
	

Facebook Review Protocol 
 
Housekeeping: 
 

1. Choose which reviews you are going to respond to: 
 
It’s fine to try and reply to all complaints but if someone is nonsensical bashing your 
organisation or a staff member within or is a serial complainer it may not be worth 
replying. Instead looking into the management of your page to block and remove 
their ability to post may be more beneficial. (Be careful blocking people or removing 
posts however as this can backfire on a business if the post is of genuine concern to 
others). 
 
To hide/delete bad comments please see the below. 
 

 
 

 
 
Banning a User 
 
Under	the	“Settings”	for	your	page,	and	in	the	left	sidebar,	select	“People	and	Other	
Pages.”	Facebook	will	display	the	list	of	people	who	Like	your	page,	along	with	a	
settings	icon	to	the	right	of	each	person	listed.	Click	the	settings	icon	for	your	hater,	
and	then	select	“Ban	From	Page.” 
 
2. Banning Keywords 
 
If for example you are facing a lawsuit or another issue that you would prefer to 
remain hidden from your Facebook Business Page you can choose to remove these 
words from being used on your page. Profanities are automatically banned from 
business pages. 
 
Go to settings and select page modifications. Enter keywords as per below. 
 



	

 
Responding to consumers comments 
 

1. Do understand the customers angle, do not react emotionally to posts: 
 
It may be an issue that’s close to your heart or something you deal with every day 
but it will hurt your business image if you show any form of spite toward the 
consumer as everyone can see it. It is ok to be seen as human. 
 
Thank you for choosing Capital Chemist, we hear your concerns and we are working 
toward fixing this issue.  
 
2. Try to move irritated consumers away from public view: 
 
If a consumer continues to express irritation despite your best attempts express 
concern for their issue and ask them to message you privately. 
 
We are sorry you are still experiencing this issue please contact us via private 
message or call us and one our friendly staff will attempt to resolve this issue with 
you. 
 
3. Research incidents of concern: 
 
Find out as much as possible about consumer concerns before responding to them. 
This means understanding your staffs side of the story and everything that is 
happening so that you are not ambushed by a customer.  
 
4. Framework for private replies 
 

• Introduce yourself 
• Thank them for using your business 
• Thank them for their feedback 
• Apologise for the fact that their experience didn't satisfy them 
• Outline what you understand to be their concerns. 

 
Then:  

• Make an offer to resolve the customer's concern. 
 
Or: 

• Express your desire to improve and invite them back. 
 
5. Respond publicly once the issue is resolved 
 



	

Post a public message acknowledging the concern and outlining what you've done to 
resolve it. This will actually boost your reputation with many readers, who can see 
that you are responsive to feedback. If it's taking a long time for the complainant to 
respond to you, you might still like to post a public comment so that other readers 
know you've tried to take positive action. 
 
6. Express gratitude for positive client reviews: 
 
Be happy that consumers are ecstatic with features of your business and promote 
these comments by replying. Again, this adds a human touch. 
 
We are glad that we could help you and thank you for choosing Capital Chemist. 
 

The Do’s and Don’t: 
 
Do’s 

• Be polite and courteous 
• Invite the consumer to move concerns from the public eye and create a 

private conversation. 
• Reply to positive reviews about the business in a professional manner 
• Respond publicly to fixed concerns 

 
 

Don’ts 
• Be emotional and irrational 
• Try to figure out issues in the public eye (This can lead to you being caught 

off guard) 
• Respond publicly about offers you have made to consumers with concerns. 

	
	
	
	
	
	


