
EPISODE 14
 Everything You Wanted to Know 
About Yelp from an Elite Yelper!

Deanna: Welcome to the Social Life. I am Deanna Miller, marketing director for 
Stark Social Media Agency. Welcome to the Social Life Podcast. If you haven’t 
already subscribed, go to thesociallifepodcast.com. Subscribe. And then there’s 
this guy sitting next to me.

Nate: Hi.

Deanna: Who are you?

Nate: I’m the creative director. 

Deanna: The creative director. And we have a special guest with us today. 
Former, Former. I’m going to make sure I say Former Elite Yelper. 

Nate: You don’t want to get a bad Yelp review. 

Deanna: Client of ours, we did a website for him and he’s amazing. Please 
Welcome Larry.

Larry: Hi, how are you? 
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Deanna: Good, thanks for joining us today.

Larry: Thanks for having me.

Deanna: We’re so excited. So you are the owner of SCV FIX IT.

Larry: Yes.

Deanna: Tell us a little bit about your business, how you got started. 

Larry: Business started about 20 years ago, almost 20 years ago. It started as 
a handyman type business, and it was just something that I got suckered into. 
Found out I was really good at it, and over the years, it’s just kind of grown and 
grown. And about 6 years ago, I was laid off from my job that I had, my full time 
job. And I, you know, was approached by multiple people who said, “You know, 
you really are good at this. You really should go full time.” And so I transitioned 
from this being a part time, just pocket money job to being a full time business 
for me. And I’ve never looked back. It’s been phenomenally successful. 

Deanna: Yeah, you’re all over the place.

Larry: I am all over the place.

Nate: Busy.

Larry:  About a year ago, I said, you know, I really want to just professional up 
my business, and just give it that polished look and that’s when I engaged Stark 
Social to help me with things like website design and logo design. Which I get 
complimented on probably every week. 

Nate: Nice logo on the shirt there.

Deanna: Nice t-shirt you got there.

Larry: Thank you, somebody always says that, “That’s just a phenomenal logo.” 

http://scvfixit.com
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And I go, “Yes!” 

Deanna: Whoo hoo!

Larry: And you know, business is good. So good that I’ve had to retract my area 
and I’m now exclusive to Santa Clarita Valley, and don’t leave the valley for 
work. Which is great, and I love it. It’s 7 days a week of work if I wanted it. Can’t 
complain.

Deanna: Yeah, that’s fantastic.

Nate: Before that, you were like a tech exec right?

Larry: I was. 

Nate: Suit wearing guy.

Larry: It was an IT Director, and we oversaw construction, infrastructure as 
it pertained to technology, polling for fiber optic cable, and there was some 
demolition. So there was that type of experience, and this certainly kind of 
contributed to my knowledge when it comes to home repair and things like 
that.

Deanna: That’s so cool. It’s funny cause getting laid off was what landed me in 
this. Like deciding to be social media full time. You find your niche when things 
happen. 

Larry: Yeah, I’ve been asked. There was a time where I said, “Gosh, I’m going to 
go back into doing this.” And you know, it was one customer specifically who 
one night sat me down and said, “Are you happy doing this?” and I said, “Yes, 
I’m very happy doing this. I love what I do.” And he goes, “Why, then why are 
looking at changing it?” And that’s kind of when I said, “Gosh, if I’m going to 
do this and keep this as my full time employment, I’m going to do it right.” And 
that’s when I made some changes and some professionalism, as I said. And it’s 
been great. 
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Deanna: Awesome. Well, we’re really happy to have you on the show and we’re 
really happy to have you as a client and friend. And we know you pretty well 
because, well, you’ve earned a nickname. Larry from Yelp. Disclaimer: We never 
worked for Yelp.

Larry: Yeah. 

Deanna: But we got to know him pretty well because of your online reviews. 
You are a former Elite Yelper.

Larry: Yes.

Deanna: And we get a lot of questions about Yelp from clients that are asking 
us, “We get all these reviews, and then there’s people who leave nasty ones.” 
There’s obviously yelpers who seem to have tons of time on their hands and 
they seem to write the most thorough reviews, and there’s people who go on 
and they write these really horrible reviews. So we wanted to bring you on 
because I have a teeny tiny amount of experience with Yelping. I’m not like 
a giant, you know, Yelp professional as you once were, Larry. So we just kind 
of wanted to talk about the kinds of things that inspire people to really get 
involved with leaving a review for a business.

Larry: Right.

Deanna: And taking the time, and maybe you could give some tips and 
information, we kind of have a little Q&A here that we’ll do, to people who 
are looking to leave Yelp reviews. So we can encourage people to use Yelp in a 
positive way. 

Nate: Use your powers for good. 

Deanna: Use your powers for good and not evil. So you know, my first question, 
I just sort of jotted a few things down. When you started Yelping, what 
prompted that? Do you remember your first review? Do you remember what 
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inspired you to get started?

Larry: I don’t remember really my first review, I do remember kind of what 
the catalyst was that kind of drove me to get into Yelp. I thought it was an 
amazing idea, the concept of it is good.  That I can go, and I used it a lot. I used 
to travel a lot on business. That’s kind of how I got into it. I’d hit a city that I’d 
never been to before, and you know, 30 minutes later I could be at a restaurant 
enjoying whatever type of cuisine that I was searching for and I knew that it 
was going to be a good experience because of Yelp. And I said, “Gosh, this is 
great.” Initially, I got into it because it’s a way to contribute back. Here, I have 
certainly my favorite places in Santa Clarita and around Los Angeles. And you 
know, I want to share that with other people. I want to encourage other people 
and say, “Gosh, this is a great barbeque restaurant,” “Gosh, this is a great sushi 
restaurant.” You kind of want to share it with others, and make sure that those 
businesses that are doing good are reaping the benefit of all the hard work that 
they’ve put into it. 

Deanna: Right, absolutely. I think that’s really the reason that Yelp was created.

Larry: Right.

Deanna: To help not just businesses get exposure, but to also encourage people 
to share their experiences so that others would be able to find maybe that local 
dinner that’s just amazing that you haven’t heard of.

Larry: Right.

Deanna: When I traveled a lot for work, I used Yelp religiously to find places. 
And I think that’s really one of the things you want to make sure you’re looking 
at Yelp as a way to share an experience. And I think it’s fun when you read some 
of the reviews on there, especially yours. I mean, if I go to a business and I find 
a Larry or we’ve got a couple other people who took the time to review it, and 
this is a solid review then clearly... 

Nate: Right.
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Deanna: We’re like, “Okay, great!” We can definitely believe in these people.

Nate: You can always tell how they write it though, if they don’t have an axe 
to grind or they put thought into what they’re doing. Then you go look at their 
other reviews too. If they left negative reasons, I’ll look at their other reviews 
and be like, “Okay, this guy’s got 20 reviews and like half of them are all 1-star.” 
That means any time this guy gets mad, he stomps off into the parking lot and 
starts tapping on his phone all the bad things that he can think of. 

Deanna: Right, and we recently had an interesting issue with a client where 
they had two really bad reviews in a sea of awesome reviews. And it was 
basically that, you know, we can jump to the next question, the negative 
reviews they left, it was about you know, I was trying to cancel and they 
wouldn’t let me cancel. But it was clear that were was a cancellation policy. So, 
you know, I’m sure you’ve had some negative experiences, Larry. They haven’t 
all been positive.

Larry: Mhm, sure. 

Deanna: They haven’t all been fantastic. I know that I have left some negative 
Yelp reviews trying to encourage business owners to fix things that need to be 
fixed. But what kind of tips can you give to a person who maybe isn’t a former 
elite yelper on how to handle those negative experiences? I know for me, I’ll try 
and make it right first when I’m there and if it doesn’t happen... So what kind of 
steps or tips or information can you give?

Larry: As a Yelper or as a business owner?

Deanna: As a yelper. Like what would you do in a negative experience?

Larry: Normally, I’m not on Yelp anymore, it’s just...For one thing I don’t have 
time for it. It’s also kind of morphed into something that I don’t really like what 
it is now but that’s beside the point. I know even then when I was still writing on 
there, I would always talk to the business. You want to share good experiences, 
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you don’t really want to share bad experiences but if you do have them, I always 
try to... I’d rather talk to the owner personally and just say, “Hey, you know 
what, you guys really screwed this up.” and give them a chance to, you know, 
resolve it. And some people are really keyed into that and there’s some that 
are just... You know, I had an experience, and something somebody did cost 
us a significant amount of money. They made an error processing documents 
and when I brought this back to them, and said, “Gosh, you guys screwed up.” 
They got defensive and tried to blame us for it until they finally acknowledged 
that, “Hey, we made a mistake but we won’t charge you for redoing it.” And I’m 
like, well you’re supposed to do it right in the first place. And they were just 
so rude. And I tried to talk to them about it, and that’s a point where I have no 
problem going online and saying, “Y’know, these guys totally dropped the ball. 
This is kind of what happened.” I’m not shy in sharing negative feedback or even 
just suggestions sometimes. Some of the stuff is so subjective, I can go into a 
restaurant and say, “Gosh, I don’t think that was that good.” or “They could do 
this differently.” And I have no problem telling a restaurant owner, “Hey, you 
know what, this is what I’m looking for.” And they can pool it with other reviews 
or other comments from guests and maybe make changes that way. But from a 
Yelper’s standpoint, yeah, I would always try to talk to a manager or somebody 
if I had a negative experience. Just share that with them in advance, and 
sometimes how they handled my feedback would influence what I actually put 
into the review. 

Deanna: That’s great, I think that’s important. One of the things I think, as a 
Yelper, you really should try to handle the negative experience before you 
leave the location. Especially if it’s a location, like a restaurant, dry cleaner’s... 
There was another place, I forget what it was, and I was looking at a review 
that somebody sent me. Any kind of service provider where you can handle it 
directly with the business owner or manager, whoever is on site at the time that 
can help you remedy the situation. I definitely encourage people to take those 
steps, like Larry said, to talk to whoever’s in charge and just let them know that 
the experience was not phenomenal. And even if they don’t offer to, you know, 
give you your money back, if they find some way that they could make it right, 
then that’s fantastic. And your review should reflect what that experience was. 
We definitely encourage people not to do that knee jerk reaction reviewing. 
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Larry: Yeah, I know.

Deanna: Cause it’s fun to sit in the car.

Nate: Oh yeah? 

Larry: At the end of the day, you’ve got to remember that these are people’s 
livelihoods, especially a small business. You know if it’s a huge multinational 
corporation, like one 1-star review that I gave once is to our local six flags magic 
mountain. And that I don’t lose any sleep at night over. 

Nate: That bad, huh? 

Larry: Yeah, oh geez. But you’ve gotta think, you know, you’ve got somebody 
that’s a small business around the corner. That could really impact them. And 
you know, you could be messing with somebody’s livelihood. People take this 
very seriously. So, always think about that before you leave feedback. Give 
them a chance to resolve the issue. 

Deanna: Yeah, absolutely. That’s a great point, cause a lot of these smaller 
businesses might not have a lot of reviews so if you’re one of maybe three 
reviews... If it’s a really, really bad, scathing review, that could really impact their 
business.

Nate: Right.

Deanna: Especially if it’s people are searching from out of town, searching for 
their location, and they’re like, “Oh, look at this really bad review.” 

Nate: Well, I think that Yelp is a necessary evil as we said. When we did the 
work for Larry, Larry said, “I’ll do a Yelp review.” And we weren’t on Yelp, and 
were sort of avoiding ever being on Yelp. 

Deanna: I always check to make sure that we’re not still. 
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Nate: It just doesn’t fit our business, we don’t want it to be a weapon that 
people can use. So I was like, “No!! Pass, pass, pass. We don’t want to be on 
Yelp! We’ll take a testimonial.” 

Deanna: We had a client who we did a website for, who had like, I think 60% of 
their reviews were negative but they were all from the same person. And it was 
basically, this person just kept reviewing over and over again. And they were 
using different log-ins and emails. It was just, ugh, so bad. 

Nate: Get a life, man.

Deanna: You really have that much time on your hands? To just sit there and 
say, “This person collected my rent inappropriately.” “This person didn’t fix my 
drippy sink.” 

Larry: Yeah. 

Deanna: I mean that’s really what it was, you know, over, over, and over again. 
And I think that you really just have to have some fore thought before you put 
a review together. As Larry said, these business owners, this is their livelihood, 
this is what they keep the lights on with, you know, at home and everywhere 
else. 

Nate: Right.

Deanna: So let’s move on, let’s talk a little bit about business owners and how...
what would you say, if you’re a business owner, obviously you’re a business 
owner. Clearly. 

Larry: Mhm. 

Deanna: If somebody reviewed your business, negatively...

Larry: Right.
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Deanna: What would you do? What would you recommend business owners 
do in order to increase the positivity? If somebody just leaves you a scathing 
review, and says SCV Fix it, it was horrible and that guy was rude and mean, 
and he didn’t return my phone call. 

Larry: Right.

Deanna: We’ve had that happen a few times and I always encourage our clients 
to take a step back and take a deep breath. But as a business owner, what are 
your thoughts?

Larry: Sure. That’s a great question. You have to realize that, you always try to 
bat 1,000, and you’re not always going to do it. I mean, I try so hard to do great 
work and have happy customers. And I do, for the most part. Vast majority, 
99% of my customers are happy because they come back time and time again, 
and refer me out. But, every once in a while, you run into somebody and either 
I acknowledge, “Yes, gosh, I dropped the ball on that, I made a mistake.” and 
you try to make it right. Or sometimes, you know, every once in a while, you 
have somebody that you just say, “They’re unreasonable.” But you got to look 
at it, that’s their own perspective. Whether you think they’re unreasonable or 
not, that’s their opinion and you take it with a grain of salt. But most people, 
you know, when somebody is mad, you obviously try to resolve the situation 
right then and there. You know, when it comes down to Yelp though, it’s very 
troubling. Because here’s somebody sharing their experience in a negative way, 
and they’re putting it out there publicly. The best thing you can do is address 
it. And I think that you can’t understate how important it is to response to the 
negative reviews on Yelp. Which they do provide you with a tool to do that, 
and say, you know, “We apologize.” You don’t want to get a defensive. You 
know, there was a restaurant and I didn’t eat there, but I know somebody who 
reviewed there and she said they didn’t like their lamb. And the guy actually 
tracked her down to her house, and threatened to sue her. He did this to 
multiple people.

Deanna: Wow...

http:/scvfixit.com
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Nate: Psycho! 

Larry: Because they didn’t like his lamb, or they thought it was chewy. This 
guy was absolutely nuts. I don’t know how he did it, but he would track people 
down to their house. 

Nate: So you’re saying that’s a bad idea?

Larry: Yeah, it’s a bad idea. Because what these people did is they took pictures 
of legal letters he sent them, which he didn’t have an attorney even send it, 
and they posted it under his page. And now you see, here’s this guy running his 
Greek restaurant and he’s sending out these legal letters that he wrote himself 
which have no validity to them. It was just ridiculous. This guy was just a hot 
head, and you’ve got to realize not everyone will be happy. You genuinely, as 
a business owner, I genuinely would approach somebody who was unhappy 
and say, “How can I make it right? I’m sorry, if I need to come out and redo 
something...” It’s so rare. Getting back from a Yelper’s side, as a consumer, my 
consumer side... Just bring it up to the owner. You know, if somebody says, 
“Hey, you know what, I’m not happy with this. Can you change it?” Hey, not a 
problem. I’m really good like that.

Deanna: Sure.

Larry: If it gets to the point where somebody has left you a bad review... First, 
address it publicly on Yelp. Reply and don’t get into great detail and try to 
justify your position, just say, “I’m sorry we didn’t see eye to eye on this. I’d 
love to discuss with you how we can make it right, please give us a call.” Keep 
it simple, you know. And if you do have that customer’s information, reach out 
to them in a nondefensive way, say, “Hey, I saw this. This is really concerning to 
us. How can we address it?” And that’s when, in a nonpublic form, you would 
talk with them about, you know, what you can do for them. In my case, I’d say, 
maybe I’ll give you an hour of free service, or I’ll come out and redo something. 

Deanna: Right.
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Larry: You don’t want to get in a position publicly where you start giving things 
away. I think that’s just a bad policy to have in place.

Deanna: Yeah, no, absolutely. I think it’s definitely, you don’t want to start giving 
away things for free online publicly. Because that puts you in a position where 
that’s what you’re going to do, every single time. 

Nate: Right, so then I can just complain and you’re going to give me free stuff.

Larry: Yeah, and there are people out there that I know, I’ve been told by 
business owners, that have done that, called and said, “Hey, we’re going to leave 
a bad review unless you can comp us our appetizers.” Or you know, whatever. 

Nate: That’s not okay.

Larry: Fortunately, I’ve never had to deal with that. I mean, all my reviews up 
there are great, and that’s great. I don’t solicit them, they just appear.

Deanna: Absolutely. 

Larry: But I know how I’d handle it if it does happen, and it probably will happen 
someday because just the numbers out there, I see sometimes, 100 people a 
month. It’s just the way it is.

Deanna: We’re going to talk some more about leaving negative reviews on Yelp 
after the break. Go ahead and grab yourself a cup of coffee, a glass of wine, a 
beer.

Nate: Pull over.

Deanna: If you’re driving, pull over and take a sip. 

Nate: If you’re Audio Guru, get a ring ding. 
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Deanna: Get a ring ding. We’ll be back with more Larry, former Elite Yelper 
after the break. 

--

Deanna: Welcome back to the Social Life Podcast. If you haven’t already 
subscribed, please, please, go to thesociallifepodcast.com. Visit us on Facebook, 
facebook.com/StarkSocial. We’re on Instagram and Twitter, @starksocial. 
YouTube, hit us up on YouTube. 

Nate: Spreaker.

Deanna: Spreaker. Whatever. 

Nate: We need more followers on Spreaker. It’s great. 

Deanna: Go to Spreaker.

Nate: Also you can leave a review on iTunes if you like our view. If you don’t just 
ignore us. 

Deanna: We’re talking about Yelp today. And we’re actually going to be doing a 
couple of shows about Yelp so keep your eyeballs peeled for that. We’re talking 
to former Elite Yelper, Larry. Thanks for joining us. 

Larry: Thank you for having me. 

Nate: So to recap, do work with people. Do not stalk them and send them fake 
legal letters. 

Larry: No. It’s funny when I was on Yelp, I had a few places send me attorney 
written threatening letters. And largely, they aren’t worth the paper that 
they’re written on. There’s a lot of laws in place going after somebody for liable 
slander is a very hard, high mountain to climb. There’s a lot of things that you 
would need to be successful. But just saying cause somebody said that they 
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didn’t like your services or you did a terrible job, you can’t go after them.  And 
I’ve seen in plenty of press coverage, where dentists, chiropractors, it seems 
that those are the two that pop in the news over and over again that are going 
after people. And you know, it’s not going to end well for you as a business 
owner.

Deanna: you know, I think it’s funny that you mention dentists and 
chiropractors. ‘Cause I just did read something about a lawsuit that was being 
filed by somebody against somebody, and it was a dentist office. But dental 
offices seem to be the ones that you hear the most negative stuff about. 

Larry: Right. I’m in the process of looking for a dentist, it’s funny you bring that 
up. And just looking around, a lot of just...horrific stuff.

Deanna: It’s pretty bad. 

Larry: To go on, you’ve gotta be careful, if somebody comes on there, where 
you can cross a line as somebody who is writing a review is if you accuse the 
business of an illegal activity. If you said these guys are frauds, or they stole. 
You better be able to prove that if you’re saying that because that’s where you 
could land in hot water.

Nate: Right.

Larry: And I see that a lot on dental offices for some reason. Them saying, they 
overbilled me, they recommended unnecessary procedures.

Deanna: Right, and I think that’s a really good point to make. If you’re leaving 
a negative review, that’s completely one thing. If you’re saying, “I didn’t 
receive the service that I expected,” “I was treated poorly,” “There was a rude 
receptionist,” “I waited for a long time.” Which we all know, if you’re in any kind 
of medical office, you should probably be prepared to camp out for a wait. 
Cause it can be from you know, 20 minutes to 3 or 4 hours which was my most 
recent experience. But I think that’s really important is that you have to be 
careful about the kinds of things that you accuse a business of doing because if 
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it’s illegal activity, if you’re calling them out for something that could potentially 
land them in hot water, you need to be able to prove that because just a few 
words...

Nate: Right.

Deanna: Worded a certain way, could be grounds for some legal action. 

Larry: Right.

Deanna: And that’s, you really have to be careful. Because we did hear about, 
before the break, the Greek restaurant with the man tracking people down. 

Nate: Don’t mess with his lamb.

Deanna: That’s just lunacy, but if you do accuse somebody openly on any of the 
review forums, we’ve got Yelp is the primarily the big one. I know Yellow pages 
was trying to put together something with their YP app, and then you’ve got 
Google Reviews... 

Nate: Facebook, too, right?

Deanna: Facebook, too. But Facebook is so annoying. God, I hate that review 
thing. Don’t even get me started. They took away the ability to hide reviews, so 
now it’s all just there. You used to be able to, if you were an admin of a page, you 
could hide a review or you could get rid of reviews on your page, and now you 
can’t. If they’re there, they’re there. 

Nate: Well, now they had that legal case for Yelp you can now pay to get rid of 
reviews. I mean, doesn’t that sort of get rid of the need to threaten and try to 
shake people down? 

Larry: I don’t know that they do that. I think they have that legally, they can do 
that. I don’t think as a matter of policy they are doing that. They call me, maybe 
every 3 months, I get phone calls from them and they want me to sign up to 
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help market my business. You know, I don’t need the business. I’m not saying 
that sarcastically, I just get enough business. 

Deanna: That’s scvfixit.com, folks. 

Larry: Yeah, at SCV Fix It, yeah, no, I have enough business that I’m always busy. 
And you know, it’s primarily word of mouth, so I never asked to be put on Yelp. 
It just one day showed up and somebody wrote a review. And all of a sudden, I 
looked back I saw that I got 3 reviews. And I go, “Wow.” and I’m honored I got 
great reviews from my customers. I don’t ask to be put on there. 

Deanna: Yeah, I think that’s a good thing to remember. If you’re a business 
owner, you can always have that cute little sign in the window that says, “Don’t 
forget to review us on Yelp.” But you don’t want to solicit reviews, you don’t 
want to cue people up because obviously there’s elite yelpers in the world that 
are going to call you out on that one. 

Nate: I think the most annoying thing with Yelp is a lot of people that maybe 
are Elite Yelpers that this entitles them to some kind of special treatment you 
know? 

Larry: Yeah, and I have heard that from a lot of businesses.

Nate: Like, I’m not waiting, I’m getting a seat right now because I’m a Yelper. You 
know? 

Larry: Yeah. I think there was a South Park episode that was centered around 
that. I actually watched that and laughed. It was very funny.

Deanna: We did watch that recently, yeah, that was pretty funny.

Larry: I had never when I was writing on Yelp ever told a business, ever, until 
like after I paid the check. And only then was if it was a good experience, and 
I’d say, “Just to let you know, I really liked everything, and I’m going to write a 
nice review on you guys and really had a good time.” And the owner was very 
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appreciative. I just never wanted to use it as a tool to get, you know, 10% off or 
something. It’d be embarrassing to try to do that, but that’s just me. 

Deanna: You know, I appreciate that, because I worked for a company for a 
while that did like party planning and things like that, as a day job. And we had 
people who said, “I’ll write you a really positive review.” Kind of like, leaving the 
door open for... 

Larry: Right.

Nate: Thanks? 

Deanna: So I’m going to get...Oh, Fist bump? Cool! Thank you, you’re awesome... 
We haven’t even done the party yet.  You don’t know if you liked us or not.

Nate: What about if we suck? 

Larry: Exactly.

Deanna: So, you never got special invites to stuff because you were an elite 
yelper? 

Larry: They had events that were for elite yelpers. I think I went to one. I went 
to the very first one that I got invited to.

Deanna: WAs it cool?

Larry: It actually was. It was at a restaurant and I kind of, you know, everything 
was really good. But you went on the restaurant’s page afterwards and tons, 
everybody, everybody is writing a ton of 5 star reviews on it because they plied 
everyone with free drinks and food. And I just never went to an event again. I 
never had the time or desire. 

Deanna: Oh, so it’s like a big marketing tactic?
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Larry: It was. 

Deanna: Oh, ok. See, I always wondered because I saw people going to events. 
Like I have a slew of friends who are foodie people, and they’re food bloggers 
and things like that because of the nature of some of our clients. But I see them 
going to stuff, and I’m like, “That seems cool. I want to get invited to that private 
bowling party... Nobody’s inviting me.” But I guess, it’s like maybe they have 
some sort of Yelp partnership where they’re the featured business for that 
event. That’s so cool. 

Larry: Ultimately, Yelp has to make money somehow and... 

Deanna: Oh yeah.

Larry: And they just do. 

Deanna: Yeah, absolutely. DO you have in your memory, if you can remember, 
cause I know it’s been, you know, you haven’t been yelping for a while, a 
favorite experience, review experience, or anything where you connected with 
a business owner as a yelper, and it was like, this is amazing, and they were like, 
“You’re amazing.” 

Larry: Yeah, actually I do. I have a great one. Brandhurst Air Systems. They’re 
a local air-conditioning, HVAC contractor, here in Santa Clarita valley. And 
I connected with him, gosh, almost 20 years ago, as a home owner. I don’t, 
as somebody who does home repair, I don’t work on HVAC. It’s just not my 
specialty, you really need somebody who knows what they’re doing on that. 
And I connected with this guy and was just blown away at how great they were. 
Him and his wife runs the back office, and he’s the HVAC guy. And really went 
the extra mile and helped us through when our system caught fire, and he 
came out and got us online, threw everything together, and said, let’s get you 
working and through the winter, and then we’re going to come back and do this. 
And did it at a price that was about...oh, half what Sear’s and Home Depot had 
wanted to charge to do the same thing. So you know, he’s my HVAC guy. I think 
I was the first person, I put him on Yelp back when I was doing it. And one day 
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I got a call from them and she said, “Whatever you did, we’re getting tons of 
business.” And you know, the last I looked at their page, they had like 18 5-star 
reviews. They only had 5 star reviews, everybody loves them, they’re just the 
nicest people. And it’s great because here I was able to help a local business, 
and helped them get more business. And they do good work, and I know they 
do, and they stand behind it. And I can give their name out with confidence. It’s 
a good that was a good Yelp experience.

Deanna: That’s fantastic. I love hearing that kind of stuff. When you have a 
positive experience, but then it also ends up becoming a relationship from that 
type of...

Larry: Right, and in fact, I just talked to them two days ago. And I’m consulting 
with them on something my client is wanting to do. And you know, they’ll call 
me from time to time and say, “Hey, you know, can you take care of this?” Here 
at one of their clients, and it’s been a good relationship. I’ve got multiple people 
that, around the valley, cause I’ve been doing this almost 20 years, that I’ve 
networked with via yelp, and they know who I am.

Deanna: That’s so cool.

Nate: Nice.

Deanna: I like it, I like it a lot. So there was, it’s actually pretty funny, because I 
recently read a blog post that a friend of mine wrote about planning a vacation 
entirely around her desire to yelp certain things. So when you go on vacation... 

Larry: Yes.  

Deanna: When you have time.

Larry: Yes. 

Nate: Well, you just got back from Hawaii a few weeks ago, right? 
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Larry: I did. We were in Hawaii and that was tough to pull myself away from 
work for a week. Believe me. 

Nate: It was tough?

Larry: Yes.

Nate: To stop working and go to Hawaii? 

Larry: Yes. I worked right up until...10pm and flew out the next morning at 9am.

Nate: Wow.

Deanna: But see, that’s the thing. Larry is very dedicated. 

Larry: Yeah, well, the work isn’t going to complete itself so I had some items I 
was working on, in a vacant condo. 

Nate: He’s crazy. I’ve worked on a campaign with him and the man worked all 
day and then was up until like 1 o’clock in the morning putting up campaign 
signs. 

Larry: Right.

Nate: I know he’s driven. 

Larry: Yeah

Deanna: So the blog was basically, she was planning her vacation around places 
she wanted to go to, but also places that she had the desire to write reviews for. 
Because they had really bad reviews but then they also had really good reviews. 
So her goal was to test it out, to see who was right and who was wrong. And I 
thought that was a really interesting take on it. Because these were locations 
that, like restaurants, that had notoriety because they were featured on Guy 
Fieri’s dinner, drive-ins, and dives, which is a fun show to watch when you’re 
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bored. But I’m just wondering, when you’re traveling, if you’re planning a 
vacation for your family, how often do you use Yelp? Or is there something else 
that you use to help plan where you’re going to eat, where you’re going to stay, 
what kinds of things you’re going to do?

Larry: Absolutely. I’ve used that extensively. We traveled, back in 2008, we 
went through Montana, Alberta, Saskatchewan, British Colombia, and I’ve 
never been there. And you know, yelp was an invaluable resource to me. I didn’t 
go so far as somebody to seek out a business to yelp. Back when I was doing 
it, and I enjoyed doing it, you know, sometimes on the road, I didn’t have the 
greatest internet access, I would make notes and write it up later when I got 
home. But via yelp, yeah, I was able to find a lot of great places to stay. 

Nate: I just picture him there, with a little pad, like, “Hmm...” Pencil on the 
tongue. 

Larry: I enjoyed, back when I was doing it, again, I enjoyed doing it because 
you enjoy sharing your experiences that overwhelmingly were positive. To 
say, “Gosh, these places were great, we really found some good places.” You 
know, especially in some areas, we had a motorhome, a huge motorhome 
and we were staying in these camping parks. And those weren’t on Yelp, so I 
put them on yelp, and said, “Gosh, these places were great.” And I still, to this 
day occasionally, will get an email from somebody via Yelp, that says, “Thanks 
for putting this up here. I found a great place because of you.” And that’s 
rewarding. 

Deanna: That’s fantastic. So as a traveler who uses Yelp, maybe you can give 
our business owners some tips on the things that they want to make sure that 
they include in their profile for people like us who are looking for restaurants, 
places to stay... What kind of information do us Yelper, users, what would you 
want people to make sure that they include? Cause I know I’ve come across 
some Yelp profiles and they haven’t been updated, or they closed on a Sunday, 
and you’re there on a Sunday, and you’re like, “Huh...Where do I go next?” 

Nate: That’s frustrating. 
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Deanna: So what are the things you’re looking for? 

Larry: Right. I guess, you’ve gotta... I want to see kind of what I’m getting into. If 
it’s a restaurant, I’m going to want to see a picture of the restaurant, the inside. 
You know, to know where you’re going. There’s, I think of a winery that I found, 
that I went to, and I’d heard about it, but I had no idea where I was going. It was 
up in Plymouth, up in the hills, up by Sacramento. We pulled up, we walked up 
there, and I looked at my friend, “Is this the tasting room...?” As we walked up 
to the tasting room, there was a sign on the door, I swear to you that says, “Yes, 
this is the Tasting Room.” And I said, “Wow.” Fortunately, we went in, and it was 
a great experience. But I was a little taken back, I really didn’t know this place 
was kind of this much of a hole in the wall.

Deanna: It was a little rustic. 

Larry: It was very rustic.

Nate: Sure, they’re not just making moonshine here?

Larry: Yeah, it’s funny though. You gotta think, gosh, what do you want to see? 
As a customer, if it’s a business, I want to see some of their food. You know, I 
want to see a menu if you’re a restaurant. Please put a menu up. Please put a 
picture kind of the area where you’re located, you know, just a shot of the front 
of your business.

Deanna: Right.

Larry: So I know if I’m going to a standalone restaurant, or if I’m going to a little 
place in a strip mall. There’s no bad or good, you just want to manage your 
expectations. 

Deanna: Absolutely.

Nate: So the whole purpose of these shows is to help businesses navigate the 
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Yelp Jungle, so to speak. Has there ever been an experience where it went from 
negative, like this was awful, and the owner did something to really flip the 
experience and maybe win you back? 

Larry: Yeah, you know, you can contact the customers. And owners would 
contact me every once in a while and say, “I apologize.” You know, they’d offer 
some sort of an explanation and say, “Gosh, we had a problem with our supplier 
that week, the bread was wrong, please come back in and give us another try. 
Come in and see me, and our sandwich is on us.” And I never wanted to go 
and take that because then I’m obligated to write something good. So I would 
message them back, and say, “Hey, thank you. I’ll pop back in, but you know, I’m 
not going to tell you when I’m here. I don’t want anything.” 

Nate: You’re a purist. 

Larry: Yeah, I just didn’t want to sacrifice my soul for, you know, a 7 dollar 
sandwich. You know, I’ll come back in and give it a try.

Nate: Larry. The first hipster. 

Larry: Exactly. So I’d go back in, and I’d try it. Sometimes it was good. I’ve had 
business owners say, “Come back and give us another chance.” And I said, I will. 

Nate: I think Audio Guru signaled that he would totally sell his soul for a ham 
sandwich. 

Deanna: I think that’s great. We’ve had a lot of fantastic information about Yelp 
today.

Nate: The Yelp. 

Deanna: The Yelp.

Nate: The Yelp. It’s a two-edged sword. It could be your best friend or your 
worst enemy,
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Deanna: On the next episode, we’re going to talk about some common Yelp 
mistakes so we’ll cover those. But so far, we’ve talked a lot about everything 
that you might be curious about from a former elite Yelper and also current 
business owner, Larry. And we’ve covered a lot of things, from you know, how 
Larry got inspired to start Yelping, as well as the kinds of things that business 
owners should take into account when they’re creating their Yelp profile, and 
I think that’s really important to remember is that when you’re putting that 
together you want to manage what you want the users to know about your 
business before they get there. SO make sure that you are filling that out 
completely with tons of information. This is the Social Life Podcast. Thank 
you so much for joining us today, make sure that you go and subscribe to 
thesociallifepodcast.com. Follow us everywhere on social media. We’ll be back 
next time, talking more Yelpy yelp. 

Nate: See you later. 

Deanna: See you later.
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