
HOW TO RESPOND TO

NEGATIVE REVIEWS
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HOW TO REPLY TO FAKE NEGATIVE REVIEWS

SERVICES

Hello [Name],

We have searched our system and we cannot locate who you are or that you were a client 
of [company name].

As you have not provided a real name, we will have to presume this is a fake review with 
the pure intention to try and hurt the company’s reputation. Shame. However, as always 
you are welcome to contact us at any time on [Number/Email] and we will be happy to help 
you. In the meantime, we have reported this review to google for further evidence of your 
existence.

Thanks.

PRODUCTS

Hello [Name],

We have searched our system and we cannot locate who you are or that you ever 
purchased a product with [Company Name].

As you have not provided a real name, we will have to presume this is a fake review with 
the pure intention to try and hurt the company’s reputation. Shame. However, as always 
you are welcome to contact us at any time on [Number/Email] and we will be happy to help 
you. In the meantime, we have reported this review to google for further evidence of your 
existence.

Thanks.



HOW TO REPLY TO REAL NEGATIVE REVIEWS

Hello [Name],

I am sorry you have had a bad experience with [Company Name]. We do our best to 
look after our clients but i can see on this occasion we have dropped the ball; I am truly 
sorry for this. [Explain what happened briefly, and what you tried to do - without making 
excuses].

We would love to fix this for you and would like to offer you a [discount or free service] 
so that we can show you who we really are and you can enjoy your experience with us. 
Please give us a call or send us an email and we will be more than happy to try and 
resolve this for you [Add email/phone]. 

I look forward to hearing from you soon and sorry again.

If you do not want to give something free you can replace this with 

“We would love to fix this for you, you can give us a call or email us so we can see the best  
way to resolve this issue.

Then jump to “I look forward too...”



WHAT TO REMEMBER WHEN RESPONDING

The above is just an example of how to deal with Negative Google Reviews, 
however, every case is different and it is important to remember the following: 

ACKNOWLEDGE THE PROBLEM

Even if you do not believe you are wrong it is important for 
other viewers that you acknowledge what happened. 

BE SURE TO APOLOGISE

Even if you do not believe you are wrong it is important for 
other viewers that you acknowledge what happened. 

PROVIDE AN EXPLANATION

Even if you do not believe you are wrong it is important for 
other viewers that you acknowledge what happened. 

COMPENSATE

Even if you do not believe you are wrong it is important for 
other viewers that you acknowledge what happened. 

REACH OUT

Even if you do not believe you are wrong it is important for 
other viewers that you acknowledge what happened. 



WHAT TO REMEMBER WHEN RESPONDING

Sometimes it can be difficult responding to negative reviews, especially if you do 
not agree with them, however, it is an important part if maintaining your company’s 
integrity.

Ensuring you keep a calm tone throughout will help you in the long run with the 
complaint and allow clients to see they can approach you and you will help resolve 
issues. 

Ideally, all reviews would be positive but this is not always possible - although it;s 
not what any business owner wants to see, it is important that you prepare for these 
reviews and acknowledge them when it does happen - not everyone will be happy 
with you but that is okay.

If you ignore negative reviews customers/clients will not return to you and it may 
even stop others from coming to  you - remember once you say sorry there is not a 
great deal more to say.

When you respond fairly and calmly it will more than likely stop the client from 
expressing their negative feelings to others offline and should just help them move 
on and get closure. 

You want to minimise damage as much as possible and having the reviewer giving 
offline reviews as well is not what you want or need, so dealing with these properly 
could be a lifesaver. 

We specalise in reputation building so feel free to book in for a

FREE 30 MINUTE STRATEGY SESSION

to discover ways to improve your reputation and manage it better.

https://eddigital.od2.vtiger.com/appointments/BrandReputation

