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TripAdvisor members
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unique monthly visitors’

million

reviews and opinions
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every minute
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B TripAdvisor operates sites in 48 countries & in 28 languages
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THE POWER OF REVIEWS




(é\! Do Online Reviews Impact Booking?

89% 96%

of global travelers say of global hotels say
reviews are influential when reviews are influential
choosing where to book in generating bookings

Source: TripBarometer: Travel Economy, March 2015 t@ad&agy Ssn?ssr
usl



What is the ROI
of social media?

11.2%
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(é\; TripAdvisor reviews are largely positive

Average Review Score:

4.12
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50% of TripAdvisor users reference
TripAdvisor reviews before booking

80% read at least 6-12 reviews
before making a decision
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Reviews means more $$$

* |If prices are the same, users are 3.9 times
more likely to choose a hotel with higher
review scores

higher review scores, people are still likely

* When prices are increased hotels with .
to book i

4

» 76% of customers were willing to pay more
for a hotel with higher review scores
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TAKE CONTROL




Factors driving traveler engagement

(ranked by level of impact on traveler engagement’)

@ Number of photos

EI" Total number of reviews

@ Management responses in the past year

@ Number of reviews in the past year
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Use the Management Center
B tripacivisor

Schrute Farms Management Center
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Register to get started
www.tripadvisor.ca/Owners
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Step 1 Step 2

Search for your business. Fill in details and sign in.
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Key factors that influence your popularity

QUALITY RECENT REVIEWS QUANTITY
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Review Express
Easier than ever to ask guests to write a review on TripAdvisor!

@@tripadvisor | _
Aeview Exoress - Engage with guests after they
- have stayed to encourage
= — 1 — valuable feedback for your
Cam:-ms‘,)r\ %3&0«33«1 i coa e business
The « Use customizable templates to
- 412 452 250 83 easily email recent guests

« Use campaign dashboard to
monitor incoming reviews and
optimize campaigns

- It's FREE!

tripadvisor:



Review Express Case Study: BREW-ed Brewery &
History Walking Tours

- Located in Asheville, NC JIDNS A
- A

. . A
- Review Express delivers < ‘T—‘;F-‘-—-—- Cranrsa, Bl
more than half of their AGER .« Wit (a

reviews PALEFE &= x’m

RROY
* Using Review Express BROWN .

takes them less than 10 TDA
minutes a week

g, e
6:‘ Ny N )
5

O [ A1S
* Moved from the bottom " Tal : it 4_J
of the popularity ' N 4

rankings to the top 3
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Review Express

v Confirm guests’ email addresses as they arrive or
leave

Send Review Express emails regularly every week

Try to reach guests sooner, rather than later (within
a few days of visit)

Send earlier in the week and try to avoid weekends
and holidays







(g\‘, Management Responses influence traveler

—

~

2

80% 85%

say seeing a hotel say an appropriate
management response to management response to a
reviews makes me believe that bad review improves my
it cares more about its quests. impression of the hotel.

tripadvisor
for business



Write a Management Response

“Great stay.”

@m Anthony L, Geseral Manager at Hiton Garden Inn Minnsapolia Downiown,
3 petyl responded to this review

Sm« March 12 J01)
Tame( Ny W

had 4
restaul WO ate 30 Glad you erycyed your axderence Wwith us o B HEon Ourden an!
fend] "ope e Dasey on K0 how witd ancyalin s mell. Thank you 1of T feedhacs
s e holed . speciScaly e promptness of e wyar! o2t areg prea! restaret
SW Paperance. | Dope e NS Ware 2D 0 favy i e DOl 35 Wi

LCi oL
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ANENONTy L2

Cerers Namnger

MEon Carden 'n Mneapots Downdown
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Management Responses: Best Practices

1. Sign up for review notification emails

. Read our guidelines g

-
. Respond promptly

. Say “thank you” %

. Be original in reply
. Highlight positives

. Address specific complaints

o N O o0 B~ W DN

. Be polite and professional



Question and Answers

* Provide timely answers to

questions travelers ask
before they book — and
help influence that booking /4

decision i S

Uried Stxwea

* Introduce yourself and
demonstrate your
commitment to guests

« Set guests’ expectations

«  Accommodations receive
email notification when
new question is asked

* Questions can be
answered via your

property page

My son & I are excited for our trip to Chicago! He is
wheelchair bound, unable to walk. I booked a room
that has a bathroom/shower that will accomodate his
needs. My question is, since we will be using your "self-
park” garage, is there a way to get transportation to
and from the museums that can lift a wheelchair??

Haysago ™

Show al answers (2) m
‘ shawa & Chcago Becs Propety eafcasrtative

= Helo Usalisa of Wisconsin,

The Art Museoum is iSerafly 2 Diocks away from us and you may
Wi 50 Bke your whosichar with you 1or such & short ¥ If that
s not @ good oplion for you and if you are planning 10 vist other
MAeUMS hal & & Ie Rrther oul, I'm sure that we <an hinve
the conclerge amange something with the local cab services that
A0 HQUPEHY 10 hande SUCh NHRSS. W will work with e
Concierge and the Doormen 0 get you where you have 1o go.
You and your 300 will Be in good hands

Sdrmagn W
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PAINT YOUR PICTURE



AT I Sovpus v Taden

73% of TripAdvisor
users use photos

from other travelers
to help them make a
Protnsionsshots decision

MIF

2,604 travelar photos
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Erder dates for beat prices

Source: PhoCusWright’s “Custom Survey Research Engagement,” prepared for TripAdvisor. December 2013
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New York City Hotels
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PACRES

CERTIFICATE of
EXCELLENCE
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Mar Le Mar Club Jan
We are a 2014 TnpAdv:sor Travelers Chonce Winner! Thanks to all our guests!
tripadvisor.ru/TravelersChoice via @tripadvisor #TravellersChoice
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Order your TripAdvisor sticker

Visit your Management Center’s “Free marketing tools” section

of TripAdvisor
members
surveyed say they
are more likely to
use a business
with a TripAdvisor
endorsement on
display
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TripAdvisor for Business resources

Management Center

—www. TripAdvisor.ca/Owners

* http://www.tripadvisor.ca/TripAdvisorinsights
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{ & 3 TripAdyvisor Tips

e g

1 Register with the Management Center

2 Include a description of hotel and amenities

3 Add photos and videos

4 Encourage reviews

5 Get notified of reviews and track reviews

6 Write a management response
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