Troubleshooting SOP: How to File a
Negative Product Review Removal

10/09/2024 3:19 pm CDT

Who is this for? Intended for individuals or teams responsible for managing product reviews on e-
commerce platforms.

Objective: To provide step-by-step instructions on how to file a negative product review removal
request.

Customer Reviews Vs Seller Feedback
e Customer review refers to the stars and the comments you received from your customer.
e Seller feedback refers to the customer's feedback on you as the seller and their purchase experience. It also
refers to the stars the customer gave you as the seller.

This description is from a post in Seller Forums:

"Customer reviews are about the product, and seller feedback is about the seller and the purchase experience. Customer reviews do not
affect your seller performance metrics, but seller feedback can have an impact on your seller performance metrics "

Amazon will only remove customer reviews that it deems violated its Community Guidelines. Sellers cannot
remove any product reviews on their Product Detail Pages.

You can only submit a request to Amazon to remove a particular product review. There are two ways to do this.

I. Use the "Report" button under the product review in your Product Detail Page (PDP).
e Go to the review section of your PDP.
* Notice that under every customer review, you will see a "Report" button.
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e Click this button if you think that this review is inappropriate. Doing so will open a pop-up window where you
can choose a reason for your submission.

Report this review

Optional: Why are you reporting this?

Off topic
Not about the product

Inappropriate
Disrespectful, hateful, obscene

Fake
Paid for, inauthentic

Other
Something else

O

We'll check if this review meets our community
guidelines. If it doesn't, we'll remove it.

Cancel Submit

Il. Use Seller Central's Help Feature.
1. Login to the seller central account (Make sure you are in the correct Account.)

2. Hover your mouse on the upper right corner and click ‘Help'.
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3. Select ‘Selling on Amazon'.
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You may be asked follow-up questions about your issue before connecting to an associate.
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4. If you cannot find the issue in the provided options, Click "My issue is not listed".
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5. Type "Product reviews" in the box, then click "Continue".
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6. You will be given options from which you can choose the best match to your query.



Where is your issue happening?
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7. Clicking "Customer feedback (review) removal will prompt the information related to your submission.

Support tools
: Manage customer feedback
orums To manage or request removal of feedback, go to Feedback Manager.
Articles We strongly suggest that you work with buyers to resolve negative feedback. As a general rule, Amazon does not remove buyer feedback even if it

. is unwarranted or the issue has been resolved
Seller University

Amazon only removes feedback in the following cases:

« The feedback includes words commonly understood to be obscene or profane.

« The feedback includes seller-specific personally identifiable information, including email addresses, full names or telephone numbers.

« The entire feedback comment is a product review. For example, “The Acme Super-Widget lacks the sharpness and speed of the Acme Ultra
Widget.”

Amazon might strike-through feedback in the following cases:

* The entire feedback comment is regarding fulfillment or customer service for an order fulfilled by Amazon. In addition to the strike-through,
the following statement will appear: This item was fulfilled by Amazon, and we take responsibility for this fulfilment experience.”

« The entire feedback comment is solely related to delayed or not received packages, for orders shipped on time by the seller using Buy
Shipping. In addition to the strike-through, this statement will appear: "The fulfilment issues associated with this order were not due to the

seller”.

To find out how brands enrolled in Amazon Brand Registry track and respond to reviews customers leave for a product, watch this Seller University
video:
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When you click "Feedback Manager", you will be taken to a dashboard where you can see the statistics like
Feedback Rating and the Recent Feedback you have received.

Feedback Manager
Use the Feedback Manager to track buyer satisfaction with your service. You can view short- and long-term metrics, as well as detailed feedback entries, including buyer e-mails and Order IDs. Click the Order 1D
to view transaction details within the Manage Orders section of Seller Central. Learn more

Feedback Rating: ¢ ¥ ¥ vr i

4.8 stars during time selling on Amazon. (1137 ratings)

30 days 90 days 365 days Lifetime
Positive 93 %(28) 96 %(86) 96 %(330) 98 %(1112)
Neutral 0 %(0) 0 %(0) 0 %(1) 0 %(2)
Negative 7 %(2) 4%(4) 4 %(13) 2 %(23)
Count 30 20 344 1137
This table displays the corresponding feedback percentages and feedback counts. See how your feedback displays to buyers on Amazon Due to rounding, the values displayed may not add up to 100%.

Scroll down to find the "Recent Feedback" section. For each feedback, you have two possible actions to take. You
can either post a public reply or request removal.



Click "Request removal" if you want that particular review deleted from your PDP.

Recent Feedback
i Displaying feedback from the last 365 days. To request a feedback report: Download feedback raport
Allratings  Positive ~ Neutral  Negative
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Date Rating Order ID Comments Actions

11/30/2023 5 a -"m 39 I love it smell wasn't that strong thank you @ Chooseone v

Post a public reply

11/29/2023 5 H "m <14 Very nice product [ Request removal

11/27/2023 5 M i 366 Order this always and again Chooseone v
8. If the provided information is not helpful, click "Contact an associate".
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Did this resolve your issue?

My issue is resolved Contact an associate

9. Enter the Order ID then click "Review and submit".
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Did this resolve your issue?
Additional information

We've reviewed your information. To direct you to the correct associate, provide

Provide an order ID to resolve your issue. Find your order ID here

Enter order ID

Review and submit



