COMPLAINTS TO COMPLIMENTS

“Bad reviews are good for my business because it makes me stronger”
Said no-one ever! We get them, we deal with them

Complaints and reviews are not a distraction from running your
business. They are part of running your business

REALITY

WANT

Bad news travels faster than good news
when it comes to customer experience

Feel you are at the mercy of Key Board
Warriors

Don’t know how to deal with it
React and make things worse

Burry your head and don’t respond and
risk damaging your business

Believe no feedback is a good thing

Create such a positive
experience that you are
“Remarkable”

Tame those bad boys and
girls, by being prepared

Feel confident and that the
complaint or review is fair

Your opportunity to learn and
shine

Handled poorly, they:

o Cost referrals
o Demotivate staff
o Damage trust online
o Drain your time and energy
Handled well, they:
o Retain customers
o Protect your reputation

o Improve systems




o Increase long-term profit

CUSTOMER COMPLAINTS

Adjust your mind set... think of a stone dropping into water.

Listen actively... full attention and let them run out of steam.

Repeat their concern... check you understand.

Be empathetic... understand how they feel.

Get all the information... who, what, where, when & why.

Thank them...

Find a solution... “What do you think would be a fair way to
resolve this?”

Take action and follow up... do what you say you are going to do.
And provide feedback to the complainer that you have taken
these steps and the result

Use the feedback in your business... “How” or “What” can we do
in the future.

ONLINE REVIEWS
FAKE OR FALSE REVIEWS

1) Pause and Process
o Get your emotions under control
o Get screen shots



o Save URLs and dates
o To “Block” or not to “Block”

2) Try Getting the Review Removed
i. Facebook — will only remove reviews that don’t comply
with their community standards (Sexual harassment,
bullying & threats, discrimination)
ii. Google —Reviewer was never a customer, Conflict of
interest, Fake or impersonated accounts, Hate
speech, threats, or abuse

3) Consider Responding Publicly
i. All or nothing, if you respond publicly you must do it
for all false and negative reviews
ii. Leave the door open

« Consider that the reviewer may have posted a review
for the wrong company: "We appreciate when our
customers take time to review us, but it seems that
may have the wrong company as we don't have any
record of you ever having visited us. Maybe you have us
confused with another company? If it was definitely us,
then we'd love the opportunity to make things right."

. Emphasize your commitment to customer service: "I'm
very sorry to hear that you were treated poorly by our
staff. We try our best to treat every customer with the
utmost respect, but sometimes we don't meet our own
standards. If you would take the time to contact/PM
me, I'm sure we can resolve this issue."

. Politely draw question to false claims: "I think
there's some confusion here, as you wrote that we
closed early on Sunday so you couldn't get in, but we



aren't open on Sundays. Maybe it was another day (or

a different business)? If you wouldn't mind calling us so
we can understand the issue a little more then I'm sure
we can figure out what happened.”

4) Get More Positive Reviews
1) Get feedback and make it easy for people to give you
reviews
2) Consider entering awards

NEGATIVE REVIEWS FROM REAL CUSTOMERS

1) Pause and Process
i. Get your emotions under control

2)  Try reach out off-line first
i. Escalate the problem to the most senior person
available.
ii. Phone is best if possible, use Private Message if you
can’t get them on the phone. —follow complaint
procedure above

3) If no response then respond to post
i. Keep it authentic and personal
ii. State the facts without blame
iii. Promote a positive image
iv. Request they contact you (The follow complaint
procedure)

“This is Your Name, owner of Your Company [authentic
and personal]. I’'m sorry you were unhappy with the
service you received at our restaurant [clearly states facts



without blame]. Our goal is for every guest to leave
feeling satisfied with the experience [promotes positive
image]. Please call or email me at [contact information] so
| can resolve this issue to your satisfaction.”

e Do not try and ‘buy’ them out of the problem. Solve it!

Steak House with cold steak

e Once resolved ask if they can please adjust or remove

the review
4) Learn from the complaint

5) Get More Positive Reviews

GETTING MORE POSITIVE REVIEWS

This is how you win long term.
Build review volume

« Reduce the impact of the odd negative
« Improve search rankings
« Increase conversion rates

Make it easy
Use tools such as:

« Review Boost

. Google review links

. QR codes on invoices

. Automated follow-up emails or SMS via your CRM

. Job completion checklists that include review requests



Ask at the right time
Right after:

« A successful job
« A compliment
. Arepeat booking

ACTIONS

What you should implement immediately

Set up Google Alerts for your business name and key staff
Claim and optimise your Google Business Profile

Define clear customer service standards

Train your team on complaint handling

Back your staff while holding standards

Create approved response templates

Systemise review requests

Review complaints monthly for patterns
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