
Reputation management - YELP reviews 

Like many small business owners, we are frustrated with the way YELP 
filters review. In many cases if one of your students or families gives you a 
stellar review, but is not a consistent user of YELP,  their review will 
eventually be hidden and categorized as a “not recommended” review. 
However, it is still important to gather YELP reviews particularly if it is

highly used in your community. 


On the flip side, dealing with negative reviews is an important part of 
reputation management. Realistically, all businesses will have some 
unsatisfied companies including Apple, Amazon and Disneyland! The key 
is to have a thought out plan, so that you can minimize the damage of the 
negative reviews as soon as possible. 


Here are the stages we recommend: 


1. If possible and if known, contact the negative reviewer in person.  
• See if you can resolve their issue and then ask them to remove their 

review  

2. If that is not possible, reply to the review with this formula  
• Thank them for taking the time to write a review 

• Add clarifying facts that the reviewer may have left out 

• Offer to follow up with the reviewer to resolve their situation 

• ALWAYS stay professional, non confrontational, and sincere 

• REMEMBER, the goal is to improve the perception that OTHER readers 

of the review will feel about your business as well as to address the 
individual reviewer. 


3. Ask for help from some of your “raving fan” members to counter  
the negative review.  
• Often they are happy to help if you just ask, and some may even 

comment directly about the difference between the negative review and 
their own experience. 


4. In some cases, a review is so fraudulent, biased, or inappropriate 
that you may be able to have the review removed directly by YELP by 
contacting them directly. 

• You can find more information about how to do this on your YELP review 

page. 




Below are some examples of actual negative reviews that we received (Yes 
we get them too!) and how we responded to them. 




Hooray! This is what it looks like when you successfully have a fraudulent 
or inappropriate review removed after communicating with YELP. 


