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Great reviews - just reply thank you for what the reviewers have written.

Negative reviews - print out and follow this step-by-step guide.

Stay calm, cool down

Decide if it's worth responding

Read and follow the site rules for businesses

Ask for false or inappropriate reviews to be removed

Research the incident
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step-by-step guide
HOW TO HANDLE NEGATIVE REVIEWS

some negative reviews aren't worth responding. If they're posted by someone whose 
language and comments are clearly irrational, or who’s a 'frequent complainer', it is better to 
ignore them. However, you should respond to reasonable concerns, negative reviews by 
genuine customers, concerns raised by high-profile customers (e.g. those who post reviews 
frequently), or negative reviews on popular sites. Always thank for great remarks & promise 
to fix the problems.

most sites prohibit swearing, personal attacks, and breaches of privacy. But there may also be 
some rules for responses that aren't so obvious (e.g. many sites prohibit advertising, ALL 
CAPS and links in responses). Make sure to read the site rules that apply to you. Each site also 
has rules for reviewers, and you should read these to help decide if a negative review breaks 
their rules.

everyone feel upset and even angry when they get a negative review. 
It's important not to respond to a review until you've cooled down.

if you notice that the review is innappropriate - ask Google to remove the review.
Here is a link how to do it - https://goo.gl/PH3BA7

if necessary, speak to your staff to get their side of the story, and communicate privately with 
the reviewer to find out more details. If possible message the reviewers privately. If you can't, 
ask the reviewer to contact you to discuss their concern.

Understand the customer's point of view6
even if you don't agree with a negative review, try to understand why the customer has posted 
it and what they are feeling. For example, if somebody has tried to call your hotel all day but 
your phones have been malfunctioning, and then there's a small mix-up with their booking, 
they're likely to be far more negative about the mix-up. You need to understand the custom-
er's feelings, not just the facts, if you want a successful outcome.
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Be polite and constructive at all times

Learn and move on
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Respond privately to resolve the issue

Respond publicly

This 10 steps guide How to Handle Bad Reviews is enough to improve 
your business reputation. We hope you will find it useful. Good luck! 

www.intentagency.net

a negative reviews are upsetting. However, rude or aggressive response from you will probably 
damage your reputation even more. When responding publicly, be polite and professional at all 
times. Deal with the issue that's been raised, and never resort to personal insults or comments. 
The same applies to private responses, because customer can easily take your private response 
and post it online.

Successful businesses learn from negative reviews, improve their business if needed, and then 
move on. Try to use each negative review as a chance to learn something new. If you feel a 
review is really unfair, remember: 
• your response can actually improve your standing with customers
• most consumers read more than one review of a business
• encouraging positive reviews is the best way to give readers a balanced view.

once you've communicated privately with the customer, it's generally a good idea to post a 
public message acknowledging the concern and outlining what you've done to resolve it. This 
will actually boost your reputation with many readers, who can see that you are responsive to 
feedback. If it's taking a long time for the complainant to respond to you, you might still like to 
post a public comment so that other readers know you've tried to take positive action.

whenever you're able to respond privately to negative reviews  - do it. The message should 
include:
• introduce yourself
• thank them for using your business
• thank them for their feedback
• apologize for the fact that their experience didn't satisfy them
• outline what you understand to be their concerns.

It's possible to do this without admitting that your business has done anything wrong if you feel 
that's the case.

Then ask for more details if needed, or make an offer to resolve the customer's concern. 
Sometimes you just need to improve your service.
In other situations, you might offer some kind of compensation (e.g. free cocktail / free dinner 
for you and your wife.)
However, if a customer has raised very serious concerns, you will need to think carefully about 
how they might respond to such an invitation.


