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Introduction

Reviews represent a real opportunity for online retailers — if you know how to manage and
leverage them to their full potential. Simply |disp|avinq reviews can boost your conversion rate|
— but the benefits don't end there. The timing and content of your response to
reviews can play a major role in maximizing their impact.

Correctly harness the power of reviews and you'll enjoy better customer engagement, potent
sales ammo, and the persuasive powers of social proof.

Even negative reviews give you a chance to learn and improve. Research shows that
consistently positive reviews are actually perceived as [too good to be true’| - so embrace a few
dropped stars!

On the flip side, if you fail to manage reviews effectively, you risk exposing your business to a
range of problems. From customers feeling disappointment due to a lack of follow-up, to
browsing consumers being put off by unanswered issues — it's important to have a clear
strategy for responding to the positive and negative reviews your brand attracts.

bver half of your customers will be expecting a repI\,I to the reviews they leave on your site.
Responding to reviews boosts your SEO|, and can bring a h 6% boost to your customer advocaC\,l
(but fail to answer negative reviews and you risk a 37% decline).

Let's explore some of the strategies you can putin place to make sure your customers get the
responses they deserve.


https://spiegel.medill.northwestern.edu/_pdf/Spiegel_Online%20Review_eBook_Jun2017_FINAL.pdf
https://spiegel.medill.northwestern.edu/_pdf/Spiegel_Online%20Review_eBook_Jun2017_FINAL.pdf
https://www.entrepreneur.com/article/250954
https://marketingbitz.com/why-it-is-important-to-respond-to-reviews/
https://www.chatmeter.com/blog/google-confirms-responding-to-reviews-improves-your-local-seo/
https://marketingbitz.com/why-it-is-important-to-respond-to-reviews/
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How to respond to positive reviews

It's wonderful to get great feedback from happy customers, but your work is far from done. If
you want to see the very best results, you'll view positive reviews as a starting point, and not the
finish line.

Following up on positive reviews is essential. Have a clear strategy for best practice when it
comes to the way in which your brand crafts and delivers its replies. You'll want to find the
sweet spot between a short, generic “thank you” and anything too overblown and excessive
(which research suggests, could Iactually come across as too promotional and disinqenuous|).

If you want to give a fuller response to a positive review, then depending on the frequency at
which you receive reviews, you might want to consider delaying your response — just slightly.
This means that positive reviews will have reached the second page or break point by the time
your reply is published, reducing the risk of being seen as self-promoting in your responses.

Whatever your strategy around timing, you must acknowledge and thank the customer. They're
already thinking favorably about your brand, and a response is a great opportunity to cement a
lasting relationship in a personal, friendly and genuine manner.

The impact of following up in this considered manner is impressive. Brands that reply to at least
32% of their reviews were shown to enjoy |80% higher conversions] than their direct competitors.

Tip: Try not to use generic, canned responses to positive reviews. It
doesn’t take much effort to pick up on a few personal and unique
elements of their experience or order. Write in your defined brand voice.
Be memorable but human — coming across as “salesy” or over the top in
your response may backfire. Provide exclusive product insights or

recommendations to nurture customer loyalty.


https://hbr.org/2020/05/5-principles-for-responding-to-customer-reviews
https://www.searchenginewatch.com/2019/10/23/roi-of-improving-online-reviews-0-1-stars-can-boost-conversion-25/
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Positive review examples:

1. Salty K

HANNAH L. A Ak 2 months ago
9 Verified Buyer LOVE THIS SUIT AND THE FABRIC FEELS LIKE BUTTER

This suit is clearly really high quality - the softness and double lining is so nice, especially if you have a lighter
colored suit. It feels really supportive and holds its shape even after using multiple times. I'm excited to wear this as

my summer suit and buy more salty k sooni!!

4§
Reviewing
Sandollar Full Piece Saltyk swim

% 2 months ago
1l | recommend this product
Hi Hannah! We are so happy you love the suit. Thanks for the review, it truly means the world. We have many new styles

coming soon that we think you'll love just as much. xx

Here, Okendo customer nails the perfect response — a personalized greeting, genuine
thanks, and a subtle reference to a new product drop coming soon.

2. La Matera

Chris M. ook ok ok 6 days ago
CM @ Verified Buyer Corbina Woven Belt

Love the belt. Just ordered it last month. Really pleased with the ordering and shipping experience. Received the belt and love the

L design and sizing. Hard to believe that [ even received a compliment from my son in his 20s.
Reviewing
‘ Corbina Woven Belt

iy | recommend this product

Quality T T T | : 1
Poor Excellent

Lnok ! I T I
Product Standouts Poor Excellent

Durability, Looks Good, Love the
Look

Was this helpful? s 0 81 0

La Matera
4 days ago

That's awesome to hear, thanks so much for sharing Chris, welcome to the family!

provides a lovely example of a response to a positive review for a woven leather belt
— name checking the reviewer, and honoring the fact that she is a repeat customer.


https://saltykswim.com/
https://lamaterashop.com/
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3. LSKD

crafts a great response that thanks the reviewer while enforcing its defined brand voice.

Positive review response template

Remember, when replying to a public review, your response makes an impression not only on
the customer in question but also on other curious buyers, looking for social proof.

In replying to positive reviews, keep these three key areas in mind:

N4 Personalization: acknowledge their individual experience.

v Thanks: show genuine appreciation for the positive feedback and the time taken to
review.

v Reinforce brand positioning: if appropriate, drop a subtle reference to your ethics,

attitude, approach to your vertical etc. But do be careful not to come across as too
promotional or disingenuous.


https://us.lskd.co/

Need a head start on your responses?

Use our handy review response templates to get started!

Access Templates >

Can't click the link? Try this: bkendo.io/review-responses/#leadMagnetModal
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| love this so much!

I love this brand and especially love my
new jacket! It's perfect in the windy and
colder weather.

Thanks for the review, Anna! & .
g
W

Positive reviews: Going beyond the written response

Use the data that you gain from positive reviews to create sharper segmentation of your future

communications. PDkendo’s integration with Klaviyd makes this easier than ever before, pulling

customer and product data collected by using Okendo's Iﬁttributeé into targeted campaign
flows. Dog treats brand utilized this tactic and saw the performance of campaigns that
leveraged review data leap. The brand experienced a 300% increase in Placed Order Rate and a
423% increase in Revenue Per Recipient. CTR was up by 64%, and open rate benefited from a

43% boost.
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a garoa liver.
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and he gets tired out after
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—MAREE F.
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B, of treats you purchase. 72

with afterpaya? & & zip

LET'S GET SOCIAL


https://blog.okendo.io/new-integration-klaviyo
https://intercom.help/okendo-reviews/en/articles/1737436-getting-started-with-attributes
https://www.okendo.io/customers/wag/
https://www.okendo.io/review-responses/#leadMagnetModal
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Do you have a super fan leaving lots of positive feedback? Strengthen their affinity with your
brand by featuring their review or UGC in future marketing campaigns. As well as rewarding
their effort with recognition and respect, this is a great way to encourage others to leave
glowing reviews in the future.

A positive review can also be a great cue to introduce a loyalty program, so work this into your
follow up communication strategy, using favorable reviews to help create a tiered reward
system. A targeted follow up email that shows your happy customer how they could benefit
from future purchases is perfectly judged to inspire loyalty and increased CLV. What's more,
Okendo’s loyalty integration with LoyaltyLion, fmile.id, and Rise.a{ means your customers can
continue to benefit as they go on to make and review future purchases with you.



https://get-connected.okendo.io/integrations/loyaltylion
https://get-connected.okendo.io/integrations/smileio
https://get-connected.okendo.io/integrations/riseai
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How to respond to negative reviews

While no one’s heart leaps at a negative review, they're still a really important aspect of social
proof on your ecommerce store. Negative reviews provide an opportunity for improvement,
and a chance to show off your amazing customer service when things don’t go quite to plan.

Beyond this, research has shown that brands displaying perfect approval ratings and
consistently positive reviews come across as a little too perfect - instead of trust, the customer
is more likely to feel suspicious, and actively search for negative reviews. B5% of consumers|
Ialreadv seek out neqgative reviews| to help inform their purchase decisions. For consumers in the
18-29 age bracket, this leaps to 91%.

So, negative reviews help us keep things real - but they also require careful handling. Do not
assume that all is lost and this customer can be written off forever. A negative review left
unaddressed is a smoldering ember that could reignite at any time.

Time is of the essence here: have a plan in place to respond quickly and effectively. Act while
the experience is still fresh in the customer’s mind and you have a chance to repair some of the
damage to the relationship.

Tip: You can still use a negative review to establish your brand position.
Clearly state how things should have gone, according to your high
standards. Acknowledge that on this occasion, they did not — and
proactively take steps to correct the issue. Provide alternative

recommendations. Customer loyalty can still be won back.


https://neilpatel.com/blog/your-business-needs-negative-reviews/
https://neilpatel.com/blog/your-business-needs-negative-reviews/
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Negative review examples:

1. The Office of Angela Scott

Maureen F. g Verified Buyer 5 months ago

Reviewing

m Mr. Smith Oxford

Usual Size (US): 105 Size Purchased: 41 Foot Width: Wide How It Fits: Perfact

ookk
Stunning shoes!
These shoes are just lovely, but unfortunately | have very sensitive feet and the leather is a bit stiff for me. They looked gorgeous on my feet and the

size was right. but he leather was too stiff. No doubt they will eventually soften up and probably be very comfortable, but | don't want to take a chance.

Regretfully, | had to return them!

Bottom Line: | recommeand this product

Comfort 0
Excellent

Sizing
Runs Small True to Size Runs Large

The Office of Angela Seott
5 months ago

Hi Maureen,

I'm sorry this style didn't work out for you. Please always reach out directly if you have any questions or concerns with your order. We are always happy to offer some
break in tips when you first receive your new shoes, as it's completely normal for them to feel stiff right out of the box, and will take a few wears to form to your foot

Some styles with softer leather/material you might enjoy include our Mr. Franklin, Mr. Logan, Mr. Oliver, Mr. Smith Stitched and Mr. Colin in Check.

my best, Riley

Although this review earned by h’he Office of Angela Scotﬂ consists of some positive feedback,
care has been taken to respond to the finer detail of its content. In this instance, the customer
expressed a subtle disappointment with the product they purchased, which was acknowledged
with a promise to provide additional product insights and tips. They even recommend
alternative products that would better fit the customer’s needs.



https://theofficeofangelascott.com/
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2. Tuff Wraps

Antawn M. * * * over 3 years ago
AM @ veries suyer CONVENIENT NOT THAT STIFF

These are some good wraps that on par with a few top brands. I'm coming from the titans wraps so | noticed they werent that
stiff as I'm use to. If your bench press isn't over 385lbs these should be good

They came out with some stiffer ones after | purchased these | doubt | will turn around and purchase those just due to the fact
the stiffer ones should have been available

Was this helpful? 10 0

TUFFWRAPS.COM
over 2 years ago

Antwan, We made the softer version first because we surveyed approximiately 1000 peaple and the most common thing they sald was that
the wrist wraps they currently use were to rough for the skin. You are right, and we implemented those recently as that was the plan after
the softer version. We would be happy to swap out those for the STIFF Villains. Email us at sales@tuffwraps.com, and we can get those STIFF
ones out ta you.

These powerlifting wrist wraps earned a lower than average star rating, but were
ready with a great reply. Their measured response gives a very clear explanation of the product
design (and how it has been informed by careful customer surveying). In addition to giving this
background information, they offer an alternative product and give clear information about
how the customer can obtain this replacement.


https://tuffwraps.com/
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3. Weezie Towels

Kendall 4 months ago

*k
UNFORTUNATELY, CAN'T REMOVE MY REGULAR MASCARA

| love makeup towels and usually use the Original Makeup Eraser Towel. | wanted to upgrade my towels to Weezies because
they came in a pair and looked so cute! Although the material of cotten seems nice | had the most difficult time removing
my mascara. It is not even waterproof! | will be sticking with my other makeup eraser towel. | am disappointed that the

product didn’t perform.
Bottom Line No, | would not recommend to a friend

Was this helpfulz s 0 ' 0

Weezie Towels
weezie 4 months ago

Hi Kendall! Thanks so much for taking the time to write this review. Qur makeup towels are actually designed to dry your face post-wash,
with the goal of wiping away any residue - not to take off the makeup at the beginning of your routine. We'd still recommend using your
Makeup Eraser to remove your makeup, then wash your face and dry with our makeup towels! This way, we're saving your white towels :-).
We're so sorry for any confusion! xx Weezie

An issue with product functionality earned these make up towels a suboptimal review.
In addition to thanking the reviewer for their time and apologizing for the disappointment,
Weezie goes one better, turning their reply into an opportunity for a little education around the
product’s use. A best practice example would see this feedback being passed on to their team'’s
copywriter, so the product description could be tweaked to help better communicate the towels’
functionality.

10


https://weezietowels.com/products/makeup-towel
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Negative review response template

When handling negative reviews, remember that many potential customers will be witnessing
how you respond to issues. This is a chance to showcase amazing customer service and turn a
negative situation on its head.

In crafting your responses to a negative review, follow this three part formula and you can't go
far wrong:

N4 Personalization: for taking the time to communicate the issue and giving your brand
a chance to put things right.
v Sincere apology: make it genuine, no excuses.
v Positive action: direct steps you'll be taking to fix the issue and make amends.
Need a head start on your responses? @ v

Use our handy review response templates to get started!

| love this so much!
I love this brand and especially love my
new jacket! It's perfect in the windy and
Access Templates > coldetweather
Thanks for the review, Anna! & .
A

Can't click the link? Try this: bkendo.io/review-responses/#leadMagnetModal

11


https://www.okendo.io/review-responses/#leadMagnetModal
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Negative reviews: Going beyond the written response

Negative reviews can help inform your future marketing efforts. Beyond publicly using
customer feedback to finetune your product offering (Glossier does a great job of this), you can
leverage segmentation to ensure the right message is reaching your less satisfied customers.

Beqinninq Boutiquel has used the bkendo—KIaviyo inteqratiori to set up automated campaigns
that ask for more feedback from customers who left a negative review (denoted as three stars
or less). This helps customers feel valued, appreciated and, thanks to the automation, keeps a
consistent experience for everyone involved. They've seen a 109% increase in review rate from
email, and a 37% review request click rate.

BEGINNING BOUTIQUE

How did we go?

HiJane,
We see you've recently had a few interactions with our Support team

so we wanted to check in and ask:

How would you rate your experience with
Beginning Boutique so far?

[ ] 0 o0
w W W
Neutral Bad Good

Click a smiley face to rate.

We use customer reviews to help us grow and improve so thank you

in advance for your feedback!

The period after leaving a poor review might not be the best time to ask a customer to join your
loyalty program or refer a friend. But they might be interested in a discount, incentivizing them
to give you another chance, so factor this into your follow up flows.

12


https://blog.okendo.io/7-ways-to-use-reviews-and-ugc-to-drive-conversions
https://www.okendo.io/customers/beginning-boutique/
https://blog.okendo.io/new-integration-klaviyo
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Ready to rev-up your review responses?

When providing timely responses to feedback and ratings, it's essential to work with review
software that gives you an overview of your customer feedback and practical tools to help you
respond.

bkendo’s content management svsterri gives you control of all incoming reviews, enabling
perfectly timed and judged responses. Integrate with to automatically open tickets for
negative reviews and disappointed customers requiring a speedy follow up. Notifications help
you keep track of all interactions with your brand, ensuring a well-timed and perfectly crafted
response each and every time.

Book a demo with Okendo
Get responsive and tap into the true potential of your

customer reviews.

Can't click the link? Try this: pkendo.io/forms/demo/

13


http://www-test.okendo.io.s3-website-ap-southeast-2.amazonaws.com/solutions/content-management/
https://blog.okendo.io/new-integration-gorgias
https://www.okendo.io/forms/demo/
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