
T A C K L I N G  N EG A T I V E  
R EV I EW S

A  H O W -T O  G U I D E T O  T A K I N G  A C T I O N  O N  
N EG A T I V E  R EV I EW S.

© 2018 Elevatie Inc.



IN TRO DUCTIO N
No one likes negat ive reviews!  Somet imes we have to humble ourselves 

and admit  that  not  all of  our customers we have are going to leave happy ? 
despite everyone?s best  effort . In addit ion, i t?s hard not  to take some 
construct ive crit icism personally. Having a plan in place to take act ion, however,  
is extremely crucial in the realm of online presence.

We k n ow  n egat i ve rev iew s an d n ot  bein g prepared t o respon d t o t hem  can  
do i r reparable dam age t o your  busin ess!

Especially i f  you respond to negat ive reviews unprofessionally. There are 
several cases we found1 where business owners were crit iqued on their handling 
of their responses. Unfortunately,  most  of them were an emot ional response 
that  didn't  even address the real issue but  put  the blame back on the consumer. 
Some responses belit t led and even insulted their customers publicly.

In this eBook, we will out line a proven how-to process to respond to 
negat ive reviews, discuss ways that  negat ive reviews can impact  your business, 
help you improve your business operat ions, and review the benef its of having an 
online review management plat form like Elevat ie.

1 http://www.seerinteractive.com/blog/help-with-yelp-for-

   businessresponding-to-negative-reviews/
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I H AV E N EGATIV E REV IEW S, W H AT DO  I DO ?

In our experience here are some great pointers on what you should do when faced with negative 
reviews. Negative reviews aren't all that bad as they could shed some light onto issues within your 
organization.

1.

2.

3.

4.

Take t hem  ser iously, but  rem ain calm .  It?s easier said than done, to not let negative 
reviews get the best of you, especially your emotions. We recommend that you have 
someone that can respond to these negative reviews without being defensive. It?s also 
recommended that they remain distant from the situation. Some businesses may have a 
public relations person who is in charge of social media and negative reviews.

Don?t  let  one Negat ive Nancy ruin your  day. Let?s say you have a high rating on 
Yelp/Google and lots of positive reviews. One Negative Nancy posts a poor review. 
Message that person privately and apologize ? even if it wasn?t your fault. Choosing to 
apologize to the dissatisfied patient and letting her know she has been heard and 
acknowledged might just solve your problem. He/She might even give you a second 
chance.  According to Yelp 17% of consumers pay attention to the quantity of positive 
reviews you have versus the amount of negative commentary.1

Respond when appropr iat e. Reviewers just want to be heard. If you have a Positive 
Polly that has left you a review, respond and show some love. She might be an influencer 
and by responding it shows that your company cares about their customers. If there is a 
Negative Nancy, apologize and explain how your employees were working diligently to 
serve everyone as efficiently as possible while providing world class service.

Be preem pt ive. Tackling negative reviews before they even happen is crucial. Be aware 
of your operations and have an eye of a hawk on the customer experience. Are they 
being cared for; are the consumers' expectations being met? Work with your team to 
develop strategies to close the feedback loop. Then, good reviews will certainly come. 

1 http://brandongaille.com/9-compelling-statistics-and-trends-about-yelp-reviews/
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A saying that  we have adapted at  Elevat ie is

?we are in the business of building relat ionships.?



SEE N EGATIV E REV IEW S A S A N  
O PPO RTUN ITY
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There is nothing I love more than being able to enjoy the great  outdoors. 
Being able to get  away from the city,  take in the sites of the Rocky Mountains, 
tall pine t rees, and fresh air. I wonder to myself  the process that  Mother Nature 
must  have undergone to become so vibrant ,  peaceful,  and beaut iful.

So why am I talking to you about  the Rockies, tall pines, and the outdoors 
in this eBook about  negat ive reviews? This beaut iful view has taken probably 
thousands of years to become something that  we all can enjoy. With a lot  of  
ef fort  and a li t t le love, land can turn into something beaut iful to be enjoyed. 

The same can be said of negat ive reviews. Try to stop seeing negat ive 
reviews as the customers? fault ,  or some horrible plot  against  your business. 
They are something that  a business wouldn?t  want  ? some might  say they leave a 
bad image ? but  they can be an important  stepping stone in improving your 
business operat ions.

A n egat i ve rev iew  can  shed som e l i gh t  on  a problem  em ployee or  a 
process t hat  i sn ?t  w ork in g so w el l ,  and give you the insights you need to 
correct  that  problem and improve your business. It?s not  only important  to 
respond to negat ive reviews, but  also use them to enact  posit ive change in your 
business. If  you put  in a li t t le work,  show the customer a li t t le love, you can turn 
a negat ive experience into a posit ive one. 

...AN OPTIMIST SEES THE
OPPORTUNITY IN EVERY DIFFICULTY



THE FEEDBACK LOOP
It 's easy for businesses to be passive in collecting consumer feedback. Sending out a 

short survey, seeing which customers are unhappy, fixing the problems, then rinse and repeat 
some months later. Seems simple and straight forward right?

The plan is flawed! The end goal is to retain customers. 

THE FOUR  PHASES:
1. The Exper ience

2. The Medium

3.  The Analysis

4. The Ref inem ent

1.The Exper ience: The point of first contact or interaction between a company and customer. 
You provide your customer with a product or service, and the customer either has a satisfactory 
experience, or finds it lacking. 

2. The Medium : A pathway for feedback, usually by sending a digital form in which you ask the 
customer to rate his or her experience in a series of agree/disagree statements and to provide 
other written comments. 

3.The Analysis: Now that you have gathered your data, it is time to initiate an analysis of all 
the data collected. You learn more about the customers feedback and any problems in the 
relationships that may exist.

4.The Ref inem ent : Take the data analysis to educate your team, while reinforcing your 
core customer service values in the process. Use this new information to further improve 
the customer relation experience in the future.

THE 

EXPERIENCE

THE

MEDIUM

THE

ANALYSIS

THE

REFINEMENT



 A company that  

recognizes the importance of 

branding is a company that  cares 

about  its image and percept ion. 

Negat ive reviews can have an 

adverse affect  on branding. We 

live in a world where percept ion 

is everything and that 's why 

companies like Nike, Coca Cola, 

BMW, etc... have spent  

hundreds and m illions on 

branding to protect  their 

ident ity and brand.

Our plat form integrates 

with several review sites and 

provides businesses a tool to 

help them not  only build their 

brand, but  protect  i t  as well.  

Reviews have an impact  

on your brand. They drive more 

t raff ic to your business as they 

are lef t  on industry specif ic sites 

that  mat ter most  to you.

In business, i ts all about  

rapport ,  building t rust ,  and the 

last ing relat ionship you develop 

with your consumers.  After all,  

you want  them to rave about  

your business and cont inue 

coming back.

Through our plat form, not  

only are you able to integrate 

with review sites that  mat ter 

most  to you, you are able to see 

all the reviews from those sites.

This plat form helps you 

generate more posit ive reviews. 

It  invites your happiest  

customers to leave reviews as a 

posit ive statement about  your 

business. 

Like they say "There is 

no such thing as bad publicity" . 

We at  Elevat ie like to think that  

is a M YTH .  There is such a 

thing as bad publicity especially 

on a global level. For example, 

when Volkswagen's emission 

scandal came out  i t  cost  them 

$18bn1. 

As result ,  Volkswagen will be 

spending m illions if  not  bi llions 

on rebuilding their brand and 

market ing their product .

Negat i ve rev iew s 
af f ect  your  bot t om  l i n e!  

The beauty of this plat form is 

that  i t  provides businesses a 

second chance to address any 

negat ivity.

BUILD IN G BRA N DBUILD IN G TRUST M A RKETIN G
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84%

84%  of  people t rust  on l i n e 
rev iew s as m uch  as a 

person al  recom m en dat ion 1

91%

91%  of  con sum ers regular l y or  
occasion al l y read on l i n e 

rev iew s1

90%

90%  of  con sum ers read 10 
rev iew s or  l ess bef ore t hey 

f eel  t hat  t hey can  t rust  a 
busin ess1

1 https://www.usatoday.com/story/money/cars/2016/04/22/

volkswagen-emissions-scandal-cost/83379520/



W H Y 
ELEVATIE?

Elevat ie?s plat form gives you the abili ty to fully f ine-tune your business and 
ut i lize the power of online reviews. This plat form is seamless and can easily 
convert  your customers into online advocates for your business in a matter of 
clicks.

This is accomplished by:

- Promot ing a balanced online presence across several review sites.

- Connect ing you with your online reputat ion to monitor,  t rack, and 
respond in real-t ime. With real-t ime not if icat ions, we have made it  easy for 
you can respond quickly to any problems that  may arise.

- Elevat ie is improving business by cont inuously integrat ing with 
industry-leading software plat forms, fostering partnerships, and allowing you to 
collect  and report  on new reviews as they come.

Krist in Smaby, a leader in customer service, commented in a recent  art icle 
that  businesses should no longer shy away from online interact ions with their 
customers. She said,  ?It?s time to consider an entirely different approach: building 
human- centric customer service through great people and clever technology. So, get 
to know your customers. Humanize them. Humanize yourself. It?s worth it.?5

5 http://www.conversity.com/save-reputation-sanity-customer-

   service-mattersnow-time-become-human-centric/#axzz4ahloTAlZ
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CO N CLUSIO N

Elevat ie's plat form provides businesses a second chance 

and tools to generate up to 20 t imes more in posit ive reviews.  

Empowering businesses to tackle negat ive reviews in real-t ime 

and closing the feedback loop sooner than before . The plat form 

not if ies and alerts you of any negat ive experiences before they 

become larger problems.

- Posit ive brand recognit ion is of the utmost  importance 

when it  comes to online reputat ion management. Our 

plat form helps you build your brand, and to protect  i t .

- Improved customer relat ions by closing the feedback loop 

sooner than ever before. You get  real-t ime feedback on 

act ionable items.

- Use your happiest  customers as the new market ing engine 

by asking them to leave reviews on sites that  mat ter most  

to you. 60% of consumers  say that  negat ive reviews make 

them not  want  to use a business.1

KEY TA KEAW AYS:
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1 https://brightlocal.com/learn/local-consumer-review-survey



REQUEST A DEMO

Learn how Elevatie?s software can help improve your 
customer service, while also enabling you to increase 
revenue, increase traffic, build loyalty with potential 
customers, and improve your business operations.

https://elevatie.com/request-demo?pdf=ebook-tackling-negative-reviews
https://elevatie.com/request-demo?pdf=ebook-tackling-negative-reviews
https://elevatie.com/request-demo?pdf=ebook-tackling-negative-reviews
https://elevatie.com/request-demo?pdf=ebook-tackling-negative-reviews

