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INTRODUCTION
 

This guide explains the process for responding to reviews on Yelp and 
includes a set of best practices to consider when doing so. 

Responding to reviews is a great way to learn from and build goodwill 
with vocal customers. However, contacting reviewers should be 
approached with care; sometimes the best intentions on the part of the 
responding party are misinterpreted.  



LOGGING IN TO YELP FOR BUSINESS OWNERS

Click “forgot your 
password?” to 

reset if necessary 

Enter email 
address and 

password 

Navigate to biz.yelp.com 



AGGREGATE REVIEW FEED FOR ADVERTISING LOCATIONS

Default sorted 
by review date. 

Location 
address is listed 

above each 
review 

Sort by date, 
rating, or 

awaiting reply 

Select 
“Reviews” 



REVIEW NOTIFICATIONS 

You can elect to receive notifications when: 
•  Someone reviews your business 
•  When your customers message you 

You will receive review notifications for all new reviews, but please be 
aware that because our Recommendation Software runs once daily, and 
incorporates new information as it becomes available, some of these 
reviews may move onto the page of not recommended reviews. 



SET UP REVIEW NOTIFICATIONS 
1. Log into Yelp for Business Owners, click on 
Account Settings in the top navigation 

2. Click on “Manage your email 
preferences” to open notification settings. 



REVIEW NOTIFICATION EXAMPLE EMAIL 

Note: You will receive review notifications for all new reviews, but understand that some of those reviews may eventually not be recommended because the 
recommendation software runs daily and incorporates new information as it becomes available. 



RESPONDING TO REVIEWS BEST PRACTICES 

Positive Reviews  
Responding to your happy customers is a great way to thank them for taking the time to 
share their positive experience with others on Yelp.   
  

Email Notifications 
Be notified when you receive a new review or message by setting up email 
notifications. 

Critical Reviews  
When faced with a critical review be sure to respond diplomatically, thank the reviewer for 
their feedback, and state your policy (or share any changes that have been made since 
the review was posted). 



PUBLIC COMMENT VS. PRIVATE MESSAGE 

Private Message  
•  A private message is seen only 

by the Yelper that wrote the 
review. It goes directly into their 
inbox on Yelp. 

 
Public Comment 
•  A public comment can be seen 

by every person who visits your 
business page. 

18 Reviews for Acme Inc. 



POSITIVE REVIEWS  

Consider posting a Public Comment to: 
•  Add additional color to a review 
•  Show the community you’re listening 
•  Thank a user for a particularly meaningful or insightful review 
 
Consider sending a Private Message to: 
•  Let them know you care, add a human voice to your business 
•  Thank the customer for their business and their review 
 

Tip: Keep your response meaningful, don’t comment just to comment 
 

 
 

Responding to your happy customers is a great way to thank them for taking the time to 
share their positive experience with others on Yelp.   



PUBLICLY RESPONDING TO A POSITIVE REVIEW 

Publicly Comment on a Positive 
Review to: 

 
•   Add additional color to a review  

•  Show the Yelp community you’re 
listening 

Remember: Keep them meaningful, 
don’t comment just to comment 



RESPONDING PRIVATELY TO A POSITIVE REVIEW 
This user already likes your business. Your goal is to deliver a human thank you, 
and let them know you care 
 

Thank the customer for their 
business and their review 

Please don’t offer a gift, it could be misinterpreted as a bribe 

Personalize 
your response 



CRITICAL REVIEWS 

The vast majority of businesses on Yelp have at least one critical review. Naturally, you can't 
please 100% of your customers 100% of the time, no matter how hard you try.  
 
While it's important to look for patterns in your reviews (e.g., people keep mentioning that the 
bread is stale or that a particular employee is rude), you shouldn't read too much into any one 
review. Most readers of Yelp reviews look for the broad consensus of all reviews for a business 
rather than focus on any single review.  
 
If you choose to respond, be sure to address the concerns in the review. Take care to be 
professional and thank the reviewer for their feedback. Don’t demand that a reviewer change 
his/her review.  

Don’t take it personally, and don’t make it personal. 



CRITICAL REVIEWS, CONTINUED 

Consider sending a Private Message to: 
•  Introduce yourself and thank the reviewer for offering feedback 
•  Offer an apology for any specific qualms that you feel could have addressed better   
•  Ask for additional information about their experience that you can look into 
•  Invite them to return — a quick remedy for a negative experience is a positive one 
 
Consider posting a Public Comment to: 
•  Apologize and acknowledge any wrongdoing (remember this will be visible to anyone visiting your 

business page) 
•  Share any updates that have been made to your business as a result of a customer’s review 
•  Clarify any inaccuracies in the user’s review 

 
Tip: Always take the high road, other Yelpers will appreciate your composure 

When faced with a critical review be sure to respond diplomatically, thank the reviewer for 
their feedback, and state your policy (or share any changes that have been made since the 
review was posted). 



RESPONDING PRIVATELY TO A CRITICAL REVIEW 
Remember that when responding to your reviews, remain professional, thank the reviewer for 
their feedback and share any updates that have been made to your business as a result. 

Introduce yourself 
Thank them for sharing 

their feedback 
Offer an apology 

Acknowledge their complaint, 
don’t be too defensive 

Invite them to return 



PUBLICLY RESPONDING TO A CRITICAL REVIEW 

This tool is most effective when you: 
 
•  Respond diplomatically 
•  Thank the reviewer for their feedback  
•  State your policy or clarify any 

inaccuracies in the consumer’s review. 
 
 
Remember: A public comment posts right 
underneath the review you’re responding to 
for all consumers to see.  



REVIEW FAQS 

✓ Why does the number of reviews I have increase and decrease? 
We use automated software developed by our engineers to recommend reviews from the Yelp community. Our 
recommendation software runs on a daily basis, so the results can change day-to-day. Our recommendation 
software might pick up new information as time goes by that makes a reviewer seem more trustworthy, or the 
information we have about a reviewer can grow stale or be found incomplete, and the software will factor that into 
the process. 

 

✓ Should I ask my customers to review my business? 
No, you shouldn’t ask your customers to post reviews on Yelp. 
Most businesses tend to ask their happiest customers to write reviews, not the unhappy ones. These self-selected 
reviews tell only part of the story, and we don’t think that’s fair to consumers. We would much rather hear from 
members of the Yelp community who are inspired to talk about their experiences without a business owner’s 
encouragement. 
As a result, you shouldn’t be surprised if our software fails to recommend the reviews that you’ve asked your 
customers to write. Your best bet to get high quality and unbiased reviews about your business is to provide a 
memorable and amazing customer experience – it has nothing to do with asking your customers to post on Yelp. 



REVIEW FAQS CONTINUED 

✓ As an advertiser, can I ask Yelp to remove or reorder reviews? 
No. You can’t pay us to remove or reorder your reviews — it’s just that simple. Additionally, review order cannot be 
manipulated and is determined by Yelp Sort, our default ranking methodology that presents the most useful reviews 
to users. For example, the first review displayed for a business will be one that reflects the average star rating of a 
business. This methodology is applied to all businesses, sponsors or not. 

 

✓ How can I let Yelp know about a questionable review? 
Flag the review by following these steps: http://www.yelp-support.com/article/How-do-I-flag-a-review?l=en_US  

 

✓ More Information 
https://www.youtube.com/watch?v=PniMEnM89iY  
http://www.yelp-support.com/  

 



WHAT IS RECOMMENDATION SOFTWARE? 

We use automated software developed 
by our engineers 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.  
 

For the most in-depth look at the how/why of 
our recommendation software, check out 
our official blog post and video. 


