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How to reply to customer reviews like a human (not a press release)
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Why Bother Responding?

Because every review — good, bad, or kinda “meh” — is a golden opportunity to show the world how you treat people, not just how you market to them.
The way you respond makes a difference. It builds trust. It builds connection. It shows you care, not because you're supposed to, but because you're building something real.




How to Use This Worksheet


1. Grab a few recent reviews from Google, Yelp, Facebook, or wherever people talk about your biz.
2. Pick the closest-fit template and tweak it to sound like you.
3. Stay human. Stay grateful. If something went sideways, own it and show what you’re doing about it.
4. Use this as a chance to connect, not just check a box.

 (
Review
 
Type
Short
 
+
 
Sweet
Full-On
 
Praise
Repeat
 
Customer
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When It’s All Good: Positive Reviews

(aka “thank you without sounding like a robot”)







































 (
Example
 
Review
“Loved it here! 
Great 
service.”
“The staff was amazing, and the process was so easy
 
from
 
start
 
to
 
finish.”
“I’ve
 
been
 
coming
 
here
 
for 
years and it’s always 
great.”
) (
Say
 
This
 
Instead
"Thanks so much for coming
 
by
 
—
 
that
 
means
 
a lot!
 
Hope
 
we
 
get
 
to
 
see
 
you again soon."
"This made my day — 
thank
 
you!
 
Our
 
team
 
puts 
a lot into making things smooth and easy, so I’m glad
 
that
 
came
 
through!"
"Wow — thank you for sticking with us! We love getting to serve people 
like you. You make it all worth 
it."
)Pro Tip:

If their name’s there, use it. Add a personal touch or detail when you can — it makes a difference.
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When	It’s	Not	Bad,	But	Not	Perfect: Mixed or “Meh” Reviews

(yes, you can do this without losing your cool)









































 (
Review
 
Type
Disappointed
Just
 
Angry
Public
 
Drag
) (
Example
 
Review
“The product didn’t 
meet my expectations.”
“This
 
was
 
terrible
 
—
 
never coming back.”
“Customer
 
service
 
was 
rude.”
) (
Say
 
This
 
Instead
"I’m really sorry to hear that
 
—
 
and
 
I’d
 
love
 
to
 
learn more. Can you reach out
 
at [email/phone]? We’re always trying to improve, and your feedback helps
 
us get there."
"I
 
hate
 
that
 
you
 
had
 
such
 
a bad experience. If you’re 
open
 
to
 
chatting,
 
we’d
 
love 
to know what went wrong so we can make it right."
"I’m
 
sorry
 
that
 
happened
 
— and thanks for speaking
 
up. We're looking into it right away. We want every experience to feel respectful and helpful, so we’re
 
taking
 
this
 
seriously."
)Heads-up:

The goal isn’t to “win” the argument. It’s to show you're listening, learning, and ready to make things better.
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Final Thought



















People don’t expect perfection. They expect effort. A thoughtful, human response can turn a frustrated customer into a fan — and a happy customer into a full-on raving ambassador.
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When	It’s	Rough:	Negative	Review Templates









































 (
Review
 
Type
Minor
 
Issue
Mixed
 
Bag
Shrug
 
Emoji
) (
Example
 
Review
“Good
 
experience
 
overall, 
but
 
wait
 
times
 
were
 
a
 
little long.”
“Staff was friendly, but 
my order wasn’t correct.”
“It
 
was
 
okay,
 
nothing 
special.”
) (
Say
 
This
 
Instead
"Thanks
 
for
 
the
 
feedback
 
— and for your patience!
We're working on making wait
 
times
 
shorter,
 
so
 
this 
helps."
"Ugh, sorry to hear the order was off — but I'm glad the team took good care of you. We’re 
already looking into how we can do better next time."
"Appreciate
 
you
 
giving
 
us a try. We're always looking to
 
stand
 
out
 
a
 
little
 
more
 
— your feedback helps."
)Alert:

Don’t go overboard apologizing. Stay calm, thankful, and solution- focused. No groveling required.
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