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

You wouldnʼt ignore a customer praising you or shouting at you in your reception

area. So why ignore them on Google, where thousands of local prospects are

watching?

— BrightLocal Consumer Review Survey


— Whitespark Local Ranking Factors

Itʼs not just about PR; itʼs about visibility. Googleʼs algorithm actively rewards businesses that

reply to reviews with higher local Maps rankings. Every unanswered review is a signal to

Google that youʼre not engaged—and your competitors who *do* reply are climbing above

you right now.



Google explicitly states: "Interact with customers by responding to reviews... High-quality,

positive reviews from your customers can improve your business visibility." Replying is no

longer just customer service; it is a core marketing and growth channel.





Business owners are busy. When they try to handle reviews on the fly—between jobs, on

their phone, or at the end of a long day—they almost always fall into one of three dangerous

traps.



When a completely unfair review drops, your heart rate spikes. You want to fire back and set

the record straight. But getting defensive in public tells future customers you are combative,

petty, and unprofessional.



Trying to be *too* helpful can backfire. Accidentally admitting fault ("Sorry our engineer was

late...") provides written proof that opens you up to aggressive refund demands and legal

liability.



Copy-pasting the exact same generic "thanks" to every 5-star review makes your business

look automated and insincere. It wastes the opportunity to build real brand loyalty.



"A brand is no longer what we tell the consumer it is—it is what consumers tell each other it is."





GRACE is the proprietary framework our agency uses to write thousands of

liability-safe, brand-building review replies. It provides a repeatable, professional

structure for every single review.

Open politely. For positive reviews, be warm. For negative reviews, stay formal and

controlled. Disarm hostility instantly.

Identify the topic in neutral, active language. Show you read the review without repeating

their inflammatory wording or admitting fault.

Reaffirm your businessʼs high standards. Speak to the future customers reading the

exchange by reinforcing what your brand stands for.

A 5-star review gets a loyalty CTA ("See you soon"). A 1-star review directs them calmly

offline to management.

Remove apologies, liability admissions, and emotional rebuttals before hitting post.

Protect your brand legally.





Too many businesses ignore 5-star reviews because "there's no problem to fix."

This is a massive missed opportunity. A 5-star review isn't just a pat on the back;

it is a free marketing asset.



Customer retention is vastly cheaper than acquisition. A warm, personalised reply makes
the customer feel valued, cementing their loyalty to your brand.



Google scans review replies for keywords. If a customer says "Great service," your reply
can naturally include keywords like "We love providing top-tier plumbing services in
Leeds."

Often, a customer will leave a 5-star rating without typing any text.  A simple

"Thank you for taking the time to leave us a 5-star rating, we truly appreciate your support!"

shows Google your profile is highly active.



Always use the reviewer's first name in your response if it is available. It instantly breaks the

"corporate wall" and proves to them—and everyone else reading—that a real human being took

the time to write the reply.





Use the GRACE framework to ensure your positive replies sound warm, human, and

professional—never robotic.



Notice how the reply above naturally mentions "speedy turnaround". When you subtly mirror the

customer's specific services or praises in your response, it helps Google understand exactly what

you do, directly boosting your local search ranking.



"Brilliant service, friendly team, and very quick turnaround on the boiler fix."



�No text provided, just a 5-star rating]





A 3-star review is often the hardest to reply to. They aren't angry enough to

warrant a crisis response, but they aren't happy enough to celebrate. 

When a highly cautious prospect researches your business, they

often skip the 5-stars (assuming they might be biased) and skip the

1-stars (assuming they are unhinged). 

If you only address the negative part, you sound defensive. If you only thank them for the positive
part, you sound like you aren't listening. Validate the entire experience.

Don't force them offline immediately like a 1-star review. Offer an *optional* route for more
feedback: *"If you'd like to share more details, please feel free to reach out..."*



Never offer a discount or freebie in a public reply to a 3-star review. This trains future customers

to leave mediocre reviews just to get a coupon. Keep the reply professional and focused on your

high standards.





Lukewarm reviews are your best opportunity to show future prospects that you are

constantly improving. Donʼt ignore them—people are watching how you react.



When replying to a 3-star review, remember that the original reviewer rarely changes their rating.

Your true audience is the next 100 highly cautious prospects who are reading the response to see

exactly how you handle valid criticism.



"Good product range and the staff were friendly, but it was difficult to find someone when I
actually needed help on the shop floor."



"The work was completed to a good standard eventually, but it took two days longer than they
quoted me initially."





A 1-star review is a public relations crisis. The goal is  to win an argument with

the reviewer. The goal is to show the *hundreds of future customers* reading the

exchange that you are a calm, highly professional business.



Why do we always direct 1-star reviews to management? Because once a customer is speaking to

a human on the phone or via a private email thread, the public performance stops. In many cases,

an expertly handled offline conversation leads the customer to voluntarily delete or upgrade their

original review.

Before you post a 1-star reply, ensure it violates none of these rules:



Words like "sorry" imply immediate guilt before you investigate.



"This was our fault" is a written admission that can be used in refund disputes.



"We will fix this" creates a public expectation you might not be able to fulfill.



Never say "If you take this down, we will refund you." This publicly signals to scammers that bad reviews get
them paid off.





When the worst happens, do not write from scratch. Copy, adapt, and deploy these liability-

safe responses to move the conflict offline.



Speed is crucial for 1-star reviews. A rapid, highly professional response not only looks great to

future readers, but it often stops the angry customer from heading to Facebook, Trustpilot, or

local community groups to spread their complaint further.



"Worst experience ever. Waited ages, staff were rude, and no one knew what was happening."



"Terrible company. Avoid at all costs." �From an unknown profile/competitor).





You have the blueprint, but do you have the time? Let our UK team handle every review

using the GRACE framework, protecting your brand while you focus on operations.

For single-location businesses

+ VAT

 Up to 20 reviews per month

 72-hour response time

 100% human-approved replies

 Up to 150 reviews per month & Weekend monitoring

 Dedicated account manager



We believe in earning your business every single month. All of our plans are

rolling monthly agreements—you can cancel at any time with just 30 days'

notice. No exit fees, no penalties.

For growing businesses

+ VAT

 Up to 60 reviews per month

 48-hour response time

 Crisis alerts �1-star�
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