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Bad Reviews:  What 
an agency can do for 
their clients



82% of consumers 
read online 
reviews for local 
businesses

SOURCE: https://www.brightlocal.com/research/local-consumer-review-survey

https://www.brightlocal.com/research/local-consumer-review-survey


76% of consumers 
trust an online 
review as much as 
a personal 
recommendation 

SOURCE: https://www.brightlocal.com/research/local-consumer-review-survey

https://www.brightlocal.com/research/local-consumer-review-survey


91% of consumers 
say that positive 
reviews make 
them more likely to 
use a business

SOURCE: https://www.brightlocal.com/research/local-consumer-review-survey

https://www.brightlocal.com/research/local-consumer-review-survey


51% of consumers 
said they left a 
review when 
asked. 33% have 
never been asked

SOURCE: https://www.brightlocal.com/research/local-consumer-review-survey

https://www.brightlocal.com/research/local-consumer-review-survey




Step 1 - Don’t Panic 



“We need to get this 
review removed! This 

person isn’t even a client!”

“This ruined my 5 star average!”

“ He doesn’t know what 
he’s talking about!” 

“Such a Karen!”



FACT: Negative Reviews Help Establish Credibility and 
Authenticity

88% of buyers are influenced in their buying decision by reviews

49.7% of consumers need to see a 4-star rating or higher to consider a 
business

The likelihood of purchase peaks at a star rating of 4.2 – 4.5, then 
decreases as the rating gets closer to 5.0

https://www.zendesk.com/resources/customer-service-and-lifetime-customer-value/
http://blumenthals.com/blog/2014/04/24/are-younger-consumers-more-tolerant-of-bad-reviews-or-do-they-just-understand-them-better/
http://spiegel.medill.northwestern.edu/online-reviews/


Extortion - Reviewer tries to blackmail the business in 
exchange for removing the negative reviews

Public Media Attention - Business is being attacked publicly

Ex-Employee - Typically required the reviewer to admit 
they are an ex-employee

SOURCE: https://www.sterlingsky.ca

https://www.sterlingsky.ca/negative-google-reviews/


“We need to get this review removed! This person isn’t 
even a client!”

Document all your findings in a Google Doc

Report review to Google & flag as 
inappropriate 

Contact Google by phone/email, GMB 
forum, and/or social media 

SOURCE: https://www.sterlingsky.ca

https://www.sterlingsky.ca/negative-google-reviews/


Step 2 - Respond 



86% of consumers 
who leave a 
negative review 
expect a reply 
within 3 days

SOURCE: https://gatherup.com/blog/how-to-reply-to-reviews-free-templates/

https://gatherup.com/blog/how-to-reply-to-reviews-free-templates/


Of the 82% of 
consumers who read 
reviews, 97% read 
the business’ 
responses

SOURCE: https://www.brightlocal.com/research/local-consumer-review-survey

https://www.brightlocal.com/research/local-consumer-review-survey


71% of consumers 
say they are more 
likely to use a 
business that 
responds to reviews

SOURCE: https://www.brightlocal.com/research/local-consumer-review-survey

https://www.brightlocal.com/research/local-consumer-review-survey






Quickly 

Publicly (when the review is public)

Show sympathy and offer a solution

Put someone in charge of speaking with the reviewer  

Personalize the reply 

SOURCE: https://gatherup.com/blog/how-to-reply-to-reviews-free-templates/

https://gatherup.com/blog/how-to-reply-to-reviews-free-templates/


Dear (Customer name),

I’m (contacts name) I am the (title) here at (Business Name)

Thank you for posting a review. I appreciate the time you took to let 
us know about (Review detail).

SOURCE: https://gatherup.com/blog/how-to-reply-to-reviews-free-templates/

Introduction and thanks

https://gatherup.com/blog/how-to-reply-to-reviews-free-templates/


We’re sorry to disappoint you.

(Share a reason for what went wrong) and we’ve failed to 
deliver the experience you expect.

SOURCE: https://gatherup.com/blog/how-to-reply-to-reviews-free-templates/

Apologize and Take Responsibility

https://gatherup.com/blog/how-to-reply-to-reviews-free-templates/


SOURCE: https://gatherup.com/blog/how-to-reply-to-reviews-free-templates/

Offer a solution or an invitation

I would appreciate another chance to earn your business. 
Please accept (solution). 

https://gatherup.com/blog/how-to-reply-to-reviews-free-templates/


https://gatherup.com/blog/how-to-reply-to-reviews-free-templates/

Need a BIG head start on review replies?

Free reply templates

https://gatherup.com/blog/how-to-reply-to-reviews-free-templates/


Step 3 - Educate



57% of customer 
complaints come 
as a result of poor 
customer service 
or employee 
behavior 

SOURCE: https://gatherup.com/resources/downloads/

https://gatherup.com/resources/downloads/


Turn reviews into 
potential 
operational action 
items



Benefits of increased customer service training and insights

Higher employee motivation & 
engagement

Improved customer experiences 

More reviews

Higher customer retention 



Look at the 
competitions 
reviews to learn 
about their 
strengths and 
weaknesses











Step 4 - Grow 







1 2 3



11,763 Reviews 1985-2016 (98.02 Avg/Location)

19,717 New Google Reviews (164.3 Ave/Location)

167.62% Increase









While a platform 
enables efficiency, data 
and visibility, you need 
to layer it with strategy.



Step 5 - Boast 



Maximize the reviews 
you have. Just sitting 
in one place is a waste. 



Summarize your reviews

Summarize

5x



5X5x



Recent reviews

Summarize

Recent Reviews

5X5x



5X5x



Reviews by location

Summarize

Recent Reviews

Reviews by Location5X5x



5X5x



Keyword Rich Reviews

Summarize

Recent Reviews

Reviews by Location

Keyword Rich Reviews

5X5x



5X5x



Share on social

Summarize

Recent Reviews

Reviews by Location

Keyword Rich Reviews

Share on Social

5X5x



5X5x



5X5x


