
RESPONDING 
TO NEGATIVE 

REVIEWS
How to turn a negative experience 

into a positive resolution



People want to make sure that they're spending their money with a 

high quality business that cares about their needs.  

Online reviews are able to give consumers the information they need 

to find businesses that offer the precise services they're looking for. 

More importantly, these reviews give potential customers a real look 

at what the business is like. 

Many businesses can run marketing campaigns saying that they're the 

best in the industry, but customers have learned to look and what 

previous customers have to see to really understand how that 

business operates.

IT 'S  2018 .  PEOPLE  GO  ONLINE  FOR

THEIR  INFORMATION .  

DON 'T  LET  YOUR  BUSINESS  GET

LEFT  BEHIND  DUE  TO  NEGATIVE

REVIEWS .



WORD  OF  MOUTH  

REFERRALS

ONLINE  REVIEWS  

BLOGS  AND

VIDEOS  ON

PRODUCTS

SOLICITED

REVIEWS

WOULD YOUR CUSTOMERS RECOMMEND YOU?

Many of the business owners and managers that we work with say one 
thing: our clients always recommend us. 

As people place more value on what is said in online reviews, it's important 
for businesses to make sure that information finds itself online. 

So, instead of a happy client telling five of their friends, you can make sure 
their glowing recommendation is seen by thousands – online. 

By using a reputation management tool, you can survey clients and find out 
how many would recommend you before routing them to your preferred 
online review profile to make their opinion public.  

Would Recommend 
97%

Would Not Recomm 
3%

end



68% of consumers trust reviews more when they see both good and bad 

scores.

Many people become suspicious when they see profiles that have all positive 

reviews, leaving medical practices to walk a fine line between honest, positive 

reviews and damaging negative reviews. 

Even though it may be impossible to get all 5-star reviews, it's important to 

appropriately handle negative reviews so that they can still work in your favor.

HOW CUSTOMERS REACT TO NEGATIVE REVIEWS 



One of the most important aspects of online reputation management is crafting the 
perfect response. You want to make sure that you respond to the reviewer's 
concerns and still portray your practice in a positive light. 

To best handle online reviews, you'll want to do the following before you respond: 

To learn how to respond to negative reviews, keep reading! 

BEFORE YOU RESPOND – RESEARCH! 

1. Find out if the reviewer was a customer 
2. Speak to staff about the situation to verify what the true story is 
3. Respond publicly with an invitation to resolve the problem privately 



After spending so much time building your business to give 
customers the best possible experience, it's hard to see someone 
write about a negative experience with you. 

Responding to negative reviews not only gives you a chance to let 
that customer know you care and want to improve, but it also 
shows prospective patients the same. 

That's why you will want to quickly locate and respond to 
negative reviews. Without the context that your response 
provides, people doing their research online may take that 
negative review at face value and pass over your practice. 

MASTERING  THE  ART  OF

ANSWERING  NEGATIVE

ONLINE  REVIEWS



RESPONDING TO 
KNOWN CUSTOMERS
Many online reviews will be attached to a public profile for you 

to view. This will allow you to pull the name of the reviewer 

and find out if they're a customer of yours.  

Be aware that some people choose not to use their real name 

on review sites like Google, opting for their middle name, a 

nickname, or a completely made up name to avoid instant 

recognition. 

If possible, search for related names in your system. For 

example, if you see a bad review left by a “Betty R.,” look for a 

person in your system that would appear under Elizabeth R. If 

a profile appears, it’s possible that this is the reviewer. 

Hi (USERNAME), thank 

you for your feedback. At 

our office, customer care 

and experience is a top 

priority for us so we want 

to learn more about the 

situation you described. 

Please reach out to 

(NAME) at 123-456-7890



RESPONDING TO 
UNKNOWN REVIEWERS

Sometimes, it isn't possible to verify that a 
reviewer is a real customer of yours. 

If you want to err on the side of caution, you 
will want to create a response that allows you to 
note that you cannot confirm that they are 
a customer while still inviting them to resolve 
the problem privately.

Hi (USERNAME), we take your 

comments very seriously and 

would like to investigate the 

situation further. While we 

cannot verify you as a client of 

ours, we’d like to discuss your 

experience and welcome you 

to reach out to us by calling 

123-456-7890



HAVE YOU 
RECEIVED A FAKE 
NEGATIVE REVIEW?
One of the most frustrating experiences is receiving 
a negative review that is fake. Whether the review is 
making outlandish claims or no one on your staff 
remembers the situation, these reviews can be hard 
to deal with. 

Not only do readers not know if the situation 
happened, but your word can come into question 
too. To best handle fake negative reviews, it's good 
to note that this situation doesn't sound familiar 
and invite them to discuss the matter privately.

Hi (USERNAME), creating a 

good customer experience is our 

#1 priority. Your experience 

doesn't sound similar to 

anything that happened in our 

store. Is it possible that you 

meant to leave a review for 

someone else? Regardless, we 

welcome you to call us at 123- 

456-790 to discuss 

your case privately.



PROSPECTIVE CUSTOMERS

WILL BE ABLE TO SEE THAT

YOUR COMPANY CARES

ABOUT THEIR EXPERIENCE. 

If your business has received a negative review, make sure 
you're responding in a way that welcomes an open 
discussion.



IN THE FIRST HALF OF 2018,

REPCHECKUP GENERATED   

2,500 NEW POSITIVE REVIEWS. 

Almost 60% of those asked to leave an online review using 
RepCheckup did so. 



WANT MORE INFORMATION ON 
REPUTATION MANAGEMENT AND 

HOW YOU CAN GET MORE 
REVIEWS?

Contact us at 1-800-818-7199 or sign up for your free trial at RepCheckup.com


