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BEFORE WE GET STARTED

You are all on mute Please use your control 
panel to ask questions 

during the webinar

This webinar will be 
recorded and posted to 

Revinate’s Help Desk
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YOUR PRESENTER

Debbie Tay
Customer Success Manager
APAC Region
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Tanna ‘t Hooft
Customer Success Manager

Celia Ruiz de la Escalera
Training & Support Specialist
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Stella Dacy
Training Programs Manager

Linden Plumly
Director, Global Training and Support 



Mastering Review Management

Taking control of the online conversation around your business
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ONLINE REPUTATION MANAGEMENT
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2017

2016

77 M 

61 M

2018 95
MILLION REVIEWS



WEBINARS

+75%

+10%

0%

+63%

+38%

-21%

-51%

-10%

+8%
YEAR OVER YEAR

REVIEW DISTRIBUTION (YoY GROWTH)



DIFFERENTIATION

✓ price
✓ location
✓ online reviews

How can hotels set 
themselves apart 
from their 
competitors?

93%
of travelers worldwide say 
online reviews have an impact 
on their booking decisions. 76%

of travelers are more likely to 
book a room with a higher 
score, even if it means paying 
a higher rate

Source: TripAdvisor, 2014
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IMPACT OF MANAGEMENT RESPONSE FOR THE CONSUMER

“If considering two comparable properties, the presence of 
management responses on one would sway me in its favor.” 

Agree

Neutral

Disagree 68%

28%

4%

Source: TripAdvisor, 2014
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Who is responding? 

Who should respond?

Time availability

Empowerment to solve problems

Writing skills and brand training

Customer care characteristics

Guest Services Manager, Marketing Manager, 
Social Media Manager or General Manager
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RESPONSE RATES BY REGION

29.9%
US & CANADA

+4.4%
From 2017

35.0%
LATAM

+4.2%
From 2017

27.0%
EUROPE

+2.4%
From 2017

37.0%
MIDDLE EAST & AFRICA 30.9%

APAC

-19.0%
From 2017

29.9%
GLOBAL

0%
From 2017

From 2017

0%



Responding to different types of reviews
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RESPONSE RATES BEST PRACTICES

Point of 
Diminishing Return

100%

1 & 2 star

20%

4 & 5 star

50%

3 star

Within 24 hours
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Thank the guest for their wonderful feedback

Highlight some of the positive comments to reinforce the positive

You don’t need to comment on every point

Give the response a personal touch

Give credit to your excellent staff

If any negative mentions in the feedback, address it

Let them know you can’t wait to have them back

RESPONDING TO POSITIVE FEEDBACK
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RESPONDING TO MIXED FEEDBACK

“The hotel is gorgeous, over the top, and 
packed with so much to see, do, and eat that 
you never have to leave the hotel. So why 3 
stars? Service; the Hotel is going to need to 
step up their training game. The staff were 
too busy checking their cell phones and 
complaining about coworkers to other 
coworkers to notice they weren’t doing their 
jobs; providing a fine experience for guests 
with many, many area hotel options.”

The Review

“Thank you for taking the time to review your 
stay with us.  We are so pleased that you felt the 
hotel was gorgeous and we aim to please our 
guests in every way.  We are so sorry that you 
felt the service was not up to par with the 
surroundings.  We will be using your review as 
an example in upcoming staff training programs 
so that our employees can better understand 
how their actions can impact the guest 
experience. We are glad that you could 
experience the variety of things to see and do in 
our hotel and I truly appreciate your feedback. 
We look forward to seeing you again.”

The Response
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TIPS FOR RESPONDING TO NEGATIVE FEEDBACK

Thank the guest for their feedback

Say “I am sorry” and apologize for the poor experience

Be brief - You don’t have to address every point

Say how you will follow up

Acknowledge the positive, where applicable

Invite the reviewer back
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RESPONDING TO GOOGLE REVIEWS WITH NO CONTENT

Tips for 
Responding

Use this opportunity to share news about the hotel
Eg. “I was surprised to see a negative star rating as the hotel has been inundated with positive 
reviews lately as we just completed full renovations of our lobby and guestrooms. I would love 
more feedback on your experience if you would like to contact the hotel.”

Challenge the feedback
Eg. “I was disappointed to see this rating without feedback as we use reviews to retrain our 
staff. If you would be willing to reach out, we would love to discuss your experience.”
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CONTESTING A FRAUDULENT REVIEW

Each review channel has different reporting or 

flagging procedures. Go to their FAQ or TOS page.

If the review channel does not allow flagging, then 

respond. Otherwise do not respond.

Do not respond in anger or attack. It will reflect badly 

on your brand.

Build a review generating marketing strategy to bury 

the fraudulent review

“Thank you for taking the time to write a review. 

We take all negative feedback very seriously 

and investigate all claims. In this case, we were 

unable to find any record of your stay/the 

incident and think you may have erroneously 

posted this review to our listing. If this isn’t a 

mistake, please reach out so that we can discuss 

your claims.”

15 - 30% of 
online reviews 

may be fake.
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TOP 10 TIPS FOR RESPONDING TO REVIEWS

10987654321

Response 
should come 
from as high 
as possible

Reply within 
24 hours

An apology 
for an 
‘atypical 
stay’ if guest 
felt let down

Check 
spelling and 
grammar

Let them 
know their 
feedback 
will make an 
impact

Thank the 
guest and 
call out 
positives in 
the review

Never put 
the hotel 
name in 
same 
sentence as 
a problem

Invite the 
guest to 
come back

Be sincere 
and natural

Use 
empathy



Steps to Responding
Using the Revinate Response Assistant 
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PROCESS OF RESPONDING TO REVIEWS

On review channel

Easily copy/paste your 
review response   

Responded to

Online review channel receives your 
response and processes it for public 

publishing according to their internal 
practices

Response posted

The online Review channel 
has published your 

response publicly on their 
site

Manage on Revinate

Draft responses for online reviews 
and monitor pending responses to 

be posted publicly
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RESPONSE ASSISTANT

Step 1 Step 2 Step 3 Step 4 Finish

CLICK 
“No thanks, 
take me to 

the review”

Draft response on 
launched review 

channel & SUBMIT

Select 
REPLY & launch 

Response Assistant

Paste response 
on launched 

review channel & 
SUBMIT

On Revinate page 
CLICK 

Response Submitted

Review channel 
processes response 

for approval

Then

Response will be 
posted LIVE onto the 
public review channel

Have login credentials for your 

review channels saved

Use template or 
custom response

CLICK 
“Copy & launch 

review site”



Your Toolbox
Features that help you manage your online reputation 



ACTIONS TO TAKE

Determine the top channels 

Use “Views” to prioritize review response

Set alerts for top channels 

Response Templates

Use Sentiment Analysis to see what your guest are saying (and use it)! 

Download the Revinate mobile app

Use ticketing and to manage your team workflows
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VIEWS AND ALERTS

Use “Views” to prioritize 
review response and save 

your most used ones

Set alerts for 
top channels

Determine your 

top channels



WEBINARS

RESPONSE TEMPLATES

Make use of templates for 

common situations and give 

yourself a starting point in 

responding.

 

● Be efficient, professional 

● Follow brand standards

● Create use cases 

● Remember to take time to 

customize your templates
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SENTIMENT ANALYSIS



ALERT & TICKETS VIA MOBILE APP AND EMAIL

Ticketing 
functionality on the 
Revinate mobile app

Auto-case tickets & 
alerts will  be sent 

via mobile and 
email
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TICKETING

Tickets are a great way to manage 

your internal communications and 

work-flow. 

Using tickets allow you to 

● Delegate 

● Follow-up

● Communicate 



AUTO-CASE TICKETING

OPTIONS FOR CASE 
TYPE:
➔ Review by channel

TIME CONDITIONS:
➔ “Immediate”, 
➔ “X” hours,
➔ “X” days

IF:
➔ No ticket is created
➔ No ticket is resolved
➔ No reply to review

Setup time-based 
alerts, ensuring your 
negative reviews are 

responded to 
according to your 

SOPs.

Set up per SOP:

Respond to all reviews 3 
stars or less within 48 

hours of the guest posting.



OPERATIONAL USE CASES

Housekeeping 

Manager

John Appleseed 

provides feedback 

in his survey that 

HSKP did not 

service room 

during stay. 



OPERATIONAL USE CASES

Ensure reviews are 

responded to within a 

specific time frame



GUEST FEEDBACK REPORTS

Automated reports 
will show Reputation 

and Surveys data 
side-by-side
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FINAL THOUGHTS

Maximize efforts by using your tools

Set achievable goals

Contribute to the online conversation

It is never too late to start!
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QUESTIONS?

Help Desk & Support 24/7
support@revinate.com

Training and Bootcamps 
training@revinate.com

Revinate Community Blog
revinate.com/blog



Thank You


