THE AJJ TOOLBOX
Review Response Prompt Pack
Templates for positive, negative, and neutral reviews, plus review request messages for email and text
How to use this pack: Copy the prompt for the review type you're responding to. Paste the review text at the end. Read what AI produces, edit to add your voice and any specific details, and post. Each response should take under two minutes.
TIP: When you respond to a review, you are not just talking to that one reviewer. You are talking to every future customer who reads the thread. Always respond as if an audience is watching, because one is.

SECTION 1: REVIEW RESPONSE PROMPTS

Positive Reviews
Acknowledge the specific detail they mentioned. Mention something they said, not just a generic thank-you. End with an invitation to return.

Standard Positive Response
Write a warm, genuine response to this positive review for my [business type]. Acknowledge specifically what they mentioned, thank them sincerely, and invite them back. Keep it under 75 words. Avoid generic phrases like 'thank you for your kind words.' Here is the review: [paste review]
Response Highlighting a Team Member
Use when the reviewer mentions a specific employee by name.
Write a response to this positive review for my [business type]. The reviewer mentioned [employee name] specifically. Acknowledge what they said about [employee name], thank the customer, and invite them back. Under 75 words. Here is the review: [paste review]
Response to a First-Time Customer
Use when the reviewer mentions it was their first visit.
Write a response to this positive review from what appears to be a first-time customer of my [business type]. Welcome them, acknowledge what they enjoyed, and make it clear we hope to see them again. Warm and genuine. Under 75 words. Here is the review: [paste review]

Negative Reviews
Use the HEAR framework: Hear the complaint, Empathize with the experience, Apologize for how they felt, Resolve with a path forward. Never argue. Never share private customer information. Always invite them to contact you directly to resolve it offline.

Standard Negative Response
Write a professional, empathetic response to this negative review for my [business type]. Follow the HEAR framework: acknowledge what they experienced, validate the frustration without conceding fault, apologize for the experience, and invite them to contact us directly at [phone or email] to make it right. Under 100 words. Do not be defensive. Here is the review: [paste review]
Response to a Factually Incorrect Review
Use when the review contains inaccurate details. Correct gently without being combative.
Write a response to this negative review for my [business type] that gently clarifies a factual inaccuracy without being defensive or dismissive of their experience. Acknowledge their frustration, offer a corrected version of what happened, and invite them to contact us at [contact info] to discuss further. Under 100 words. Here is the review: [paste review]
Response to a Review About Pricing
Use when the main complaint is that the price was too high.
Write a response to this negative review about our pricing for my [business type]. Acknowledge their perspective on value, briefly explain what the price includes without being defensive, and invite them to contact us if they have questions. Do not apologize for the price. Under 100 words. Here is the review: [paste review]
Response to a One-Star Review with No Text
Use when someone leaves a low rating but no explanation.
Write a response to a one-star review with no written feedback for my [business type]. Express genuine concern that their experience fell short, invite them to contact us at [contact info] so we can understand what went wrong, and offer to make it right. Warm and non-defensive. Under 75 words.

Neutral Reviews
Neutral reviews (3 to 4 stars) often include specific feedback. Acknowledge what went well, address what didn't, and show that you take incremental improvement seriously.

Standard Neutral Response
Write a response to this neutral review for my [business type]. Thank them for the positive feedback, acknowledge the area where we fell short, and explain what we are doing to improve. Invite them back to experience the difference. Under 100 words. Here is the review: [paste review]
Response Turning a Neutral into a Return Visit
Use when the reviewer seems open to returning but had one issue.
Write a response to this review for my [business type] that thanks the customer for the positive elements of their feedback, directly addresses the issue they raised, and makes a specific, genuine invitation to give us another chance. Under 100 words. Here is the review: [paste review]

SECTION 2: REVIEW REQUEST MESSAGES

The single biggest driver of review volume is asking. Most customers who had a positive experience will leave a review if asked directly within 24 to 48 hours. These templates are ready to send or customize with AI.
TIP: Match the channel to how the customer communicated with you. If they texted, send a text. If they emailed, send an email. The friction drops significantly when the request arrives the same way they already hear from you.

Email Review Requests
Post-Service Email
Send within 24 to 48 hours of completing a service or transaction.
Subject: How did everything go?  Hi [First Name],  Thank you for choosing [Business Name]. It was a pleasure [serving you / working with you / having you in].  If you have a moment, we'd really appreciate a quick Google review. It takes about 60 seconds and helps other customers find us:  [Your Google review link]  Thank you, and we hope to see you again soon.  [Your name]
Follow-Up Email (If No Response)
Send 3 to 5 days after the first request if you haven't heard back.
Subject: One quick thing  Hi [First Name],  Just a quick follow-up. If you had a chance to leave us a Google review, we'd be so grateful:  [Your Google review link]  If anything about your experience fell short of what you expected, please let me know directly. I want to make sure we got it right.  [Your name]
Long-Term Customer Appreciation Email
For customers who have been with you for a while but haven't left a review.
Subject: A small favor from a loyal customer  Hi [First Name],  You've been with us for [timeframe], and I want you to know how much we appreciate your continued trust in [Business Name].  If you've never left us a Google review and would be willing to share a few words, it would mean a lot. It takes about 60 seconds:  [Your Google review link]  Thank you. Genuinely.  [Your name]

Text Message Review Requests
Keep text requests short and include the link. Longer texts get ignored.

Post-Service Text
Hi [First Name], thanks for visiting [Business Name]! If you have 60 seconds, we'd love a Google review: [link]. Thanks so much!
Post-Appointment Text
Hi [First Name], thanks for your appointment today. Hope everything went well. If you'd leave us a quick Google review, it really helps: [link]. Appreciate it!
Text for Home Service Businesses
Hi [First Name], glad we could take care of that for you today. If you're happy with the work, a quick Google review means the world to us: [link]. Thank you!

SECTION 3: BONUS PROMPTS

Convert a Customer Message to a Testimonial
When a customer sends a glowing email or message, ask their permission to use it, then format it with AI.
Format this customer message as a professional testimonial. Keep their words intact, tighten for length, and present it as a pull quote suitable for a website. Here is the message: [paste message]
Generate a Review Request Message with AI
Use this when you want a customized version of the review request for a specific customer situation.
Write a short, genuine review request message for a customer of my [business type]. They just [describe their experience or service]. The message will be sent by [email / text]. Keep it under 75 words, make it feel personal and not automated, and include a placeholder for the Google review link.
Find the Gap Behind a Complaint
After any difficult review exchange, use this to turn the situation into a business improvement.
What does this exchange suggest about a gap in my customer experience or communication? Here is the review and my response: [paste thread]

NOTE: These tools companion Chapter 11 of AI Jiu-Jitsu: Run Circles Around the Big Guys. For more prompts and tools organized by chapter, visit AJJtoolbox.com.
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