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that matches your situation
and paste into your response
the bracketed sections [like this]
for tone and accuracy before posting

for best results

Personalize at least 2-3 elements per response to avoid sounding robotic.

Thank you so much for the wonderful review, [Namel! We're thrilled to hear that [specific
thing they mentioned] exceeded your expectations. It means a lot to our team to know we
made a difference. We look forward to serving you again!

- [Your namel, [Titlel at [Business]

[Name], thank you for taking the time to share your experience! We're so glad [specific
service/product] worked well for you. Your kind words about [specific detail they
mentioned] really made our day. See you next time!

What a fantastic review, [Name]! I'll make sure to share your kind words with [employee
name/team] - they'll be thrilled to hear about your experience with [specific thing].
Thank you for choosing us!




[Name], reviews like yours remind us why we do what we do! Thank you for highlighting
[specific aspect]. We truly appreciate your support and can't wait to welcome you back.
Have a great [day/week]!

[Name], we're so grateful for your continued support! Knowing that loyal customers like
you appreciate [specific thing] means everything to us. Thank you for being part of our
[business] family!

Thank you, [Name]! We loved having you and can't wait to see you again!

[Namel, thank you for this wonderful feedback! Providing [exceptional service/quality
products] is our top priority, and we're delighted it showed during your visit. Your
satisfaction is our success!

Thank you for the great review, [Name]! We're thrilled you enjoyed [positive aspect they
mentioned]. We noticed you gave us 4 stars — if there's anything that would have made
your experience a perfect 5, we'd love to know. We're always looking to improve!

[Namel, thanks for sharing your experience! We're glad [specific positive] hit the mark.
We're constantly working to make every visit exceptional, and feedback like yours helps
us get there. Hope to see you again soon!

Thank you for the positive feedback, [Namel! We appreciate you taking the time to review
us. We'd love to earn that 5th star next time - any suggestions? Feel free to reach out
to us at [email/phonel.

[Name], we really appreciate your 4-star review and kind words about [specific thing].
Thank you for your honest feedback - it helps us continue to grow and serve you better!




Thank you for your honest feedback, [Name]l. We're glad [positive aspect] met your
expectations, but we understand there's room for improvement. We take your comments about
[concern mentioned] seriously and are working on it. We'd love another chance to wow you!

[Name], thank you for sharing your experience. We appreciate you highlighting both what
worked and what didn't. We're sorry [issue mentioned] didn't meet your expectations. We'd
love to discuss this further - please reach out to [contact infol so we can make it
right.

We appreciate your candid review, [Namel. A 3-star experience isn't what we aim for, and
we hear your feedback about [specific issue]. We're committed to doing better. Would you
give us another chance to show you what we're really about?

Thank you for the feedback, [Namel. We're sorry your experience wasn't exceptional. I'd

personally like to understand more about [issue mentioned]. Could you email me at [emaill
or call [number]? I want to make this right.

- [Namel, [Title]

[Namel, we're truly sorry to hear about your disappointing experience. This isn't the
standard we hold ourselves to. We take your feedback about [specific issue] very
seriously. Please contact us at [email/phone] - we want to make this right and earn back
your trust.

Thank you for bringing this to our attention, [Namel. We're disappointed we fell short
with [specific issue]. We're immediately looking into this and implementing changes. We'd
be grateful for the opportunity to show you this isn't our norm. Please reach out to
[contact info].




[Namel, I'm [Name], [Titlel, and I want to personally apologize for your experience. What
you described regarding [issue]l is not acceptable. I've already [specific action taken].
Please contact me directly at [email] — I'd like to make this right.

We hear you, [Namel, and we're sorry. Your experience with [issue]l should never have
happened. We value your feedback and are using it to improve. If you're willing, please
give us a call at [number] - we'd like a chance to regain your confidence.

[Name], I'm deeply sorry for your experience. This is not who we are or who we strive to
be. I take full responsibility for [issue mentioned] and have personally addressed this
with our team. I would very much like the opportunity to speak with you directly. Please
contact me at [email/direct phonel at your earliest convenience.

Sincerely,
[Name], [Titlel

[Namel, reading your review genuinely upset me. You deserved so much better than what you
received. Please know that we are taking immediate action regarding [issuel. I hope
you'll allow us to contact you to discuss how we can make this right. You can reach me
personally at [contact info].

Thank you for taking the time to share this feedback, [Name]. We're truly sorry your
experience didn't meet expectations. We've reviewed your concerns about [issue]l and have
already implemented [specific change]. We value every customer and hope you'll give us
another opportunity. Please reach out to [contact info] so we can discuss this further.

[Name], we understand your frustration and we're truly sorry. What you experienced with
[issue] is unacceptable, and we're committed to ensuring it doesn't happen again. We'd
appreciate the chance to make things right. Please contact us at [email/phone] - your
satisfaction matters to us.

[Namel, thank you for bringing this to our attention. We take this matter very seriously.
We're currently investigating [issue mentioned] and will be taking appropriate action.




We'd appreciate the opportunity to discuss this with you directly. Please reach out to
[contact info]. We want to resolve this for you.

[Name]l, we sincerely apologize for the wait you experienced. We know your time is
valuable, and we fell short. [Explanation if applicable: We were unexpectedly busy/short-
staffed that day.] We're working on [specific improvement] to prevent this. We hope
you'll give us another chance to provide the quick service you deserve.

We're sorry the service wasn't as quick as it should have been, [Name]. That's not the
experience we want for you. We're addressing this with our team immediately. Thank you
for your patience, and we hope to serve you better next time.

[Namel, we're deeply sorry for how you were treated. This behavior is completely
unacceptable and doesn't reflect our values. We've addressed this matter internally and
are taking steps to ensure all customers are treated with the respect they deserve.
Please contact us at [email] - we'd like to make this right.

We apologize that our team wasn't more helpful, [Name]. Customer service is our priority,
and we clearly missed the mark. We're using your feedback for additional training. We'd
appreciate another opportunity to show you what great service looks like at [business

name] .

[Namel, we're sorry [product] didn't meet your expectations. Quality is something we take
very seriously. We'd like to learn more about what went wrong and make it right. Please
contact us at [email/phone]l with your order details, and we'll resolve this immediately.

We sincerely apologize for the mix-up with your order, [Namel. That's frustrating and
shouldn't have happened. Please reach out to us at [contact info] so we can [replace your
order/provide a refund/make it right]. We appreciate your patience.




Thank you for your feedback, [Name]. We understand price is an important factor. Our
pricing reflects [quality ingredients/expert service/premium materials], and we stand
behind the value we provide. We appreciate you giving us a try and hope you found the
[quality/experience] worth it.

[Namel, we apologize for any confusion about pricing. Transparency is important to us.
We'd like to understand where the communication broke down. Please contact us at [emaill
so we can clarify and ensure this doesn't happen to other customers.

[Name], thank you for bringing this to our attention. Cleanliness is a top priority, and
we're sorry we didn't meet that standard during your visit. We've immediately addressed
this with our team. We hope you'll give us another chance to show you our commitment to a
clean environment.

We apologize for the issues with your reservation, [Namel. That's incredibly frustrating,
especially when you've planned ahead. We're reviewing our booking system to prevent this
from happening again. Please contact us at [email] - we'd like to offer
[compensation/solution].

[Namel, we're sorry your meal didn't meet our usual standards. As a [restaurant typel,
quality is everything to us. We'd love to invite you back to experience what we're really
about. Please email us at [email] for a [complimentary meal/discount on your next visit].

Thank you for the delicious review, [Namel! We're thrilled you enjoyed [specific dish].
Our chef puts their heart into every plate, and it means so much to hear you noticed.
Can't wait to serve you again!




Thank you for your feedback, [Namel. We take patient experience very seriously. Due to
privacy regulations, we can't discuss specifics here, but we'd welcome the opportunity to
address your concerns directly. Please contact our patient relations team at
[phone/email].

We apologize for the delay in receiving your order, [Name]. We understand how frustrating
waiting can be. [Explanation if applicable.] We're working to improve our shipping times.
Please contact [email] for updates on your order or to discuss how we can make this
right.

[Namel, we're sorry the return process was difficult. That's not the experience we want
for you. We're reviewing your case and our policies to make improvements. Please reach
out to [email] - we'll get this sorted for you right away.

Thank you for your feedback, [Namel. We're sorry our [service] didn't meet your
expectations. We pride ourselves on [quality/expertise] and would appreciate the
opportunity to discuss your experience further. Please contact [name]l at [email/phonel.

[Name], we sincerely apologize for the issues with your room. Your comfort is our
priority, and we clearly fell short. We've addressed [specific issue] with our
housekeeping/maintenance team. We'd be honored to welcome you back - please contact us
for a special rate on your next stay.

We don't have any record of your visit, [Namel. We'd like to address your concerns, but
we can't find your information in our system. If you did visit us, please contact [emaill
with details so we can look into this properly.




Thank you for the feedback. We'd like to learn more about your experience, but we're
having trouble locating your visit in our records. Please contact us at [email] with your

receipt or booking confirmation so we can properly address your concerns.

[Name]. We always strive to find fair solutions for our

Thank you for your feedback,
customers. While we may not be able to [unreasonable request], we'd like to discuss what
we can do. Please contact us at [emaill to find a resolution that works for everyone.

[Namel, we're glad we were able to resolve this issue when you contacted us. We apologize
again for the inconvenience and appreciate your patience in working with us. Thank you
for giving us the opportunity to make it right. We hope to see you again soon!

[Name], we recently came across your review from [timeframe] and wanted to reach out.
We're sorry for your past experience. Since then, we've made significant improvements,
including [specific changes]. We'd love another chance to show you how much we've grown.

Hi [Name]l, following up on our conversation about your recent experience. I wanted to
make sure [resolution] has resolved everything to your satisfaction. Is there anything
else we can do for you? We truly appreciate your patience and understanding.

[Name], thank you for giving us the opportunity to make things right. We hope your
experience with [resolution] was satisfactory. If you feel we've addressed your concerns,
we'd be grateful if you'd consider updating your review. Either way, we appreciate your

feedback and look forward to serving you again.




Requesting Reviews from Happy Customers

Subject: How was your experience with [Business Name]?

Hi [Name],

Thank you for choosing [Business Name]! We hope [product/service] exceeded your
expectations.

If you have a moment, we'd love to hear about your experience. Your review helps other
customers discover us and helps us continue to improve.

[Review Link Button]
Thank you for your support!

[Your Namel
[Business Namel

Thank You for Updating

[Name], we noticed you updated your review, and we can't thank you enough. Your

willingness to give us a second chance and share your improved experience means the world
to us. We're committed to keeping this standard and hope to see you again soon!

DO:

e Respond within 24-48 hours

e Use the reviewer's name

» Be specific about their feedback

o Take responsibility when appropriate
» Offer to take the conversation offline
e Thank them regardless of rating

» Keep it professional and genuine

DON'T:

» Be defensive or argumentative

e Make excuses

o Reveal customer private information
» Use generic copy-paste responses

e Ignore negative reviews



» Promise things you can't deliver

o Get emotional or sarcastic

Response Time Guidelines

Review Type Response Time Priority
1-Star Within 2-4 hours URGENT
2-Star Within 24 hours HIGH
3-Star Within 24-48 hours MEDIUM
4-Star Within 48 hours MEDIUM
5-Star Within 48-72 hours NORMAL

Want to Automate Your Review Responses?
GetRating helps you manage reviews across all platforms:

» Al-powered response suggestions
e Review monitoring and alerts

» Sentiment analysis

o Response templates library

o Performance analytics

Start your free trial getrating.co

Customize these templates to match your brand voice and specific situations.

Version 2.0 | GetRating

Deploy These Without Sounding Robotic

Templates save time, but Google and customers both penalize obvious copy-paste. Use this 60-second
checklist on every reply.

The 3-Variable Rule

Before posting any template, swap in at least three specifics so no two replies read alike:

1. The reviewer's name — always.
2. One detail they actually mentioned — the dish, the staff member, the wait, the product.

3. One forward-looking line unique to them — an offer, a next step, or a thank-you tied to their situation.

If you can't fill all three, the review is too vague — use Template 10 (vague complaint) or Template 42 (no
record of visit) instead.

Match the Tone to the Rating



Rating Tone Length First move

5% Warm, specific, brief 1-3 sentences Name the thing they loved
4% Appreciative + curious 2-3 sentences Invite the missing star

3% Balanced, accountable 3-4 sentences Offer to take it offline

2% Sincere apology + owner name 3-4 sentences Move to email/phone fast
1% Full ownership, no excuses 3-5 sentences Direct contact + action taken

Public-Safety Guardrails

o Neverreveal private details (order numbers, health info, account data) in a public reply.
e Never argue the facts publicly — "we'd love to look into this, please reach out at [email]."

o Never gate reviews — you may offer everyone a private feedback channel, but never screen by rating to
decide who reaches the public review form; that's review-gating and a policy violation.

e Vary your 5-star replies — Google can suppress profiles that post identical responses repeatedly.

Response-Time SLA (post on your team's wall)

e 1% - within 2-4 hours

e 2% - within 24 hours

o 3%-4% - within 24-48 hours
* 5% - within 48-72 hours

Build Your Own Library

For each recurring situation in YOUR business, save one approved variant with the 3 variables pre-marked.
Review the library quarterly and retire any reply that's appeared more than ~10 times so it doesn't read as
canned.



TAKE THE NEXT STEP

Ready to Transform Your Reputation
Management?

GetRating — Review Management Platform.

Ready to Transform Your Reputation Management?

GetRating — Review Management Platform.
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