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Negative reviews are a normal part of running a business, but knowing which ones to answer and which ones
to challenge is not always obvious. The Reputation.org, a national brand and crisis reputation firm operated
by Aurawave Inc., has published a framework for handling negative reviews that treats online reputation

management as a decision process rather than a reflex.

The framework starts by sorting reviews into categories. Genuine criticism from a real customer calls for a
measured public response and, where possible, a fix handled offline. Reviews that are inaccurate, fake, or
that break a platform's published rules are a different matter, and the firm says those are the cases where
removal may be appropriate. That distinction, it argues, keeps a business from either ignoring valid feedback

or overreacting to every low rating.

Tone is the second step. The firm recommends responses that stay brief, factual, and free of defensiveness,

since future readers judge a business as much by the reply as by the complaint. That principle carries into its



broader reputation management work, detailed at thereputation.org/reputation-management, where the goal

is a steady, credible presence rather than a running argument with critics.

"The instinct is to fight every bad review or to say nothing at all. Neither works. The skill is telling the
difference between feedback you answer and content that actually breaks the rules," said Joshua Albanese,

spokesperson for The Reputation.org and owner of Spearleaf.com, a marketing agency.

For the third category, reviews that appear to violate a platform's policies, the firm limits its work to content
that genuinely breaks those published rules. Its Google review removal service checks eligibility first and
does not rely on impersonation or false flagging, an approach the company treats as the only defensible one.
Performance-based pricing applies to qualified removals, with scope, eligibility, and timing confirmed during a

case review.

Review response fits inside a wider online reputation management approach that the firm organizes around
two moves. The first is addressing content that genuinely breaks a platform's rules, where a documented,
policy-based case may lead to removal. The second is building a credible record of accurate reviews and
measured replies, so that any single complaint carries less weight. The framework is meant to keep a

business focused on both, rather than treating every low rating as something to erase.

The firm is deliberate about the line it will not cross. It does not file impersonation reports, create fake
accounts, or flag honest criticism as a violation, because those tactics tend to fail on review and can put an
account at risk. Instead, an eligibility check looks at whether a specific review breaks a published rule, such
as a conflict of interest, hateful content, or a post from someone who was never a customer. Reviews that do

not meet that bar are handled through response, not removal.

Timing matters for reviews as much as for articles. Review text is easy for search engines and Al answers to
quote, and an unaddressed complaint can be repeated in summaries long after the underlying issue is
resolved. For that reason the firm pairs review handling with ongoing monitoring, so a new rating is seen
early, sorted into the right category, and answered or challenged while the reply still shapes what later

readers and Al engines find.

The framework reflects a view that reputation is built as much in how a business responds as in what
customers say. Handled with care, a single negative review and a composed reply can leave a stronger
impression than a wall of five-star ratings. The firm adds that responding early also matters, since
unanswered complaints tend to settle into search results and Al answers over time. More information about

the firm's approach to reviews is available at https://thereputation.org/.



About The Reputation.org The Reputation.org (operated by Aurawave Inc.) is a national brand and crisis
reputation firm that removes damaging content, reviews, articles, and records before they become permanent
in search and Al answers, then shapes what people and Al find instead. Services span reputation
management, crisis management, review and content removal, and reputation monitoring for businesses and
high-stakes individuals. Performance-based pricing applies to qualified removals: scope, eligibility, and timing
are confirmed during a case review, and some content is legally or technically constrained.
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