
and the user has raised 
legitimate concern.

and it reads like a rant 
or it’s false.

and there is a simple 
misunderstanding.

Go to the Reviews section of your business account

CRITICAL REVIEW POSITIVE REVIEW

Take the time to address 
their concerns and, if 
necessary, explain any 
changes you will make 
or offer to make amends 
and invite them to come 
back.

We recommend private 
messaging first. 
If a public comment is 
necessary, politely 
present your side of the 
story. Being civil is the 
best strategy.

In your response, clearly 
state your business’ 
policies and clarify any 
inaccuracies.

and you have something 
to add to the user’s review.

and you can’t add to 
the user’s review.

Public comments are a way 
for business owners to add 
color to a user’s review. 
Use this opportunity to 
deliver a human thank you 
and let them know you 
care.

Simply thank the user 
via private message.

Respond Publicly Respond Publicly 
or Privately

Respond Publicly Respond Publicly Respond Privately

1

Locate the review and click Add Public Comment or Send Private Message

2

all about
REVIEWS

HOW DOES YELP'S RECOMMENDATION SOFTWARE WORK?

We use automated software to recommend reviews from the Yelp community. The software looks at dozens of different 

signals, including various measures of quality, reliability, and activity on Yelp. Most of all, however, it's looking for people who 

are intrinsically motivated to share the wide range of rich and detailed experiences they have every day with local businesses.

You can read more about our recommendation software on our official blog post, or take a minute to watch our video.

WHAT IF I’M PARTICULARLY UPSET ABOUT A CRITICAL REVIEW?

Critical reviews can feel like a punch in the gut. For you founders and sole proprietors out there, a critical review can even feel 

like a personal attack.

The good news is that by contacting your reviewer and establishing a genuine human relationship, you have a chance to help 

the situation and maybe even change this customer's perspective for the better. We've heard lots of success stories from 

business owners who were polite to their reviewers and were accordingly given a second chance.

So just keep your message simple: thank you for the business and the feedback. If you can be specific about the customer's 

experience and any changes you may have made as a result, this could go very far in earning trust.

HOW DO I RESPOND TO A REVIEW?

CAN’T DECIDE WHICH WAY TO RESPOND?
CHECK OUT OUR HANDY FLOWCHART:

https://www.yelpblog.com/2013/11/yelp-recommended-reviews
https://biz.yelp.com/video/yelp_reviews

