Review Response Templates
Negative review response framework
Respond within 24 to 48 hours. Thank the guest, acknowledge the specific issue, apologize without excuses, take responsibility, and move it offline. Keep it short, calm, and professional, and never argue facts in public. Use the fields below to draft a reply for a specific review.
Guest name / handle: ________________________________
Platform and date: ________________________________
Specific issue to acknowledge: ________________________________
Apology line (no excuses): ________________________________
Offline contact offer (name + email/phone): ________________________________
Positive review response framework
Respond briefly and warmly to reinforce the relationship and encourage more reviews. Mention something specific from their visit when possible and invite them back. Draft your reply using the fields below.
Guest name / handle: ________________________________
Specific detail to reference: ________________________________
Warm thank-you line: ________________________________
Invitation to return: ________________________________
Service recovery follow-up
After resolving a poor experience, follow up directly to confirm it was made right; the follow-up is what cements loyalty. Record the make-good offered and the outcome so recurring issues become operational feedback.
Issue and root cause: ________________________________
Make-good offered: ________________________________
Follow-up date and method: ________________________________
Outcome / guest response: ________________________________
