
Customer Service on 
Amazon



What We’ll Cover in this Lesson

• Why excellent customer service is important on 
Amazon 

• Types of CS you can offer on Amazon 

• Rules of excellent customer service 

• Responding To Buyer Messages 

• Making sure your account can to respond to 
reviews



Why CS is Important
• Helps you avoid many negative reviews or 

feedback 

• Keeps your account at a good health 

• Loyal repeat customers 

• Customers can become advocates to your brand 
(word of mouth marketing) 

• All of the above leads to more sales



Types of CS on Amazon

• Responding to negative reviews 

• Responding to negative feedback 

• Responding to buyer messages within 24 hours



Rules of Excellent CS
• The customer is always right 

• Your response must be super fast, helpful, and nice 

• Do whatever that makes them happy even if this means to offer 
them a refund or a free replacement  

• Don’t ever ask a customer to return their product (this is much work 
to them) 

• You need to always response with a real name NOT the brand 
name 

• Always before you close the case, ask them “is there anything I can 
help you with?”



Responding To Buyer 
Messages

• You can access Buyer Seller messages from SC 
dashboard 

• You must respond within 24 hours (or Amazon will 
lower your account health) 

• The best approach is to set a timer to check these 
messages once every 12 hours 

• If the message doesn’t need any response from you, 
always make sure you mark it as “no response 
needed”







• You’ll see the customer email address to be encrypted like this: 
dfebr45rsdfe3dggt@marketplace.amazon.com 

• As per Amazon’s rules, you can only contact a customer to 
complete an order or respond to a CS question.  

• Your message can’t include any of the following: 

1. Links to any websites 

2. Links to Amazon detail pages or storefronts  

3. Seller logos if they contain or display a link to the seller's website 

4. Any marketing messages or promotions 

5. Any promotions for additional products or even third-party products or promotions

mailto:dfebr45rsdfe3dggt@marketplace.amazon.com


• To view your response time metrics: 

1. Click "Performance > Account Health” 

2. Click "Performance Metrics” 

3. Scroll down to "Buyer-Seller Contact Metrics” 

4. You’ll see your metrics in the last 7 days, 30 days 
and 90 days. 

• Your goal is to keep “Response times under 24 hours” 
to be 100% while keeping “Late responses” at 0% 
(Accepted ratios by Amazon is to be 90% & 10%)



Responding To Negative 
Reviews

• As we said, 1 -ve review needs about 5 +ve reviews to neutralize it. 

• This means that avoiding a 1-star review is much more important 
than obtaining a 5-star review 

• Sooner or later, you’ll get negative reviews (even sometimes by 
unethical competitors) Don’t panic! This is part of selling on 
Amazon 

• All you need to do is to reply to that negative review and do 
whatever it takes to make the customer happy 

• 99% of times, it will be reasonable comments but if you think it’s 
someone trying to harm you, you either open a case with Amazon 
or just move on if you can’t do anything.



• Don’t use canned replies! Always read the review carefully, 
analyze it, and see what you can do to solve this issue. 

• Always start your reply with an apology (even though you think 
you are not wrong) 

• Give your customer a link to your seller profile URL and ask him 
to contact you directly to solve his problem. 

• Click your seller name below any product you sell to find your 
seller profile URL (there’s a button to contact you on the profile 
page) 

• You can also search for the order inside your fulfillment reports (if 
he used his real name) and contact him directly offering him a 
refund or a replacement.



• Sometimes, a simple instruction on how to use the product can 
solve the problem 

• Or you might have misrepresented your product on the listing 
page. In this case, you must update your listing. 

• Or it might be a defect in the product (remember AQL standards?) 
In this case, your best solution is to offer a replacement 

• If there’s nothing you can do, just move on! And go get some 5-
star reviews. 

• If you solve the problem, and your customer becomes happy, ask 
him politely to edit the review and consider giving you a positive 
one (you’ll be surprised by how many 1-star rating becomes 5-star 
rating)



Negative Seller Feedback
• Usually it’s not your fault because you are using Amazon FBA, but again, it’s 

part of the business. 

• Respond to it as you respond to negative reviews. 

• Sometimes people leave negative reviews instead (they don’t know the 
difference) in this case you need to contact seller support and tell them that 
this is a review and not a feedback, and ask them to delete it (usually, they do 
it) 

• Your target is to keep your seller feedback above 4.7 (but never allow it to fall 
below 3.5 by any means to be able to use coupons) 

• Also if you feel it is the courier fault or not your fault for whatever reason, 
contact Seller Support and ask them to remove it. 

• Even if the customer uses inappropriate language, you can ask to remove it



Important

• Always set up your profile name, so your 
customer recognizes you when you reply to their 
reviews 

• Sometimes Amazon will not allow you to 
comment on your customers’ reviews. If this 
happens, buy anything from Amazon for at least 
$50 (not your products) and then try again!



What is Next?

In the next lesson: 

• What to do after you achieve ranking?


