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PRIVILEGED AND CONFIDENTIAL
 Negative Review Worksheet
Client Sponsor: 
Frontier Client: 
Property Negative Review Posted On: 
Negative Reviewer Name: 
Date: 
Star Count:  
Content of Negative Review: 
Do we know who the negative reviewer is, and do we have contact information, including email or phone? If so, please list: 
Please document the EXACT story behind this negative review. Please include any additional services the client may not have known about, or any negative interaction with the client that would have caused this negative review:
Is the Negative Reviewer's claim accurate? If so, please give context.
Do we know what would motivate them to take down the review? 
Step 1. Get the review removed. If we can privately contact them, listen to their complaints, and offer up a solution that is palatable with the client, then let's do that. If we are giving them something, the review must come down first.
Step 2. If they will not respond, or will not take down the review, then we must respond.  Below is our recommended response:
Was this issue resolved?
Frontier Account Manager Sign-off 
If the reviewer is right and you screwed up
1. Acknowledge the pain of the reviewer. 
"I am very sorry to hear that our technician was not as courteous as you would hope."
 
2. Clarify the steps taken to fix the problem now and in the future. If possible, sell something positive.
"Every employee goes through rigorous customer service training, but unfortunately, they have bad days too."
 
3. Offer for them to contact you privately.
"At XYZ Company, we believe strongly in superior customer satisfaction, and we want to make this right. Would you please call me directly to discuss? My number is XXX-XXX-XXXX"
 
4. Answer from someone with perceived authority.
"Thanks for your patience, 
Sally Smith, Owner"
 
If you are right and the reviewer is being unreasonable
1. Acknowledge the pain of the reviewer. 
"I understand the frustration many folks have with having to pay a dispatch fee." 
 
2. Clarify why the issue occurred with an obviously logical answer.
"In plumbing, it costs us every time we send out a technician. Many companies raise their prices on all services to compensate. We don't think that's right."
 
3. Offer for them to contact you privately.
"At XYZ Plumbing, we believe strongly in superior customer satisfaction, and always want to hear from our customers. If you'd like, please call me directly to discuss. My number is XXX-XXX-XXXX"
 
4. Answer from someone with perceived authority
"Regards- 
Sally Smith, Owner"
Instruction Sheet for Writing Negative Review Reponses
Final Checklist
Could my response never be perceived as rude or discourteous in any way?
Are all the facts I used directly related to the review?
Did I not accuse the reviewer of anything, including not listening or being rude themselves?
Did I not say anything that may potentially anger the reviewer and have them continue to respond?
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