.nearmedia.co/ftc-review-platform-guidelines/
https://www.ftc.gov/tips-advice/business-center/guidance/featuring-online-customer-reviews-guide-platforms
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Review Moderation

● Verify that reviews are genuine 
and not fake/manipulated.

● Don’t edit reviews to alter the 
message.

● Treat positive and negative 
reviews equally.

● Don’t subject negative reviews 
to greater scrutiny.

The new platform 
(agency) guidance

Sources:
FTC Platform Guidelines (Near Media)
Featuring Online Reviews

https://www.nearmedia.co/ftc-review-platform-guidelines/
https://www.ftc.gov/tips-advice/business-center/guidance/featuring-online-customer-reviews-guide-platforms
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Review Publication

● Publish all genuine reviews & 
don’t exclude negative ones.

● Don’t display reviews in a 
misleading way.

● Be sure incentives are clearly & 
conspicuously disclosed.

● Disclose how you collect, 
process & display reviews & 
calculate ratings.

The new platform 
(agency) guidance

Sources:
FTC Platform Guidelines (Near Media)
Featuring Online Reviews

https://www.nearmedia.co/ftc-review-platform-guidelines/
https://www.ftc.gov/tips-advice/business-center/guidance/featuring-online-customer-reviews-guide-platforms
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Sources:
FTC Platform Guidelines (Near Media)
Featuring Online Reviews

Living with the new 
standards

● Understand your risk

● Think Differently

● Make Lemonade

https://www.nearmedia.co/ftc-review-platform-guidelines/
https://www.ftc.gov/tips-advice/business-center/guidance/featuring-online-customer-reviews-guide-platforms
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Mostly very small 
but….“it depends.”

What is your risk of 
FTC investigation?
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Sources:
The 10 Review Platforms Who Got Warnings (Near Media)

Recent FTC Actions

For either gating or 
suppression:
● Dealer Rater
● Adentro
● Signpost
● Rallio
● Reputation.com
● EyeRate
● Grade.us
● Oggvo
● Mindbody
● GoSite

Warning Letters to 10 
Review Platforms

https://www.nearmedia.co/ftc-review-fraud-letters-the-platforms-who-got-them/
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Corporate America on Notice

Eases Future Punishments

FTC sent Guidance 
letters to 700+ Co.
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What increases your 
risk?

If you…
• received a letter
• use one of the 10 

platforms
• gate/suppress at scale
Source: 
The 10 Review Platforms Who Got FTC Warnings

https://www.nearmedia.co/ftc-review-fraud-letters-the-platforms-who-got-them/
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The real risk is your 
customer!

Customers expect 
honesty.

Customers are getting 
smarter.
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● Understand your risk

● Think Differently

● Make Lemonade
Sources:
FTC Platform Guidelines (Near Media)
Featuring Online Reviews

Living with the new 
standards

https://www.nearmedia.co/ftc-review-platform-guidelines/
https://www.ftc.gov/tips-advice/business-center/guidance/featuring-online-customer-reviews-guide-platforms
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Impact of Gating

10,000 Locations

Source: Does Gating Impact Star Ratings

https://www.nearmedia.co/ftc-drops-a-4-2-review-abuse-fine/
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Source: Does Gating Impact Star Ratings

https://www.nearmedia.co/ftc-drops-a-4-2-review-abuse-fine/
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Review Suppression 
Doesn’t Work

Customers want to assess 
the negatives

Customers don’t believe 
“perfection”

Source:
Study shows 5 Star ratings are not best

https://gatherup.com/blog/study-shows-perfect-5-star-review-ratings-arent-best/
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Review Suppression 
Doesn’t Work

Why?
Most clients stop at 
Google.
Source:
Google as your new home page

https://gatherup.com/blog/google-as-the-new-home-page/
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Sources:
Build a better business using complaints
Featuring Online Reviews

● Understand your risk

● Think Differently

● Make Lemonade

Living with the new 
standards

https://gatherup.com/wp-content/uploads/2017/09/Build-Better-Business-with-Customer-Complaints-GetFiveStars.pdf
https://www.ftc.gov/tips-advice/business-center/guidance/featuring-online-customer-reviews-guide-platforms
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Making reviews work 
for you

Create a Terms of Service 
(TOS).

Moderate, moderate, 
moderate.

Source:
Study shows 5 Star ratings are not best

https://gatherup.com/blog/study-shows-perfect-5-star-review-ratings-arent-best/
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Source:
FTC Closing Letter Footnote

TOS creates a 
standard for review 
removal

FTC: Not required to display 
reviews

• That are unlawful, harassing, 
abusive, obscene, vulgar, or 
sexually explicit

• Inappropriate re race, gender, 
sexuality, or ethnicity

• Unrelated to your 
services/products

• Criteria for withholding is 
uniform

https://www.ftc.gov/system/files/documents/closing_letters/nid/202_3039_yotpo_closing_letter.pdf
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Review TOS Examples

• Barbara Oliver Review 
Content Guidelines

• Allstate Online Review Policy 
• PODS Online Review Policy 
• GMap User Contributed 

Content Policy
• Google Review Specific 

Criteria
Source:
FTC Closing Letter Footnote

TOS creates a 
standard for review 
removal

https://barbaraoliverandco.com/review-terms-service/
https://www.allstate.com/about/why-an-agent/online-review-policy.aspx
https://www.pods.com/customer-reviews/online-review-policy
https://support.google.com/contributionpolicy/answer/7422880?hl=en
https://support.google.com/contributionpolicy/answer/7411351?hl=en&ref_topic=7422769
https://www.ftc.gov/system/files/documents/closing_letters/nid/202_3039_yotpo_closing_letter.pdf
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Moderation strategies:
• Show all then remove 

violations
• Show none and then publish

Agency service 
opportunities:
• Customizing TOS
• Moderation services

Source:
FTC Closing Letter Footnote

Moderated 
consistently

https://www.ftc.gov/system/files/documents/closing_letters/nid/202_3039_yotpo_closing_letter.pdf
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Succeeding 
with reviews

4

Moderate reviews equally

Ask everybody & 
publish all reviews

Respect your customers

Create a TOS
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The real secret:

Source: 
Build a better business using complaints

Suck less.Build a better business.

https://gatherup.com/wp-content/uploads/2017/09/Build-Better-Business-with-Customer-Complaints-GetFiveStars.pdf
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