Negative Online Review Sample Responses

The following are sample responses for negative online reviews.  You can use these to respond publicly to negative feedback on Yelp.com or other review sites.  Use the response for the particular grievance the customer has whether it is for food/beverage, service, price/value or general concerns and add in details as necessary. Just cut and paste as needed.
If you would like to offer the customer a discount or gift card to come back, do so in a private message or by getting the customer’s physical address and sending it there.  Unfortunately there are people who will complain simply to get a deal if it seems like your bar always offers discounts for those who post negative reviews.     

	Responses for Negative Comments on Food and Beverage


Hello. I'm sorry to hear that your experiences at Campground Name Goes Here were not good. Beverage quality and customer service have always been our priority and stressed in our staff training. Obviously, we did not do our best in serving you. I will use these comments in future training to educate my staff.  You, as with all our customers, are the reason why we are here. Thank you for letting us know your concerns, it helps us improve.

My name is _____ and I work with the Campground Name Goes Here management team. First of all, thank you for taking the time to write a review, we appreciate your feedback as this is how we are best able to learn and grow. I am sorry to hear of your negative experience. It is something we are working hard on and continuing to address.  I would like to invite you to come back as my guest, no strings attached. I will send you a private message. Thank you again.


Hi, just wanted to say thanks for coming in to the Campground Name Goes Here. 
I'm sorry you were disappointed by the food you ordered. I'd like to thank you for your feedback. We take criticisms constructively and work them into our product – the item you ordered was clearly not up to our usual quality standards and I would like to make things right.  I’ve sent you a private message, and I hope you will give us another try. 
	Responses for Negative Comments on Service


Hello.  Thank you for coming to Campground Name Goes Here and posting a review about your visit.  I am so sorry that your service experience was unpleasant.  Delivering an excellent customer experience is of the utmost importance to us, and it troubles me that we failed to do so during your visit.  We know that poor service can make or break it with customers, so thank you for letting us know about where we can improve.  I will be using your comments to further train our staff.  I hope you will not let this incident keep you from visiting us in the future. 

As one of the service managers, I want to apologize for the bad service you have received. It is unacceptable for you to be unhappy with the level of service we have provided and I would like to find some way to make it up to you. We do truly strive to deliver friendly and efficient service every time to every guest and we seemed to have missed the mark during your visit.  We honestly appreciate all feedback, and if you would like to let me know specifically what happened and when it happened, you can contact me at email goes here or call us directly at phone goes here so that we can do everything in our power to improve our level of service for you and all of our guests. Thank you again for taking the time to share your experience.


Thanks for coming to Campground Name Goes Here.  I’d like to apologize for the poor service you received.  It is unacceptable that any of our guests should receive anything less than excellent service and this issue will be addressed immediately.  What you experienced is not in line with how we train our staff.  We can do much better than that, so I hope you’ll give us another try in the future.  Please check your account for a private message.  Thank you again for your honest feedback.
	Responses for Negative Comments on Price or Value


Hello, thank you for visiting Campground Name Goes Here.  I am so sorry that you did not enjoy your experience. It is our goal for everyone who visits us to have an experience they find memorable and pleasant and clearly we did not achieve it with your visit.  
It is true, we certainly do charge more than some restaurants in the area, as you mentioned.  We try to make sure that our prices are in line with the quality of our food, excellence of service and the upscale atmosphere that our customers experience.  Our ingredients are of the highest quality we can find, and we also offer an ambiance that is drastically different and more involved than the average establishment. 
Would you allow us the opportunity to make it up to you by giving us a second chance?  I’ve sent you a private message. Thanks again for your feedback.

Hi, thanks for visiting us at Campground Name Goes Here.  We appreciate your visit and are sorry you did not feel that our prices were fair.  
The reason we are a little more expensive than other establishments is that we have a commitment to using the highest quality ingredients and providing the best level of service possible.  That often means using gourmet and organic ingredients which by nature cost more.  We also believe in providing greater than average wages for our employees because we value them highly.
At the end of the day what really counts is the quality of the food, the value and the service. I'm sorry we were not able to impress you but with some background on our price structure, we hope you will give us another shot in the future. 

	Responses for Negative Comments in General


I want to apologize for the unpleasant incident you had at Campground Name Goes Here. Your comments were quite troubling but I want to thank you for bringing this to my attention. 

Without your feedback we might not have known about this. It is our goal to provide our guests with terrific food/drinks/service/atmosphere/etc. and in this case we failed to do so. What you experienced is unacceptable and we have taken steps to prevent this from happening in the future. 

While I cannot change the past, I would like to invite you back in the future as my guest. Thank you for being a loyal customer and caring about our business. 

I'm so sorry to hear that you were disappointed with our business. It is our goal to make our customers happy and we clearly did not achieve this with your visit.  Thank you for your honest feedback, we will use this to improve and train our staff to do better.  We wish you the best and hope we can serve you in the future.

