
How to deal with good  
– and bad – reviews 
Martin Stoll 
GoSeeTell Network 

Copyright © 2010 by GoSeeTell Network 
All Rights Reserved – Confidential - Do not reproduce 



Copyright © 2008 by GoSeeTell Network 
All Rights Reserved – Confidential - Do Not Reproduce 

Do travelers use social media? 
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Trends - hotels and social media 

•  Hotels starting social networking / UGC sites 

•  Involve staff, travelers and locals 

•  Pull in content from other sites (e.g. Frommers) 
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Trends - Destination Marketing Organization 

•  Destinations adding social elements (ATL, IND, PDX) 

•  “See what locals and other visitors are saying” 

•  Turn visitors (and locals) into destination evangelists 
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Trends - Corporate travel 

•  Corporate travel becoming social 

•  Sabre, Amex etc. launching portals 

•  Meeting planners coming soon 
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So, what does it mean? 

•  People want to hear from other people 

•  Consumers trust other consumers 

•  Brands / businesses are no longer in control of the message 

•  But: listening is easier than ever 

•  Accept the changes - turn them into an advantage 
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Where are you? 
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Thoughts about (hotel) review sites  

•  Reviews are one of the best things that can happen to you 

•  Reviews:  - Do very well in search 
  - Validate your product and brand promise 
  - Give you feedback about your product 
  - Allow you to learn about your customers 
  - Give you an opportunity to start a dialogue 
  - Allow to understand your competitive position 

•  But:   - Might highlight problems that can not be fixed 
  - Possible abuse by disgruntled employees 
  - Fake reviews by competitors 
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Hotel review site players  

•  Media sites: Tripadvisor, Virtual Tourist, Yelp, Citysearch 
•  Very credible 
•  Some offer management response tools 
•  Hard to remove disputed content 
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Hotel review site players  

•  OTAs:  Expedia, Travelocity, Orbitz, Priceline, Hotels.com 
•  Allow reviews from guests (validation) 
•  Work with hotels for disputes (need documentation) 
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Hotel review site players  

•  Aggregators: Google, Yahoo, Uptake 
•  Mostly aggregate content from other sites 
•  No interaction with hotels 
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How to get involved 

•  Step 1: Listen 
 - Identify relevant sites (e.g. Tripadvisor, hotels.com) 
 - Subscribe to RSS feeds from those sites 
 - Use tools like Google Alert 
 - Listen in on other conversations (e.g. region, brand) 

•  Step 2: Understand   
  - What are consumers saying? 
  - Who is talking? 
  - How loud is the talk? 
  - Where is the conversation taking place? 
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How to get involved 

•  Step 3: Develop a strategy 
 - What are your goals? 
 - Who in your organization will be involved? 
 - How and what will you measure? 
 - Who can you use as a benchmark? 

•  Step 4: Participate   
  - Be real 
  - Be consistent 
  - Everybody can have their own opinion 
  - Keep things in perspective 
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Response options and process  

Rules  

•  TripAdvisor may verify representation 

•  Responses will be public  

•  Must be family-friendly, independent, original, relevant, respect privacy, non-commercial 

•  You can not request more info about reviewer or expect feedback from Tripadvisor staff  

•  Submitted using a valid e-mail address 
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Rules  

•  Send email to travopin@expedia.com,  

•  Reply to specifics of review. No additional marketing. 

•  No questions or comments directly to the reviewer.  

•  Posted within 24 hours or email from Expedia with suggested changes. 

•  Expedia biases which reviews are shown 

Response options and process  
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Rules  

•  Create advertising account (& pay for it) 

•  Respond to reviews 

•  Stay within guidelines 

Response options and process  



Copyright © 2008 by GoSeeTell Network 
All Rights Reserved – Confidential - Do Not Reproduce 

Handing reviews - best practices 

•  24 hour rule for responding to a negative review 

•  Acknowledge the good, address the bad  

•  Customize and personalize every response 

•  Thank consumers for positive feedback 

•  Be an expert for more than just your product 

•  Use your “evangelists” to your advantage  

•  See what others are doing 
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Management Responses from other hotels 
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Our guinea pig: Courtyard Anaheim  

•  Current online reputation 
 - Ranked #36 (of 100) hotels for Anaheim on Tripadvisor 
 - 4.4 rating on Hotels.com; 101 reviews 
 - 4.5 satisfaction rating on Expedia, 30 reviews 
 - 3.5 rating on Travelocity, 4 reviews 
 - 3 reviews on Yelp 
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Courtyard Anaheim - what I learned online  

•  Perception:  - Family / leisure travel hotel 
  - Smaller property 

•  Pros:  - New hotel 
  - Free wifi 
  - Fair value 

•  Cons:   - Walls are very thin / noisy 
  - Walk to Disneyland too far in summer or with kids 
  - Parking extra ($9)  
  - Cleanliness of room / bathroom 
  - Kids suite not always available despite reservation 
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Courtyard Anaheim - Complains  
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Courtyard Anaheim - Latest reviews  
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Courtyard Anaheim - Response strategy  

•  Start by responding to moderate good and moderate bad reviews 

•  Look at what reviewers liked and disliked 

•  Acknowledge the good / stress what they liked 

•  Then address the bad if you can offer an explanation or solution 

•  Do NOT promise to make changes and then not follow up 
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Courtyard Anaheim - Response strategy  

Parking:  
•  “Like many other hotels in this area we charge a fee for parking in 
order to offer the lowest possible room rate. The fee is waived for 
Marriott elite members and we advise guest of the parking fee on our 
website.”  

•  “Thank you for your candid review of our hotel. We are glad you 
enjoyed <xyz>. While we offer many amenities like free wireless 
highspeed internet in the entire hotel we do charge a fee for parking.” 

•  “For many of our guests is is much cheaper and more convenient to 
park at the hotel and walk to Disneyland or take the ART shuttle for $3.” 
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Courtyard Anaheim - Response strategy  

Noise:  
•  “We are a very popular hotel, especially for families who like our 
location close to Disney and our affordable rates. We are sorry that you 
felt disturbed by the noise from other guests and hope that you 
nevertheless enjoyed your visit to Anaheim.”  

•  “We are sorry to hear that you felt disturbed by the noise of guests in 
other rooms. While we can not make any structural changes to the hotel 
- the property is the newest hotel in Anaheim - we do provide ear plugs 
to guests who are more sensitive to noise”. 
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Courtyard Anaheim - Response strategy  

Restaurant:  
•  “Thank you for your review of our hotel. We are glad you agree that 
the proximity to Disneyland makes this an ideal starting point or an 
Anaheim vacation. Our location also allows our guests to explore many 
dining options in the area ranging from Carl’s Jr. to Ruth Chris 
Steakhouse”. 

•  “We are sorry to hear that our breakfast buffet did not meet your 
expectations. Many of our guests value the option of having a breakfast 
buffet at the hotel before heading to Disneyland as it saves them time 
and money. The breakfast items were selected to meet the needs of 
families and business travelers alike. We appreciate your feedback and 
will take it into consideration when we review our breakfast buffet 
items.”  
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Courtyard Anaheim - Response strategy  

Proximity to park:  
•  “Thank you for your review of our hotel. The proximity to Disneyland 
allows many guest just to walk to the park. But there are also other 
options like a shuttle bus from the nearby Marriott for $3 (unlimited all 
day) or a taxi for around $10.” 

•  “Many of our guests walk to Disneyland in the morning but prefer to 
take the ART shuttle back to the hotel (the shuttle is $3 per person and 
stops at the nearby Marriott).” 
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Handing reviews - best practices 
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Outlook 
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Summary 

•  The need to recognize and fix problems before departure is increasing 

•  You HAVE to  monitor what is being said about your product 

•  Focus on the big players - get it right on those sites  

•  Document problems that might turn into negative reviews 

•  Start a dialogue with OTAs (Expedia, Hotels.com etc.) 

•  It is a marathon, not a sprint 

•  Do better than your competitive set 


