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Turn Critics Into Advocates

Why Responding Matters

Response Action Customer Impact

No response 45% won't return

Poor response 59% won't return

Good response 33% delete/update review

Great response 70% become more loyal

95% of unhappy customers return if issue is resolved quickly and pleasantly.

The 5-Step Response Framework

Step 1: Acknowledge

Thank them for their feedback

Show you've read and understood

Don't be defensive

Step 2: Apologize

Sincerely apologize for their experience

Don't make excuses

Take responsibility (even if not 100% your fault)

Step 3: Address

Speak to their specific concern

Explain what happened (briefly)

Don't argue facts publicly

Step 4: Action

State what you're doing to fix it

Offer a remedy if appropriate

How to respond to negative reviews and turn critics into fans



Take the conversation offline

Step 5: Appreciate

Thank them again

Express hope to earn their business back

Leave door open

Response Templates By Situation

Template 1: Service/Product Quality Issue

Hi [Name],

Thank you for taking the time to share your feedback.
I'm truly sorry to hear that [product/service] didn't
meet your expectations.

This isn't the experience we want for any customer,
and I take full responsibility for the disappointment
you experienced.

I'd love the opportunity to make this right.
Please reach out to me directly at [email/phone],
and I'll personally ensure we resolve this.

Your satisfaction matters to us, and I hope
we can earn back your trust.

Sincerely,
[Your Name]
[Title]

Template 2: Long Wait Time

Hi [Name],

I sincerely apologize for the long wait you experienced.
You're right — [X minutes/hours] is unacceptable,
and I understand your frustration.

We were dealing with [brief, honest explanation],
but that's no excuse. Your time is valuable.

We've since [implemented changes/added staff/etc.]
to prevent this from happening again.

I'd like to invite you back and make it up to you.
Please email me at [email] — I'll personally
ensure your next visit is exceptional.



Thank you for holding us accountable.

[Your Name]
[Title]

Template 3: Rude Staff

Hi [Name],

I'm deeply sorry about the way you were treated.
This is completely unacceptable and not representative
of our values.

Everyone who walks through our door deserves
to be treated with respect and kindness.
We clearly failed you, and for that, I apologize.

I've addressed this directly with my team
to ensure it doesn't happen again.

I'd like to speak with you personally about
your experience. Please reach out to me at
[email/phone] when you have a moment.

Sincerely,
[Your Name]
[Title]

Template 4: Pricing Complaint

Hi [Name],

Thank you for sharing your feedback about pricing.
I understand that value is important, and I'm sorry
if we didn't communicate ours clearly.

[Brief explanation of what's included/why pricing
reflects value, without being defensive]

That said, I hear you. Your feedback helps us
understand how we can better communicate
the value we provide.

If you'd like to discuss this further, I'm happy
to chat at [email/phone]. We may also have
options that better fit your budget.

Thank you for considering us.

[Your Name]
[Title]



Template 5: Defective Product

Hi [Name],

I'm very sorry about the defective [product]
you received. That's absolutely not what we
want for any customer.

Quality is something we take seriously, and
we clearly missed the mark here.

Please contact us at [email/phone] with your
order number, and we'll send a replacement
immediately at no charge. We'll also arrange
return pickup of the defective item.

Thank you for bringing this to our attention —
it helps us improve our quality control.

[Your Name]
[Title]

Template 6: Shipping/Delivery Issue

Hi [Name],

I apologize for the shipping issues you experienced.
Waiting [X days] when you expected [Y days] is
frustrating, and I completely understand your
disappointment.

While [shipping partner] handles delivery,
we take responsibility for the experience.
We've followed up with them about your order.

For future orders, we've [implemented tracking
updates/switched carriers/etc.] to prevent this.

I'd like to make this right. Please email me
at [email] with your order number, and I'll
[offer solution: refund shipping/discount/etc.].

[Your Name]
[Title]

Template 7: Miscommunication/Wrong Expectations

Hi [Name],

I'm sorry there was a miscommunication about
[service/product features].



You're right to be frustrated — you should
get exactly what you expected when you
do business with us.

Looking at this, I can see how [explain
where confusion may have occurred].
We'll be clearer about this going forward.

I'd like to discuss how we can make this
right for you. Please reach out at [email/phone]
and I'll personally find a solution.

Thank you for your patience.

[Your Name]
[Title]

Template 8: COVID/Policy Restrictions

Hi [Name],

Thank you for your feedback. I understand
the frustration with [policy/restriction].

We implemented [policy] to [reason], and I realize
it impacted your experience negatively.
I sincerely apologize for the inconvenience.

[If policy has changed: Good news — we've since
updated this policy.]

[If policy remains: We're continually evaluating
and will make changes when possible.]

I appreciate your understanding and patience.
Please feel free to reach out if you have questions.

[Your Name]
[Title]

Template 9: Competitor Comparison

Hi [Name],

Thank you for your honest feedback.
I'm sorry we didn't meet your expectations.

While I can't speak to other businesses,
I can tell you what we're doing to improve:
[brief improvements being made].

If there's something specific we could have



done better, I'd love to hear it. Your feedback
helps us grow.

If you're ever willing to give us another chance,
please reach out. I'd be happy to personally
ensure your experience is excellent.

[Your Name]
[Title]

Template 10: The Vague Complaint

Hi [Name],

Thank you for your feedback. I'm sorry to hear
your experience wasn't what you hoped for.

I want to make sure I understand your concerns
so we can address them properly. Would you mind
sharing more details at [email/phone]?

I take all feedback seriously and would appreciate
the chance to learn more about what happened.

Looking forward to hearing from you.

[Your Name]
[Title]

What NOT to Say

Avoid These Phrases

Don't Say Why

"I'm sorry you feel that way" Dismissive

"That's not our policy" Defensive

"You should have..." Blaming

"Other customers love us" Dismissive

"We've never had this complaint" Gaslighting

"According to our records..." Confrontational

"We can't do anything" Unhelpful

"You're wrong" Never

Better Alternatives



Instead Say

"I'm sorry this happened"

"Let me see what I can do"

"I understand why you're frustrated"

"You're right, and we're working on it"

"Thank you for bringing this to our attention"

"Your experience matters to us"

Response Timing

Platform Ideal Response Time

Google Within 24 hours

Yelp Within 24 hours

Facebook Within 2 hours

TripAdvisor Within 24 hours

Amazon Within 24 hours

Faster = better, but thoughtful = more important

Special Situations

Fake/Competitor Reviews

Hi,

We don't have a record of your visit/purchase,
but we'd like to look into this further.

Please contact us at [email] with your
[order number/booking details/date of visit]
so we can investigate.

We take all feedback seriously and want to
address any legitimate concerns.

[Your Name]

Then report to platform as potentially fraudulent.

Unreasonable Demands



Hi [Name],

Thank you for your feedback. I'm sorry you're
unhappy with your experience.

While I understand your frustration, unfortunately
we're unable to [unreasonable request].

However, I am able to offer [reasonable alternative].

If you'd like to discuss this further,
please reach out at [email].

[Your Name]

Abusive/Profane Reviews

Thank you for your feedback. While we appreciate
hearing from customers, we ask that feedback
remain respectful.

If you have concerns you'd like to discuss,
please contact us at [email].

[Your Name]

Report abusive reviews to the platform.

Following Up

If Customer Responds Positively

Hi [Name],

Thank you so much for giving us another chance
and for updating your review. We're thrilled
you had a better experience!

Your willingness to come back means the world
to us. Please let us know if there's ever
anything we can do.

See you soon!

[Your Name]

If Issue is Resolved But Review Stands

Hi [Name],



I wanted to follow up and make sure everything
is resolved to your satisfaction.

If there's anything else we can do, please
don't hesitate to reach out.

We truly appreciate you working with us
on this.

Best,
[Your Name]

Monitor Reviews with GetReviews

GetReviews helps you:

Get instant alerts for new reviews

Respond from one dashboard

Track response times

Identify patterns in feedback

Never miss a review again.

Start your free trial at getreviews.com

Every negative review is an opportunity. Respond with grace.

Version 1.0 | GetReviews



TAKE  THE  NEXT  STEP

Ready to Transform Your Crisis
Management?

GetRating helps you achieve better results, faster.

📈

Proven Results

Join thousands of professionals already seeing
results.

⚡

Easy Setup

Get started in minutes, not hours or days.

📊

Expert Support

Our team is here to help you succeed.

🔗

No Risk

Try free with no credit card required.

Start Free Trial
Start your free trial today

Start Free Trial

getrating.co/signup
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