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Synopsis / Key Insights

Online reviews help companies 
understand consumer 
perspectives. 



Reviews, both negative and 
positive, empower brands with 
valuable behavioral insights that 
help them improve their 
customer service processes and 
nurture customer relationships.

There is so much consumer insight 
to be gleaned from negative 
reviews as customer service teams 
can streamline their processes to 
keep customer satisfaction high. 



To explore the impact of reviews, 
we asked consumers to explain 
their importance and what they are 
seeking from companies to secure 
their trust.

Here are some key insights

from the PissedConsumer survey:

The top 5
Companies 
consumers complain 
about are Amazon, 
Facebook, eBay, 
Temu and Lyft.

14.8%
of respondents were 
threatened by 
companies to delete 
their negative 
reviews.

89%
of surveyed 
consumers said 
negative reviews 
impacted their 
purchasing decisions.

75.5%
of consumers trust 
online reviews.

53.3%
of consumers trust

a company with a 
high-star rating.

86%
prefer to leave an 
online review about 
an experience they 
had with a company.

63.3%
of consumers 
always read reviews 
before a purchase.

91.1%
of survey 
respondents pay 
attention to positive 
& negative consumer 
experiences when 
reading reviews.



Investigating how consumers feel about their 
purchasing experiences and how they like to 
express their views demonstrates that online 
reviews are evolving as a consumer tool. 



PissedConsumer.com conducted an online 
survey of its website visitors to discuss their 
feelings about online reviews & reveal their impact. 



The number of respondents is 1,681.
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Methodology

Location:

USA 84.5%

Canada 7%

UK 6.4%

Australia 2.1%

Gender:

Male 51.5%

Female 47.%

Other genders 0.7%

Age:

65+ 62.6%

55-64 8.8%

45-54 3%

25-34 1.2%

18-24 0.4%

This survey was 
conducted in 
November 2023

We asked the respondents:

whether or not they consult online reviews 
before a purchase;

if negative reviews affect their buying 
decisions;

whether or not they read online reviews;

if they leave their own reviews - both 
positive and negative;

what helps them to trust a company;

whether or not they contact a company 
before leaving a review;

whether or not brand responses to reviews 
affect their decision to buy a product.
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Online Review Trends 
& Statistics

Consumers have let us know what has 
caused them problems in 2023. The most 
common reason for complaints has been 
poor customer service, followed by 
dissatisfaction around price and concerns 
over scamming.



When consumers contact customer service, 
they are most likely to be looking for a refund 
or have a question about delivery.



The third most popular reason for customer 
contact is seeking an apology, which may 
also be expressed through online reviews.


Did you know?
Poor customer 
service is the number 
one reason for 
customer complaints.

Why?
If customers believe they are not being listened 
to or that their problem is not adequately 
resolved, this may create frustration.

Top Reasons for 
Complaints in 2023

Poor customer 
service

Price

Scam

Poor quality

False advertising
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Top Locations for Consumer 
Complaints in 2023

The most complaints received were from the United 
States, with 505,461. India was second with 103,564 
& the United Kingdom came in third with 51,641.



Most complaints being gathered in the United States, 
India & the UK may point to dissatisfaction with 
customer service which affects how consumers 
view brands.

10 625
Reviews

Australia


29 804
Reviews

Canada


51 641
Reviews

United

Kingdom

103 564
Reviews

India


505 461
Reviews

United

States

Top Industries Clocking Up 
Consumer Complaints in 2023 Did you know?

64.4% of survey 
respondents used 
Amazon for online 
reviews.

It’s interesting to note which sectors are 
gathering the most complaints in reviews 
during 2023.
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Some might find it surprising that 
the number one industry creating 
complaints is that of auctions & 
marketplaces.

Why?
This may be because so many 
companies and individuals are 
involved in these processes, so 
gaining consistent service is more 
challenging.

Top industries that receive 
complaints in 2023

Auctions and 
marketplaces

80 031

Reviews

Media 64 025

Reviews

Footwear and 
clothing

57 002

Reviews

Dating & social 
networking

42 167

Reviews

Food delivery 39 073

Reviews

The top companies on this list won’t surprise 
many people as they are all recognizable 
international brands. 



As brands grow, it’s important that they still 
pay attention to a more personalized 
customer experience to ensure consumers 
feel looked after.

23 514

Reviews

18 110

Reviews

15 673

Reviews

14 376

Reviews

14 175

Reviews

9 802

Reviews

8 808

Reviews

7 986

Reviews

7 891

Reviews

7 675

Reviews

Top Companies Notching 
Consumer Complaints in 2023
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The top 3 most popular reviews this year 
have been about different companies and 
varying issues. However, one thing stands out 
in them all - a disappointment with customer 
service.

The 3 Most Popular Reviews in 2023

Did you know?
The top 3 most 
popular reviews in 
2023 were about 
Lowes, Temu and Jet2.

A customer ordered a Lowes washer/dryer to be delivered. 
It wasn’t delivered on time, not everything was delivered, 
plus the driver dropped and damaged the product while 

delivering. Full review.

Lowes review

The consumer leaving a review about this company 
complained about the lack of customer service and the 

treatment of customers by Temu. The customer said they 
would take to social media to raise awareness. Full review.

Temu review

The reviewer and partner were not allowed to board their 
flight as they were accused of being drunk. They have not 

received an apology or a refund. Full review.


Jet2 review

https://lowes.pissedconsumer.com/damaged-product-and-lowes-did-nothing-202303114429011.html
https://temu.pissedconsumer.com/level-of-customer-service-202306234716644.html
https://booking.pissedconsumer.com/my-flight-202310065184894.html
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Online Reviews Are 
Trusted by Consumers

The consumption of online reviews is soaring 
in today’s consumer landscape. Online 
reviews have consistently scored highly in 
trustworthiness among consumers, 
compared to more traditional marketing 
channels, with 75.5% of survey respondents 
saying they trust online reviews.

This may be because shoppers 
believe that those consumers leaving 
reviews are not motivated by 
marketing objectives or business 
goals, & so they value these reviews 
as being more trustworthy & reliable.



Consumers trust other consumers to 
pass on important information about 
businesses. In particular, they trust 
registered users and their family and 
friends. Companies should take note, 
as customer dissatisfaction can 
spread quickly, especially if issues are 
not dealt with promptly and to an 
acceptable level.

Why?
Customers trust other 
customers sharing their 
purchasing experiences.

Do you trust online 
reviews?

75.5%
Yes

No

24.5%

Do you trust reviews from:

Registered 
users 43.6%

It doesn’t 
matter to me 34.3%

Friends/
family 18.3%

Anonymous 
reviewer 3.7%
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What’s important in a review?

Consumer

experiences 91.1%

Star rating 64.4%

Company 
responds


to reviews
51.6%

Review 
count 43.4%

If the review 
has proof 38.8%

Registered 
user's review 32%

The length

of the review 11.8%

Authenticity is valued by 
consumers. They want to hear 
other consumer perceptions and 
they consult star ratings for a 
simple way to validate their 
purchasing decisions. 

Consumers now consult online 
review platforms more regularly 
than in previous years. They are 
now seen as a source of 

valuable purchasing and public 
information as consumers can 
find out how others experience a 
brand’s products and services.

Some people don’t consult online 
reviews before buying. Reasons 
range from not believing they are 
all true or suspecting companies 
are selective with the information 
they share, to the suspicion some 
are fake. 



The slant is clear - it is vital for 
companies to promote positive 
online reviews & to deal honestly & 
helpfully with negative reviews, 
strengthening their brand 
reputation & keeping customers 
happy.

The importance of online review 
platforms

Did you know?

91.1% of survey respondents 
rate consumer experiences as 
being the most essential aspect 
of online reviews.
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Did you know?

34.2% of surveyed consumers 
use the PissedConsumer platform 
for online reviews.

Why?

This insight empowers consumers 
to make informed buying decisions 
so they minimize their purchasing 
risks as much as possible.

64.4%

55.8%

Official 
company 

website
43.2%

34.2%

28%

27.3%

21.4%

19.7%

Additionally, it’s not just the 
products that potential customers 
are checking out in online reviews.

Customer service experiences are 
also key in helping browsers turn 
into buyers if customer service 
teams connect well and 
communicate effectively with 
their customers.

When these vital nuggets of 
information are shared in online 
reviews, customers take note as 
positive brand reviews can build 
and transform online reputations.

What platforms do you use 
for online reviews?

Nearly all consumers consult 
online reviews before buying. For 
brands, social listening is key to 
making sure they are addressing 
as many concerns as possible.

Do you read online reviews?

Did you know?

90.6% of surveyed consumers 
found online reviews helpful 
before a purchase.
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Do you read online 
reviews before 
making a purchase 
decision?

90.6%
Yes, they 

are helpful

9.4%

No, I never 
read them

Many customers seeking to buy a product 
want to connect with others through a 
shared experience. If someone else has 
found a great item that delivers exactly what 
they want and need, that can be a powerful 
purchasing motivator.



Being able to pinpoint the timeframe when 
consumers consult online reviews is 
significant for businesses. Nearly two-thirds 
read reviews before purchasing to check 
they are making the right choices.

However, 6.9% only read online 
reviews if they are about to visit 
a certain place, such as a hotel 
or restaurant.



Additionally, this group also 
consults reviews when they don’t 
know a product or if they are 
worried about a scam & want to 
avoid losing money.

When do you read online 
reviews?

63.3%

I always read reviews 
before the purchase

6.9% Other

I read reviews only when 
I don't know the brand

I want to purchase from

28.8%

Key expert insight:


 Assistant Professor of Marketing, Ph.D.


Online reviews improve business reputation, and increase 
consumer welfare by empowering consumers to make better, more 
informed, more responsible purchase decisions.

Martina Pocchiari,

“

”

https://bizfaculty.nus.edu.sg/faculty-details/?profId=746
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Resolving Negative Reviews 
Helps Build a Reputation

Only prioritizing positive reviews 
and promoting them without 
exception has the potential to 
damage a brand’s online and 
offline reputation.

It can be very easy to ignore 
negative reviews and pretend 
they don’t exist. However, 
customers take note and make 
judgments based on a brand’s 
responses.

What consumers have to say:

What are the reasons you have for avoiding online reviews?

Because they aren't all true.

They are picked by the company 
to make themselves look good.

In my opinion some places pay 
for a favorable review.

Worthless.

Too many false reviews.

I am not interested in them.

I think some of them are not true.

I think some of them are not true.

Don't trust them.

Most are either fake or written 
by disgruntled customers. There 
are companies out there who 
help with online reviews.

I have been contacted by 
merchants and offered money or 
products to change my review if 
it contained a negative opinion.
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These are hugely influential when it 
comes to helping customers 
decide whether to buy an item

or leave it in their cart.

Why?

Because of survey 
respondents say negative 
reviews impact their purchasing 
decisions.

 89% 

Did you know?

72.1% rely on reviews and won’t 
buy after reading a negative 
review of a product.

Do negative reviews impact 
your purchase decisions?

89%
Yes

1.8% No

9.2% RarelyFor many, an initial negative review 
is like a warning sign – a red flag 
indicating that there may be 
something wrong with a product 
or a brand. Customers notice the 
ways brands respond to reviews 
that aren’t all that glowing.

Why?

15.5% of surveyed consumers 
said that negative reviews make 
them do more research and 
check sites for further evidence 
about a product or service.

If a company replies promptly to a 
negative review and tries to be 
helpful with supportive advice or a 
quick resolution, this is worth its 
weight in gold to both the 
consumer and the brand.

When you see many negative 
reviews on the product/service 
you want to buy, you:

Rely on reviews 
and don’t buy 72.1%

Other 15.5%

Still buy but 
check it out by 

yourself
6.3%

Ask your friends’ 
opinions on the 

product
6.1%
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Did you know?

15% of consumers look for a 
detailed description of a product 
or check all of the good and bad 
reviews so that they can make a 
reasoned decision around 
purchase for themselves.

Would you rather trust a 
company that has:

High-star rating 53.3%

Negative reviews 
but with company 

responses
40.6%

Only positive 
reviews 30.1%

Other 15%

Key expert insight:


 Assistant Professor of Marketing, Ph.D.


Negative reviews are a valuable source of information for 
consumers who sometimes seek the negative aspect of a product 
before even looking for the positives. They help businesses improve 
on customer pain points and reduce churn.

Martina Pocchiari,

“

”

Confidence in 
Websites is Precious

Keeping faith in brands both 
online and in-store is a delicate 
process. One false move and 
that faith can be broken.

Did you know?

67.9% of consumers trust 
brands with 4* and higher ratings.

https://bizfaculty.nus.edu.sg/faculty-details/?profId=746
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Why?
If ratings fall, it can be hard for 
businesses to convince customers 
to have faith in their services.

This isn’t a fatal failure though; 
brands can work hard on their 
reputation and customer 
relationships to improve their 
communications and the 
confidence customers have in 
their services.



Many companies believe that 
only a five-star rating will do.

It’s interesting to note that not all 
customers follow this line of 
thought, with only 20.1% 
convinced by solely five-star 
ratings.

Would you rather trust a 
company that has:

20.1%

67.9%

15.2%

0.7%

0.5%

I don't pay 
attention to 

rating
11.9%

Michael Podolsky, CEO

of 
highlights that unsolved 
complaints can escalate into 
lawsuits and punishing fines. 
That’s why silencing negative 
reviews is not an option.

PissedConsumer.com 
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The exponential rise of fake 
reviews is also of concern. Fake 
and promotional reviews can 
deteriorate consumers’ trust in 
other people’s opinions, in the 
digital platforms that host them, 
and in the entire opinion-sharing 
ecosystem.

The threat of fake reviews

https://www.pissedconsumer.com/
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Fake reviews harm all companies. The 
practice does not help any brand build 

a reliable, trustworthy, or transparent 
company that consumers want to return

to again and again. 



The distortion of trust through fake reviews 
is a critical issue. Fake reviews not only 
mislead consumers but also damage 
legitimate businesses, creating a skewed 
marketplace where dishonesty thrives.



Consumers may feel that, once they 
encounter one fake review relating

to a specific company, they won’t be able 
to trust any reviews about that business 
again.

Did you know?
Based on our recent 
survey results, over 

of consumers 
are aware of fake 
reviews.

88% 

Have you heard 
about fake reviews?

88.3%
Yes

11.7%

No

Key expert insight:


 Managing Director,                                                      
Global Anti-Scam Alliance (GASA)


We found that 78% of people encountered at least one scam last 
year, and the distortion of trust through fake reviews is a critical 
issue that fuels this. They not only mislead consumers but also 
harm legitimate businesses.

Jorij Abraham,

“

”

https://www.gasa.org/


Customers like to be seen and 
heard. It’s equally as likely that 
they will shout about a great 
product or service as they are to 
highlight something they are not 
happy with. 



This is why customers like to 
share their feedback about 
products and services in the 
form of an online review.


Some shoppers may feel 
cautious about putting their 
opinions out in the world, and 
others are more than happy to 
let people know all about their 
brand experience.

However, it’s not just a traditional 
written online review that 
customers like to complete these 
days, but views are being 
expressed using current 
technologies, too.
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Consumers Like to 
Express Their Views

Why?
Consumers feel online reviews give 
them a voice and enable them to 
help others avoid any purchasing 
pitfalls.

Did you know?

4% of surveyed consumers like 
to leave a voice podcast review.

How do you prefer to express 
your experience with

a company?

To write an 
online review 86%

Voice 
podcast 4%

To record a 
short video 2.4%

Other 7.6%
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Most of those leaving reviews – whether 
positive or negative – do so to help others 
with their purchasing decisions.

In what instances do you consider 
writing a review on a product or service?

Positive or negative, I always 
share my experience 63.9%

I write reviews only if I have 
a negative experience 20.8%

I leave a positive review only 
if a company promises a 

discount or a gift
1.2%

I never write reviews 14.4%

Did you know?
Nearly a third of 
consumers share 
their reviews online so 
that they can warn 
others about a 
product or service.

Why?
There’s a shared interest in writing 
online reviews as the reviewer has 
a higher chance of having their 
issue resolved and others can 
learn from their experience.

Key expert insight:


 a Brand Marketing Specialist at Leaf Home


Reviews are incredibly important for many reasons. Whether it is to 
provide insight, share the customer journey or simply spread the 
word about an organization's business practices - review platforms 
help make that possible.

Caroline Kennedy,

“

”

Why do you share your 
review publicly?

I want to warn others by 
sharing my experience 28.52%

I want to get my issue 
resolved involving publicity 19.91%

I want to share my feelings 
regarding the situation 17.95%

I want to help the 
company to improve 16.81%

I want to show my 
gratitude to the company 2.67%

Other 14.4%

https://www.leafhome.com/


Creating and sharing an online 
review is not necessarily the 
end of the line when it comes 
to review outcomes.



There is evidence that some 
companies put pressure on 
customers to delete negative 
reviews, with 14.8% of 
consumers polled reporting 
such practices.
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Impacts of Posting 
Online Reviews

Why?
Consumers contact a brand 
before posting a review to give 
the business a chance to resolve 
their issue quickly.

Did you know?

87.89% of customers try to 
contact the company in question 
before posting a review.

Traditional phone calls are still 
the most popular form of 
communication, with newer 
forms such as live chat 
increasing in use.

How do customers 
contact brands?

Did you try contacting the 
company before posting a 
review?

Phone 28.75%

Email 33%

Company 
website form 16.35%

Live chat 15.41%

Social 
networks 6.49%
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The dark side of negative reviews

Was the communication 
successfully resolved?

It may be a surprise to discover 
that some companies react badly 
to negative reviews. In fact, nearly 
15% of survey respondents 
admitted that they had been 
threatened by the company in 
question to take down their review.



This reveals the pressure some 
consumers are under when they 
tell the truth, demonstrating the 
risks some take to protect other 
customers from suffering the 
same poor treatment.

Sadly, for  of customers surveyed, the 
company in question did not offer a solution. 
This highlights an area for development for 
any brand looking to nurture customer 
relationships so that happier connections 
are secured for the future.

84.8%

Did you know?

14.8% of consumers surveyed 
said they had been threatened 
by a company so that they would 
delete a negative review.

Have you ever been threatened 
by the company to delete your 
negative review?

69.2%

14.8% Yes

16% Haven’t heard 
about such practices

No

Was your issue 
positively resolved 
by the company in 
question?

84.8%
No

15.2%

Yes
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Would you use this company again?

Sharing reviews on socials

Nearly half  of the respondents who were not happy with a 
company product or service said that they would use another company.

(46.7%)

An important point for brands to pick up on  . 
is that many consumers don’t share reviews 
in their social media accounts. If brands want 
their visibility to increase online, they should 
potentially develop a strategy to address this. 



It might be tactical to encourage review 
posters to share their comments with their 
communities – particularly if the company 
has resolved an issue effectively.

If you need a similar service or product in 
the future will you use the company again?

Yes, definitely 11.2%

Yes, I have no 
alternatives 3.99%

Maybe, if the company 
resolves the issue 32%

No, I will use another 
company 46.7%

Other 6.11%

Did you know?

60.4% of consumers 
don’t share online 
reviews via their social 
media accounts.

Did you know?

32% of respondents 
said they would use a 
company again if they 
resolved an issue 
effectively.
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Do you share online reviews via 
your social media accounts?

60.4%
17.5% Yes

22.1% Sometimes

No

Michael Podolsky,                
CEO and co-founder                  
of 

By addressing negative 
reviews, a company can 
improve the efficiency of the 
business and its ratings while 
also enhancing customer 
satisfaction.

PissedConsumer.com
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Conclusion

Ultimately, faith in brands is easily 
lost if it is not carefully cultivated, 
so that both companies and 
customers continue to benefit 
from active communication and 
connectivity. 

Honest customer reviews are essential to a 
strong brand reputation, whether these are 
positive or negative. Companies that ignore 
negative reviews do so at their peril, as this will 
only breed additional negativity towards them. 

Keeping a close eye on the online 
reviews that consumers post is a 
key tactic that helps brands to 
understand their customer 
journey so they can put proactive 
strategies in place to eliminate 
their customers’ pain points.

https://www.pissedconsumer.com/


About PissedConsumer.com

Like a superhero without a cloak, 
comes to 

the rescue of unhappy 
customers who can’t get their 
purchasing issues resolved 
quickly enough. 



PissedConsumer.com is a 
supportive consumer advocacy 
platform, providing valuable 
purchasing information for 
consumers and helping brands 
work in truly innovative ways. 

PissedConsumer.com 

Through 
 we can support the 

evolution of your brand’s 
reputation so that you’re 
consistently raising customer 
satisfaction levels and gaining 
more positive visibility for your 
business. 



For more media information 
regarding our survey results, 
contact us at 

review monitoring and 
evaluation,

media@pissedconsumer.com

https://www.pissedconsumer.com/
https://www.pissedconsumer.com/business-solutions.html
https://www.pissedconsumer.com/business-solutions.html
mailto:media@pissedconsumer.com

