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Responding to customer reviews in the solar industry requires
a delicate balance of professionalism, gratitude, and solution-
driven engagement. Whether reviews are positive, negative, or
mixed, your response helps build trust and improve your

reputation.

The following pages are
customizable prompts to help
you respond to customer
reviews. Keep in mind, these
are prompts to assist in
conceptualizing your review
responses. Be sure to adjust
wording and phrasing to

match your brand’s tone and
keep your messaging varied in

each of your responses.




Responses for
Positive Reviews

Positive reviews, typically a rating of 4-5 stars, provide an excellent opportunity to
reinforce the value of your service and encourage future business.

Best Practices for Positive Reviews

Greet and thank the customer for their feedback.

Acknowledge specific aspects of the review to show you value their input.

Reinforce your commitment to customer satisfaction.
Encourage them to further share their experience.

Positive Response Prompts

[Customer Name], thank you for your
kind words! We're thrilled to hear you're
happy with your solar installation and
that [specific positive aspect] met your
expectations. Providing top-notch
service is our priority, and it's great to
know we hit the mark. Please don't
hesitate to reach out if you have any
questions in the future—we're always
here to help!

Thank you for sharing your positive
experience with us, [Customer Name].
We're excited to hear that the
installation process went smoothly and
that you're already seeing the benefits of
going solar. We take great pride in our
team, and we'll be sure to pass along
your feedback. Feel free to contact us if
you ever need assistance, and thanks
again for choosing us!

_

e [Customer Name], we appreciate your
thoughtful feedback and sharing
about [specify positive aspects]. It's
customers like you that motivate us to
continue providing the best solar
solutions. If you ever need anything or
have further questions, don't hesitate
to reach out. We appreciate your
support and trust!

e Thank you for your fantastic feedback,
[Customer Name]!lt's wonderful to
know that [specific positive aspect]
made your solar journey a great one.
Your satisfaction is our top priority,
and it's rewarding to see our efforts
reflected in your experience. If you
need any further assistance or advice,
we're just a call away. Thank youl!



Responses for
Mixed Reviews

Mixed reviews provide both positive and negative feedback, theses
reviews are typically in the range of 2-4 stars. These reviews offer a
chance to thank the customer for the positive, while addressing any
concerns they may have.

Best Practices for Mixed Reviews

e Thank the reviewer for both their praise and constructive feedback.
e Acknowledge any issues and explain how you'll work to address them.

o Offer further communication to resolve ongoing concerns.

Mixed Response Prompts

e [Customer Name], thank you for sharing

o

your experience with us. We're glad to
hear that you were happy with [positive
aspect], but we're sorry that [negative
aspect] didn't meet your expectations.
Your feedback is incredibly valuable, and
we're already looking into ways to make
improvements. If you'd like to discuss
this further, please don't hesitate to
contact us. Thank youl!

We appreciate you taking the time to
leave a review, [Customer Name]. It's
great to hear that [positive aspect] met
your needs, but we understand your
concerns regarding [negative aspect].
We're committed to learning from your
feedback and making adjustments in
our processes. Thank you!

e Thanks for taking the time to leave a
review, [Customer Name]! We value
your feedback and are actively
working to improve [specific area].
Please feel free to reach out to us at
[your email] so we can address this in
more detail. Thank you again!

e |tis greatto hear from you,
[Customer Name]. We appreciate
your thoughtful feedback. It is great
to know you were happy with
[positive feedback]. We are
disappointed to hear about [negative
feedback]. We're actively reviewing
this internally to improve our
processes. If you'd like to discuss it
further, we'd be happy to chat over
the phone.
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Responses for
Negative Reviews

Negative reviews, typically 1-2 stars, can be disheartening, but they
also offer a chance to showcase your commitment to resolving
issues and improving customer experience.

Best Practices for Negative Reviews

Start with an apology and thank the reviewer for their feedback.

Acknowledge the negative experience and provide a solution or explanation. ‘
Offer to resolve the issue offline, via email or phone. ‘

If able, proactively reach out to the customer via phone to learn more.

Negative Response Prompts

e We are really sorry to hear that [specific e Thank you for bringing this to our

issue] didn't meet your expectations. We
strive to provide exceptional service, and
it's clear we fell short. Please accept our
apologies, and know that we're taking
steps to ensure this doesn’t happen
again. We'd welcome the opportunity to
discuss this with you in more detail and
see how we can make it right. Feel free
to contact us directly to discuss further.
Thank you.

We are truly sorry to hear about the
difficulties you encountered with
[specific issue]. Your experience is
important to us, and we understand
your frustration. We're taking the
necessary steps to prevent this from
happening again. We would appreciate
the chance to speak with you directly to
better understand and find a way to
rectify. Thank you for considering.

attention. We're genuinely sorry to
hear about your experience with
[specific issue]. This is not the level of
service we aim to provide, and we're
committed to addressing it
immediately. We'd like to personally
assist in resolving this and ensure we
find a solution that works for you.
Please feel free to contact me at
[your email].

e Thank you for sharing your

experience, and we're sorry that we
didn’'t meet your expectations. We
take feedback like this seriously and
are working to address [specific
issue]. We'd love to discuss this
further and find a solution for you.
Please reach out to us at [your
email], and let's work together to
make this right.
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